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Introduction/Overview 
 

Southeastern Community College (SCC) is a comprehensive community 
college serving a district with a population of 107,719 persons in the 
1,623 square mile area of southeast Iowa. The College was originally 
created as Burlington Junior College in 1920 and Keokuk Junior College 
in 1953. The colleges were merged in 1967 based on state legislation that 
provided for the establishment of the area community colleges. In 

addition to the two campuses in Keokuk and West Burlington, SCC has centers in Fort Madison and 
Mount Pleasant. SCC's Center for Business (CBIZ) is located in Burlington. The SCC Fall 2011 
credit enrollment was 3,341 full-and part-time students.  
 
The mission of the College is to provide “accessible, quality programs and services which promote 
student success and economic vitality.” Southeastern Community College embraces diversity, 
transforms lives, strengthens communities, and inspires individuals to excellence (SCC Vision). 
 
The HLC admitted SCC as an AQIP participant in 2006. The College submitted its first Systems 
Portfolio in June of 2009 and received the Systems Appraisal Feedback Report in September, 2009. 
SCC participated in the Strategy Forum in November, 2009.  
 

 
Continuous Improvement Initiatives 

 
Review of the Systems Portfolio 
SCC’s Systems Appraisal Report contained no accreditation issues, but the College recognized the 
need to review and address the opportunities for improvement (and outstanding opportunities) that 
were listed in the report. The College’s review began prior to receiving the Feedback Report, with an 
all-employee in-service in August, 2009. Thirty teams of employees were each assigned a category 
of the Portfolio to review. Each team read its assigned category then answered the following 
questions:  
• What did you learn about SCC from this category? 
• Should we have provided any additional information in this category?  
• After reading the category, do you recognize any improvement opportunities for SCC? 
 
This information was compiled and shared with SCC’s Cabinet, which is comprised of leaders of the 
faculty and support staff associations, a dean, the HR director, a coordinator of enrollment services, 
the AQIP liaison, and all administrative and professional staff who report directly to the President. 
After SCC received the Feedback Report, the Cabinet began its formal review and determined that 
Opportunities in Category 1 should be the College’s highest priority. The Category 1 Os and OOs 
were presented to all employees at a professional development day in October, 2009. At that 
meeting, 80% of all participating employees agreed that the College must develop a systematic 
process for addressing student learning (1P18). This became the focus of SCC’s Strategy Forum 
activities in November, 2009 and led to the formation and subsequent activities of the SCC 
Institutional Assessment Committee, described below.  
 
Starting in the summer of 2010, the Cabinet undertook a comprehensive, category-by-category 
review of the Portfolio and Feedback report, with an emphasis on the Opportunities for Improvement 
identified in each category. If the Cabinet felt that the Opportunity highlighted a deficiency that 
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should be addressed, the members first established the priority for the Opportunity then determined 
appropriate action, including a responsible staff person and a date due. The AQIP liaison tracks 
progress on action and maintains a spreadsheet (see Appendix 1). 
 
Strategic Planning 
A second quality planning initiative occurred in FY11, when SCC created its 2011-2016 Strategic 
Plan. The plan resulted from a series of focus groups held with various stakeholders, including open 
forums for all employees and students. Other groups included: area K-12 Superintendents; the 
School-to-Work Advisory Committee comprised of K-12 counselors, principals and other staff; and 
forums in each of the geographic communities with business, industry and labor leaders as well as 
community members. As a result of these input sessions, the SCC Board of Trustees modified the 
mission, vision and values of the College. Staff took the input and created four strategic goals with 
related strategies and initiatives, integrating the opportunities for improvement from the Systems 
Portfolio as prioritized by the Cabinet. Some of the goals incorporated work already underway, while 
others required new investments of time and effort. The plan was available for review by all staff 
before it was presented to the Board of Trustees for final review and adoption in April, 2011. 
 
The four strategic goals are: Student Success; Developing Resources; Collaborative Partnerships; and 
Continuous Improvement. Prior to adoption by the Board of Trustees, the SCC Cabinet reviewed the 
proposed goals and developed the initiatives, measures and areas of primary responsibility. The 
Strategic Plan was then used by the President to align her annual goals and the work plans of the 
senior administrators. The approved Strategic Plan was shared with all stakeholders who had 
participated in the process as one step in completing the circle of Plan-Do-Check-Act. The Executive 
Director of Technology Services (IT) is charged with monitoring and reporting progress annually to 
the SCC Board.  
 
During the Strategic Plan and Systems Appraisal report discussions, it became apparent that not all 
Cabinet members or other employees had clear understanding of the processes involved with SCC’s 
continuous improvement initiatives. The IT director created a graphic (Appendix 2) which depicts the 
College’s planning processes.  
 
Three Major Strategic Initiatives 
Based on input from the Systems Appraisal, Strategic Planning, KPIs and other data sources, the 
President announced in 2011that SCC would focus on three major initiatives: Assessment of Student 
Learning, First Year Experience, and Strategic Enrollment Management.  
 
• Institutional Assessment: As noted above, SCC’s 2009 Portfolio had several Opportunties for 

Improvement related to its lack of a comprehensive process to assess student learning. After 
receiving the Feedback Report, all employees reviewed the O and OO ratings and 
overwhelmingly selected SCC’s lack of a comprehensive, systematic assessment process as the 
greatest challenge. A team of faculty, administrators and professional staff attended the HLC 
Strategy Forum in November, 2009 and worked together to address this challenge. After the 
Forum, the team became the Institutional Assessment Committee and was expanded to include 
several more faculty members and the CAO. Currently, the President serves as the chair of this 
committee.  
 
The committee has made significant progress since the Strategy Forum. SCC’s career and 
technical programs already had a strong program review process in place, so the committee 

http://www.scciowa.edu/docs/strategicplan/strategicplan20112016.pdf
http://www.scciowa.edu/docs/strategicplan/strategicplan20112016.pdf
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decided to start with review / revision of SCC’s Institutional Core Competencies, which were 
never put into practice. At the January and April, 2010 in-service meetings, employees reviewed 
the original competencies and gave input regarding their appropriateness. The committee 
reviewed all suggestions and developed five new Institutional Core Competencies. The 
committee brought in a guest speaker from the HLC, attended conferences, and networked with 
peers to gain additional information about assessment process. To ensure that the project remains 
on track, SCC joined the HLC Assessment Academy in 2011.  

The committee fleshed out the definitions for the competencies, using input from all faculty and 
staff gathered at in-services. Having learned from past unsuccessful attempts and with HLC 
input, the committee decided to start slow and chose to pilot just one of the five competencies: 
Communication. The committee refined the definitions for the Communications Competency into 
ten indicators that would measure students’ attainment of the Competency. The committee 
created a rubric that faculty could use when assessing students (see Appendix 3).  

The committee also created a plan of the entire assessment implementation process (Appendix 4). 
One member has offered to create a visual representation of this process which will be helpful 
when the committee disseminates the plan to other instructors.  

The faculty members on the Assessment committee piloted the Communications Core 
Competency in the spring 2012 semester. Faculty either created new assignments to use in the 
pilot or used existing assignments, and all assignments were first approved by the committee. 
Faculty members entered data on a rubric worksheet (Appendix 5), and Institutional Research 
staff analyzed the data from the pilot assessments. The IR director recently completed a 
comprehensive report with the findings, and copies of this report will be available for review on 
site.   

Starting in the fall 2012 semester, Cathy Ziglar, biology faculty, will assume coordination of the 
Assessment committee with support from the AQIP liaison. Cathy will have release time from 
one course to provide time for these duties.  

• First Year Experience: Two SCC faculty members did extensive research and piloted two first 
year experience courses, EDGE (2006 and 2007) and its successor, CLUE (2009). These courses 
were not required, and student participation was disappointingly low. As a result, the courses 
were discontinued. The two instructors remained committed to the FYE concept, however, and 
they attended the Institute on First-Year Success in the Community College in November 2011 as 
part of SCC’s six-member committee.  

 
Based on the information gained at the conference, the FYE Committee is designing a new first 
year experience course entitled Launch. The foundation of the committee’s work is based on 
evidence that promoting student engagement, student awareness, academic and intellectual 
competence, and use of campus resources results in students’ improved integration into the 
culture of the institution and increased persistence towards completion of their personal and 
educational goals. The mission/goal of the FYE committee: “The SCC First Year Experience 
Program effectively transitions all students to SCC and the college culture, empowering students 
to begin the process of taking responsibility for their success in education, career choices, and 
personal development.” The committee is creating a comprehensive program plan which includes 
the (draft) implementation goals in Appendix 6.  
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• Strategic Enrollment Management: SCC’s Strategic Enrollment Management (SEM) plan is 
the culmination of nearly a year of work involving a steering team of six individuals representing 
a cross section of the campus community. The development of this initiative began with the 
steering team’s attendance at the annual American Association of Collegiate Registrars and 
Admissions Officers (AACRAO) Strategic Enrollment Management Conference in November, 
2011. The team embraced new knowledge and adopted several key concepts vital to successful 
SEM planning such as: culture of accountability, capacity assessment, student success 
continuum, transition-persistence-completion, progression rates, optimum enrollment, and 
retention audits. 

With this knowledge, the team then began an intensive review of SCC’s mission, goals, and 
values, and conducted a comprehensive audit of existing practices, institutional data, and 
informal survey results from students and employees. Throughout the analysis of these resources, 
the team cross-referenced their findings with the Student Success Continuum (shown below), and 
determined that SCC’s SEM Plan should address four overarching focus areas: (1) Connection, 
(2) Entry, (3) Progress, and (4) Completion: 

 
The example in Appendix 7 provides an illustration of a specific initiative within focus area #2 and 
provides insight into the content of the four focus areas. Each focus area contains a minimum of four 
(4) underlying initiatives that specifically address the most prominent opportunities for improvement 
within that segment of the Student Success Continuum. Task forces will be created to ensure the 
completion of each initiative.   

Training and Implementation of Continuous Process Improvement (CPI) teams 
 
Phase I:  
• Phase I of SCC’s CPI training was described in the 2009 Systems Portfolio. In 2007-2008, 

employees from throughout the College were encouraged to receive training in the CPI process. 
More than 70 employees participated, and they formed teams which worked on several issues 
from 2007 to 2010, including employee recognition, collegial feedback, and infusion of CPI into 
the culture of the College. Five individuals received extra training as “internal facilitators.” After 
each team completed the seven-step quality process, they made a formal presentation with their 
recommendations to either the AQIP Steering Committee or its functional successor, the Cabinet. 
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Each CPI team received verbal and written feedback including approval, conditional approval, or 
denial of recommendations.  

• In the winter of 2010, all AQIP duties were assumed by the Institutional Grants Director, Jan 
Wolbers, after the existing AQIP Coordinator, Becky Rump (Executive Director of Institutional 
Advancement), became the Title III grant project director. Jan’s title was changed to director of 
institutional grants and accreditation, and she formally became the AQIP liaison.  

• Evaluating the Process: In the spring of 2011, the AQIP liaison sent out an online survey to 
everyone who participated on a CPI team. The survey asked the following questions: 

 
- Did you enjoy your CPI team experience? - Please explain your answer. 
- Do you feel that your team accomplished its mission? - Please explain your answer. 
- When your team presented its report-out to the Cabinet (or AQIP Steering Committee), were 

you pleased with their response regarding your recommendations? - If you answered no, please 
explain.  

- After your team gave its report-out and received approval to move ahead with some or all 
recommendations, did those recommendations get accomplished? - If you answered NO, what 
do you think happened? 

- If your team did not accomplish its goals, would you be interested in meeting with the team and 
Jan one time to discuss how the unresolved issues might be resolved? If you answered YES, 
please provide your name and the name of your CPI team. 

- To be effective, our CPI process needs to provide a streamlined way to analyze and improve our 
systems. It also needs to make effective use of your time. Please let me know if you have any 
ideas or additional comments. Either use the space below or contact me. Thanks! -Jan 

• Results:  
o Positives: 69% of those who responded (45 employees) said that, overall, they enjoyed the 

team experience.    
o Negatives: 1) Lack of follow-through after teams made their recommendations; 2) the 

training took too much time (meetings were held over several weeks) and had too much 
emphasis on the quality tools.  

 
Phase 2:  
• As a result of the survey, conversations with those who participated in the first round of CPI, 

meetings with the internal facilitators, and discussions with Cabinet and administration, SCC 
moved into the next phase of CPI: integrating CPI into the culture of the College. Now the goal is 
to have employees facilitate projects within their own departments and divisions using CPI tools 
to reach data-informed conclusions. CPI should become a regular part of planning and 
improvement throughout the institution, not an activity external to typical daily activities. The 
AQIP liaison gave a slide presentation at the August, 2011 All-Staff Professional Development 
Day explaining the next phase of CPI. To implement Phase 2: 
o Training July, 2011: Twenty employees met offsite July 20-21st to learn or brush up on the 

seven-step approach, Affinity Diagrams, Nominal Group Technique, Pareto and fish-bone 
charts, etc. The training was led by George Varchola, a long time quality improvement 
trainer at Eastern Iowa Community College District.  

o Training at Professional Development Day, August 16, 2012: George is returning to provide 
a two-hour training for all staff on August 16, 2012. The focus of the training will be how 
employees can use CPI tools in their daily activities. Below is George’s outline for the 
training: 

 



Southeastern Community College  6 
 

Learning Outcomes 
• Understanding the principles and practices of CPI 
• Identifying how you fit into CPI 
• Experiencing teamwork, CPI tools, and process improvement 
• Applying practices to daily work 
Session Outline 
1. The Principles and Practices of CPI 
 Key questions that drive CPI into daily work 
 The systems and processes of a community college 
 Individual work behaviors that facilitate CPI 
 Table discussion — “CPI – How You Fit In” 

2. CPI – Teamwork Works 
 PDSA/Seven-Step standardized approach 
 Table/Team exercise — “Analyzing reasons why students drop out” 
 Using CPI tools: Check Sheet, Nominal Group Technique (NGT), and Pareto Chart 
 Team brainstorming — “How to reduce student drop out and increase student 

retention” 
3. Ways to Apply CPI Practices to Daily Work 
4. CPI – How You Fit In — Summary, Challenge, and Session Evaluation 

Other Continuous Process Improvement Activities: 
SCC’s Key Performance Indictor (KPI) and Program Review processes were defined in the College’s 
2009 Systems Portfolio. Both processes have been refined since 2009 but remain essentially the 
same. The SCC board of Trustees receives annual updates on both.  
• Key Performance Indicators: The Cabinet made extensive revisions to its KPIs in 2006. The KPIs 

provide benchmarks and measures to identify achievements or areas for improvement and are 
based on the American Association of Community Colleges’ “Core Indicators of Effectiveness.” 
National, regional and institutional benchmarks are used for the indictors. The last annual update 
to the Board occurred in June, 2012 (see Appendix 8). Please note: KPIs performing below the 
benchmark are coded “red,” and responsible faculty and staff are then notified and are charged 
with developing appropriate improvement plans. The results of those improvement plans are 
reported on again in the following year along with the entire report on KPIs.  

• Program Review: In 2007, SCC’s process for evaluating career and technical programs became 
an AQIP action project, and the team created the current program review process. The process is 
detailed in the Process Matrix from the team’s documentation (see Appendix 9). The program 
review annual update was presented to the Board of Trustees on July 9, 2012 (Appendix 10).  

• In FY12, the SCC Board of Trustees directed the College to allocate $2.00 of that year’s tuition 
increase for strategic initiatives. The primary focus for FY12 has been on the first year 
experience, strategic enrollment management, and assessment of student learning. This funding 
stream will continue in FY13. 

• SCC joined the Continuous Quality Improvement Network (CQIN) in 2011. In July 2011, SCC’s 
President, VP for Teaching & Learning, and AQIP liaison attended the CQIN annual conference, 
which involved participation in the Disney Quality Institute. After these individuals returned, the 
entire Cabinet read the book, “Be Our Guest – Perfecting the Art of Customer Service.” The 
Cabinet discussed the book during several meetings. In December 2011, based on a Cabinet 
member’s suggestion, a group was formed to create a set of customer service standards (CSS). At 
the January 2012 staff in-service, the CSS committee collected employee input during two 
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sessions by focusing on: (1) the definition of good customer service; (2) who does SCC serve; (3) 
how to define/ensure consistency of service; (4) opportunities for improvement; (5) how to 
measure customer service; and (6) next steps. The committee drafted the SCC Good Customer 
Services Standards (see Appendix 11). At the May, 2012 Cabinet meeting, the Cabinet voted to 
adopt the new standards. The committee is currently working on next steps, including 
incorporating the standards into new employee orientation and providing training. The CSS 
committee will roll out the new Standards and next steps during the August 16, 2012 all-
employee in-service.  

• The AQIP liaison created a short presentation on AQIP / Accreditation which is presented to all 
new employees during New Employee Orientation. 

• Mug Give-Away: during the 2012 spring semester, the AQIP liaison and the President gave away 
25 SCC mugs filled with SCC items (pen, pencil, koozie, date books, etc.) and candy. The AQIP 
liaison selected random individuals and gave each individual a copy of SCC’s vision, then asked 
the person, “How do you strive to live up to our vision in your job?” The AQIP liaison records all 
answer in a spreadsheet and publishes some of them in the FrontPage internal newsletter. 

• In 2011, SCC’s AQIP liaison worked with a colleague from another Iowa community college to 
co-found a state-wide community college AQIP group. The AQIP group meets quarterly, in 
conjunction with the community college state-wide Institutional Research and Institutional 
Effectiveness meetings. Topics covered have included a presentation from the Iowa Department 
of Education regarding their accreditation process for community colleges (and how it is 
changing to complement the AQIP process); changes to AQIP requirements (new criteria, new 
Portfolio guidelines); peer reviewer training; and quality checkup visits.  

• SCC’s AQIP website was revised and updated in 2011.  
• The AQIP liaison will participate in the HLC’s peer reviewer training this fall.  

 

Update on Strategic Issues listed in 2009 Systems Appraisal Feedback Report 
 

• Strategic Issue 1: “. . . it is essential that SCC develop a thorough and systematic process 
for addressing student learning, both common student learning outcomes as well as 
program learning outcomes.”  In 2011, SCC launched three major quality initiatives, as 
described above. One of these was the Assessment of Student Learning. Progress toward this 
project is described above.  

 
• Strategic Issue 2: “SCC would benefit from a more formal institutional process for 

collecting and analyzing student complaints.” Progress toward addressing this issue may be 
found on page 2 of SCC’s Compliance Report, under Student Complaints. This process was 
revised and disseminated to all employees in 2011.  

 
• Strategic Issue 3: “Having the IR office report to the IT department rather than directly to 

the President’s office or PEC may hinder appropriate identification and dissemination of 
data and analysis.”  SCC respectfully disagrees that the present reporting lines at SCC hinder 
identifying and disseminating data and analysis. Unfortunately, SCC did not provide adequate 
information to the Portfolio reviewers regarding true extent and nature of the data and analysis 
available; the reviewers did not have access to the secure IR website at the time of their review. 
Given this, it was certainly difficult for them to understand the smooth functioning of IR at SCC. 
Please note: access to the secure IR website will be provided to the quality visit reviewers.  

 

http://www.scciowa.edu/about/quality_at_scc/index.html
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The IR function reports to the executive director of IT, and he reports directly to the President. 
He also is a member of the Cabinet and participates in the President’s Executive Cabinet (PEC) 
meetings as needed. This structure provides smooth communication between IR, the PEC, and 
the Cabinet. The IT director also handles all strategic planning and Key Performance Indicator 
reports to the Board of Trustees and is a valued member of senior administration. IR’s position 
within the IT structure also facilitates IR’s access to institutional data. The IR director is 
frequently present during Cabinet meetings and other data-related meetings, and in addition, 
college leaders easily and directly communicate their data needs to IR. 

 
IR disseminates routine reports (i.e., semester enrollment, retention, grade distributions) via all 
college personnel e-mail alerts, and updates are posted on the IR website. IR also participates in 
all-campus meetings and recently described its mission, available resources, and method of 
requesting information at an in-service presentation. The usage of documents on the IR website 
and interaction between IR and other SCC personnel are an indication that the function is well-
situated and well-integrated into this AQIP institution.  

• Strategic Issue 4: “To date, few results or comparative and trend data are available, 
making it difficult to self-assess or make improvements.” Since 2007, SCC has relied on the 
results of analyzing cross-sectional and longitudinal data dating back to 2000 for measuring the 
effectiveness of various initiatives.  See below for examples of evidence of the link between 
SCC's strategic initiatives and the availability and use of comparative and trend data for 
measuring quality.  
o SCC now has four years of data for its Key Performance Indicators (KPIs), all which require 

improvement from year to year. (See "Online KPI Results" for the summary and "Back-up 
KPI documents" for documents that provide detail 
at http://www.scciowa.edu/userup/inst_research/secure/IR8secure.html.) The majority of KPI 
results are compared to those of external entities, and the analysis of the summary results 
always includes such comparisons. 
See http://www.scciowa.edu/userup/information/kpi/KPIFY2012.html  

o SCC has participated in the National Community College Benchmark Project (NCCBP) since 
2010. The annual reports are merged with previous reports to easily compare SCC's 
performance from year-to-year, as well as to all NCCBP participating colleges and, 
especially useful, to Iowa's participating community colleges. Several NCCBP items coincide 
with SCC's strategic initiatives, such as those related to graduation rates, graduate placement, 
retention, collaborative relationships, etc.  Annual NCCBP reports are available 
at http://www.scciowa.edu/userup/inst_research/secure/IR73secure.html (login is required).  

o SCC measures its strategic initiative to increase the number of non-credit course offerings 
and participants through a report of headcount and contact hours by course, as well as 
comparisons between expected (based on historical data dating to 2002) and actual. (See the 
secure IR website (http://www.scciowa.edu/userup/inst_research/secure/IR2secure.html 
"NonCredit Confidence Interval Analysis FY02-11). 

o Using annual and semester data dating back to fiscal year 2006, SCC measures online 
headcounts, credit hours, course sections, and originating location which are used to ascertain 
success in expanding distance learning programs and courses. The fiscal year data are 
comparable to online enrollments in other Iowa community colleges 
(See http://www.scciowa.edu/userup/inst_research/secure/IR110secure.html - login required.) 

o The College has results from three administrations of the Community College Survey of 
Student Engagement (CCSSE) and specifically tracks responses to 21 survey items to gauge 
the effectiveness of academic advising, job placement, tutoring, skills labs, financial aid, 

http://www.scciowa.edu/userup/inst_research/secure/IR8secure.html
http://www.scciowa.edu/userup/information/kpi/KPIFY2012.html
http://www.scciowa.edu/userup/inst_research/secure/IR73secure.html
http://www.scciowa.edu/userup/inst_research/secure/IR2secure.html
http://www.scciowa.edu/userup/inst_research/secure/IR110secure.html


Southeastern Community College  9 
 

transfer services, and disability services. Comparative results are available for other similar-
sized colleges and for the Iowa Community College CCSSE consortium. These reports are 
provided to the VP of Student Services who disseminates them to her direct reports. IR posts 
results from all CCSSE items on the secure IR website, and they are reviewed by the 
President’s Executive Cabinet 
(PEC).  http://www.scciowa.edu/userup/inst_research/secure/IRsecure.html.  

o The Student Satisfaction Inventory (SSI) data are organized into four scales that specifically 
measure dimensions of student support services. The College has results from three 
administrations, including results from comparison colleges. As with the CCSSE, reports on 
the results are posted on the secure IR website, and all employees are informed of their 
availability through e-mails from the IR department. Three years' results are posted on the 
secure IR website and are reviewed by the 
PEC. http://www.scciowa.edu/userup/inst_research/secure/IR13secure.html.  

o Concurrent enrollment (CE) relationships and effectiveness are measured on two levels – 
with administrators and with former students.  
 Administrators and Teachers. Through ongoing meetings with high school personnel 

about course offerings, instructor orientation, professional development networking 
events, classroom, and site visits, SCC assesses its relationship with area high schools. In 
addition, surveys of high school guidance counselors, CE teachers, and principals are 
conducted every four years to measure respondents' views on the effects of SCC's CE 
program on students, efficacy of instructor training, and general strengths and challenges 
of their relationships with SCC.  

 Former Students. The College administers the “Survey of Students Four-Years Out,” a 
survey of former CE students who graduated from high school four years prior to the 
survey administration. The College has results from three administrations of the “Survey 
of Students One Year Out.” This survey is conducted annually of former concurrent 
enrollment students who graduated from high school one year prior to the survey 
administration. Results of the surveys described above are posted 
at http://www.scciowa.edu/userup/inst_research/secure/IR107secure.html (login 
required).  

 
Action Projects Update 

 
Information about all active and closed action projects, including project declarations and updates, 
are included on SCC’s Accreditation website. 
 
Current active AQIP Action Projects: 
• Participation in Academy for Assessment of Student Learning: This project began in September, 

2011. The goals of the project are to: 1) create and implement a complete, systematic process to 
assess student learning at the institutional level, and 2) gain an understanding of how institutional 
level assessment connects with the College’s existing program review process and ongoing 
course level assessment. SCC joined the HLC Assessment Academy in large part due to the 2009 
Systems Appraisal Feedback Report, and several members of the Assessment Committee 
attended the Academy for the Assessment of Student Learning in November, 2011. See pages 2-3 
above for more information about this project. 

• Disaster Recovery for Technical Resources: This project started in spring, 2010. The goal of the 
project is to establish recovery procedures for technical resources as measured by the 
development of a disaster recovery communication plan and action steps checklist. The 

http://www.scciowa.edu/userup/inst_research/secure/IRsecure.html
http://www.scciowa.edu/userup/inst_research/secure/IR13secure.html
http://www.scciowa.edu/userup/inst_research/secure/IR107secure.html
http://www.scciowa.edu/about/quality_at_scc/index.html
http://www.scciowa.edu/about/quality_at_scc/actionprojects.html
http://www.scciowa.edu/about/quality_at_scc/actionprojects.html
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completion of this goal will provide the College with the following resources: (1) Plan to 
communicate disaster recovery information to all stakeholders; (2) Plan to complete action steps 
in order to regain full technical operations; (3) A comprehensive inventory to ensure all technical 
resources are accounted for and in proper location; (4) disaster recovery procedures for 
departments to help recover technical resources; and (5) testing procedures to ensure all 
departments have total capacity to complete job responsibilities. This project will be completed 
this fall.   

• Insure Consistent Academic Rigor across Similar Courses: This project began as a continuous 
process improvement team and became an Action Project in the fall of 2009. Initially, the team 
was concerned with the academic rigor of concurrent enrollment courses taught in area high 
schools. After SCC announced its intention to apply for accreditation through the National 
Alliance for Concurrent Enrollment Partnerships (NACEP), the team shifted its focus to the topic 
of adjunct instruction. The CPI Academic Rigor team is now focusing on improving the quality 
of instruction for classes taught by adjunct instructors. The team is focusing on the research 
topics below as the members begin to prepare its proposal for FY13:  
o Current process for recruiting, interviewing and hiring adjunct instructors. 
o Orientation and mentoring. 
o Evaluation process. 
o Professional development for adjunct instructors. 
o Interviewing adjunct instructors to get their input. 
In addition, the team is also currently reviewing the following data elements related to adjunct 
instruction: 
o Withdrawal rates of classes taught by adjunct instructors. 
o Pay rates for adjunct instructors at regional institutions. 
o Percentage of classes taught by adjunct and full-time instructors (will compare to national 

data). 
 
Completed AQIP Action Projects: 
 

Completed Action Projects Closed 
Develop Data Security Guideline and Procedures to 
Protect Confidential Information 

2011 

Infusing Continuous Process Improvement at SCC 2010 
Academic Program Review Process 2008 
Core Learning for Undergraduate Education (CLUE) 2008 
New Employee Orientation 2007 

 
Planned Action Projects 
SCC is in the process of connecting all of its AQIP action projects with the 2011-2016 Strategic Plan 
and the 2009 Systems Appraisal Feedback Report to ensure that continuous improvement is 
integrated into all Action Projects. One of the College’s primary quality initiatives, the Assessment 
of Student Learning, became an Action Project in 2011. The other two initiatives, Strategic 
Enrollment Management and First Year Experience, will become Action Projects later in 2012, when 
two of the existing projects are completed.  
 
The table below shows SCC’s planned 2012 Action Projects and includes the related Strategic Plan 
initiative and Opportunities for Improvement from SCC’s 2009 Systems Appraisal Feedback Report.  
 

http://www.scciowa.edu/about/quality_at_scc/actionprojects.html
http://www.scciowa.edu/about/quality_at_scc/completedactionprojects.html
http://www.scciowa.edu/userup/information/aqip/Action%20Projects/Action%20Projects-Completed/Data%20Security/Data%20Security%20Ver%203.pdf
http://www.scciowa.edu/userup/information/aqip/Action%20Projects/Action%20Projects-Completed/Data%20Security/Data%20Security%20Ver%203.pdf
http://www.scciowa.edu/userup/information/aqip/Action%20Projects/Action%20Projects-Completed/Infusing%20CPI/Infusing%20CPI%20Ver%202.pdf
http://www.scciowa.edu/userup/information/aqip/Action%20Projects/Action%20Projects-Completed/Program%20Review/Program%20Review%20Ver%202.pdf
http://www.scciowa.edu/userup/information/aqip/Action%20Projects/Action%20Projects-Completed/Clue/Clue%20Ver%202.pdf
http://www.scciowa.edu/userup/information/aqip/Action%20Projects/Action%20Projects-Completed/New%20Employee%20Orientation/New%20Employee%20Orientation%20Ver%201.pdf
http://www.scciowa.edu/docs/strategicplan/strategicplan20112016.pdf
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Action Project (status) SCC Strategic Plan Goal, Strategy Systems Appraisal Feedback Report  
Participation in Academy 
for Assessment of Student 
Learning (active) 
 

Strategic Goal 1, Strategy 1- 
Systematically assess student 
learning college-wide 

The feedback clearly substantiated 
SCC’s need for a systematic process 
to assess student learning. 
Reviewers noted this deficiency in 
1P1, 1P2, 1P17, and 1P18. This was 
also an Institutional Strategic Issues.   

Strategic Enrollment 
Management (SEM)  
(planned for fall, 2012) 

Strategic Goal 2, Strategy 2 – 
Implement a holistic district-wide 
enrollment management plan. 

The SEM project is broad in nature 
and will address Opportunities for 
Improvement related to accessibility 
and students’ completion, 
engagement, completion, and 
success.  

First Year Experience (FYE) 
(planned for fall, 2012) 

Strategic Goal 1, Strategy 2 – 
Improve the retention rate of SCC 
students. Initiative: Develop and 
implement a First-Year Experience 
Program.  

The FYE project is also broad and 
will address Opportunities for 
Improvement listed in the Appraisal, 
including 1P9, 1P10, 1I2, and 3P1.  

 

http://www.scciowa.edu/docs/strategicplan/strategicplan20112016.pdf
http://www.scciowa.edu/userup/information/aqip/Systems%20Appraisal/HLC%20Feedback%20report%209_09.pdf
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Systems Portfolio Strategies 

 



Opportunity Description Staff Due Related Strategic Plan 
Goal, Strategy

Status

ALL Systems Portfolio and DE feedback state that we lack a systematic 
process

Action Review the Portfolio and DE feedback and list all of the occurrences 
(broad themes) where the reports state that we lack systematic 
processes. Then determine broad areas where we need to develop or 
more clearly define the processes. 

Jan 6/1/2013 Will do during writing 
process.

1P2 (O) SCC could benefit from a systematic process for determining program 
objectives for pre-baccalaureate programs. For its career and technical 
programs, the College has a comprehensive process that includes 
advisory committee input and a checklist and a program review process 
that was revised in 2007 through a CPI/AQIP Action Project. 

1,1

Action Working with enrollment services, the TLA will 1) identify which 
programs we want to articulate then 2) come up with a timeline for 
putting the articulation agreements into place. The faculty will also be 
involved with the process.   

Phil (TLA) End of 2011-2012 
academic year

Started creating a 
process

Action IR will find out if the Regent universities can provide more specific data 
(by individual student) for us so that we can determine if our students 
are getting what they need from their pre-baccalaureate education at 
SCC.  

Chuck (IR) DONE Mary Ellen confirmed 
that we cannot have 
access to this data.

Action SCC will follow up with enrollment services personnel at Regents 
universities about this request.  

Dana (ES) DONE Same as above.  

1P9 (O) SCC indicates that it has no formal system to detect and address differing 
student learning styles.  Given the diverse learning groups at SCC—as 
revealed through various methods of delivery—SCC could benefit by 
following up through the Title III grant and instructional designer’s work 
in the Teaching and Learning Lab to address this issue in the future.  

1,2

Action Departmental discussion on "learning styles" and Faculty Staff 
Development Committee

Phil (TLA) Will be a part of 1st year 
experience discussions

1P18 (OO) SCC is moving in the right direction in developing an assessment plan. A 
systematic process for assessing student learning is fundamental for SCC 
to obtain meaningful data for determining student learning outcomes. 
(1P1, 1P2, 1P18, 1R1, 1R2, 1R3)

1,1

Action SCC is already addressing this opportunity through Assessment 
Committee's work on "Core Competencies" and CTE program review 
process

Phil (& Depts.) Ongoing

Systems Portfolio Strategies 

Category 1



Opportunity Description Staff Due Related Strategic Plan 
Goal, Strategy

Status

1R5 (O) Although SCC provides evidence that some learning support processes in 
some areas are at or above the national norm, there seems to be an over 
reliance on survey results.

4,2

Action SCC is addressing this opportunity Chuck (IR) 4/1/2012 Mary Ellen collected 
information from other 
colleges and provided to 
AQIP Liaison and Chuck.

2R1 (O) Although SCC has identified measures and key performance indicators 
for its non-instructional objectives, the majority of the measures 
described are lagging indicators. While these are helpful, the college may 
find it beneficial to identify some leading indicators to better support 
SCC’s continuous improvement efforts.

Action Jan will follow up with Mary Ellen to find out the difference between 
leading and lagging indicators.  Mary Ellen will also be able to provide 
examples so that we can identify some in our organization.  

Jan DONE

3P6 (OO) SCC does not describe a systematic process for gathering and analyzing 
student complaints.  Each department collects and manages its own 
student complaint information.  SCC may find that a central, systemized 
process for collection and analysis of complaints could assist in 
identifying patterns and system wide issues that need to be addressed. 

Action Develop and implement a web based complaint form.  Input from all 
areas will be needed for categories and questions. 

Joan (IR) 1/1/2013 Reworking past form 
before posting and 
communicating.

3R5 (O) SCC could benefit from more comprehensive comparative results data in 
processes related to understanding stakeholders’ needs. As an example, 
SCC might find it useful to know how well it is performing compared to a 
similar institution in such areas as high school and university relationship 
building, or community and industry relationship building.  Such data 
might come from state or national performance reports or other similar 
mandated reports.

3,1-2

Category 2

Category 3



Opportunity Description Staff Due Related Strategic Plan 
Goal, Strategy

Status

3R6b (O) SCC could benefit from more comprehensive comparative results data in 
processes related to understanding stakeholders’ needs. As an example, 
SCC might find it useful to know how well it is performing compared to a 
similar institution in such areas as high school and university relationship 
building, or community and industry relationship building. Such data 
might come from state or national performance reports or other similar 
mandated reports.

3,1-2

Action We need to come up with more quantitative ways to measure 
relationships.  Others are already doing this, so we can perhaps use 
what’s already in existence.  We will ask Mary Ellen to look into this.

Chuck (IR) DONE Mary Ellen has discussed 
options for this category 
with other CC IR people. 

4P6b (O) The college does not address design of work processes. An institution 
that is conscious of process design contributes to both efficiency and the 
satisfaction of employees.  SCC describes an “open door” policy but one 
challenge with such a policy is that feedback and recommendations from 
individuals rather than groups can be difficult to solicit unless the 
organization is prepared to hear and act on the message.  

4,4

Action Establish formal process for developing departmental and individual 
work plans that are aligned with strategic planning, key performance 
indicators, etc.

Chuck 6/1/2012 DONE-completed 
training for President's 
direct reports.

Action FY12 May provide training for individual departments and illustrate 
systems after this in place. 

Chuck   6/1/2012 President's direct 
reports will be 
responsible for training 
their staffs on work 
plans in FY13

4P13b (O) While the college uses surveys and other feedback opportunities to 
collect information about employee satisfaction, health and safety, and 
well-being, it does not describe how the data are used to evaluate its 
efforts in this area.  In addition, without an instrument specifically 
designed to measure employee satisfaction, SCC may be hampered in its 
ability to evaluate this area.  

Action IR will research options for a climate survey.  If there is benchmarking, 
how is it used?  Is it national?  Want to implement in 2012 work year.  
Providing a survey that is tied specifically to employees’ ability to do 
their jobs would provide us with much more useful information.  The 
advantage of using a national survey would be the availability of 
benchmarking data.   

Chuck (IR) 3/1/2013 Mary Ellen recommends 
the PACE survey. Since 
we are in transition, 
action on this has been 
postponed until 2013. 

Category 4



Opportunity Description Staff Due Related Strategic Plan 
Goal, Strategy

Status

4R1 (OO) SCC’s measures and results for valuing people are limited. Without 
measures, improvement cannot be tracked over time.  The college might 
consider implementing specific measures in order to better understand 
employee satisfaction, health and safety, and well-being.

Action Climate survey: cross representation from this survey.  Should follow 
up through Cabinet.  If climate survey shows something that we can 
improve, then we can update the strategic plan in our annual review.   
Strategic plan, KPIs, president’s goals – should all be interrelated. 

Chuck (IR) 3/1/2013 Researching options - 
see above

5R2 (O) While it has evidence of some recent initiatives, the institution has 
opportunity to develop comprehensive, integrated and more direct 
measures of performance in leadership and communication. Over time 
trend data on its present measures will be helpful; however, actual 
outcomes, measuring success or effectiveness against a stated leadership 
goal can take the institution beyond an approach solely based upon 
employee and student perception.

4,2

Action Review KPIs, Strategic Plan, and President’s Goals for goals focusing on 
leading and communicating. We may also have additional leading / 
communication goals as a result of doing a climate survey.

Beverly DONE Integration btw KPIs, 
Strat Plan, Pres Goals. 

6P1, 6R3 6P1 (O) Although SCC uses a number of measures and groups to identify 
support needs, such as customer service assessments, the SSI and CCSSE, 
COMPASS testing, advising and ad hoc focus groups, SCC may have an 
opportunity to develop a more systematic process for organizing data 
collection from the different areas of the College. / 6R3 (O) The College 
notes a number of important positive results in obtaining grants that 
have provided instructional facilities, as well as progress in IT support; 
however, it lists activities in a number of areas rather than the 
administrative support performance results specified by the Systems 
Portfolio.

Action Create key questions regarding our support processes that we can 
embed in a climate survey. 

Beverly, Joan 3/1/2013 Integrate this action step 
with 4RI above.

Category 6

Category 5



Opportunity Description Staff Due Related Strategic Plan 
Goal, Strategy

Status

DE 1 & 2 Multiple interview groups on the West Burlington and Keokuk campuses
discussed the need for additional facilities (i.e., performing arts, student
activities, lecture classrooms). As the college revisits the 2005-2012
Facilities Plan, it may be helpful to redistribute the plan which does
contain a variety of identified needs including a discussion of a Southeast
Iowa Center for the Arts, a Health Education Center, and an Athletic
Complex. / Interviewees indicated that there is a belief that mental
health services are not available to students. Redistribution of
information to students and staff concerning mental health services
would help alleviate this misconception. 

Action We could easily redistribute the facilities plan and the information 
about available mental health services. 

Bill / Joan 1/1/2013 New facilities plan nearly 
complete. /Some info in 
Annual Security Rpt 
recently communicated.  
SID (Student In Distress) 
Response 
Protocol/hotline info 
created and distributed 
to faculty. Service 
Agreements with local 
agencies (part of 
Strategic Plan) yet to 
come.

8P3, 8P5, 
8R1

8P3 (O) Though the College is to be commended for employing action 
projects for continuous quality improvement, it provides little 
information on how well it integrates action planning in other areas.
8P5 (O) SCC has developed inclusive processes for identifying 
institutional objectives, such as those used to develop the latest Strategic 
Plan. However, it is less clear what processes are in place for the 
selection of measures and performance targets across the various 
activities such as budget planning and technology planning.
8R1 (O) Although the College reports a planning cycle with specific 
timelines, it does not specify how planning processes themselves are 
reviewed and improved.

4,3
4,4

Category 8
Category 7 - no corrective action



Opportunity Description Staff Due Related Strategic Plan 
Goal, Strategy

Status

Action We will be implementing departmental work plans, and action plans 
will be embedded in these.  The departmental work plans will be 
aligned with the strategic plan.  In FY12, President's direct reports will 
do departmental work plans. 

Beverly's direct 
reports

6/1/2012 DONE-completed 
training for President's 
direct reports.

Action We also have the short-term and long-term illustrations which better 
define our processes.  In the next Systems Portfolio, we should write 
8P5 around these illustrations.  

Jan 6/1/2013 Will do during writing 
process.

IOWA DE Several interview groups indicated that they did not believe that they
had adequate knowledge and understanding of new instructional
programs being developed and offered at the college. As SCC develops
new programs and other initiatives, additional modes of communication
across the college, which would keep all staff informed of the progress,
might increase the support for the development of those programs and
initiatives. Communication might include providing the relationship to
the existing Master Education Plan, as well as the college’s mission,
vision, values, and goal statements, and new data used in determination
of the new initiative.  

2,1
2,5

Action We  developed an internal communication process in 2007 which 
provided employees with a process to recommend new programs using 
the form, “Pre-Request Proposal for New Programs.”   We haven’t done 
a good job of communicating that this form is available, and employees 
may think that this was a one-time initiative (in 2007).  Phil will take 
action to send out this form again.  

Phil End of 2011-2012 
academic year

People are using form. 
Need to develop process 
for follow-up on 
recommendations. 

9P7 9P7 (O) The institution describes structures that encourage cross-
functional communication at a high level; however, it has an opportunity 
to develop processes for fostering relationships between and among 
departments and units for collaborative, data-based relationships to 
develop, particularly as SCC is considering a re-structuring of the 
academic area.

2,5
4,4

Action We determined that we have 10 departments as defined by the 
previous Vice President of Teaching & Learning.  We need to determine 
if these are still the best "sorting" of areas.  We need to implement 
processes and communicate information, as well as figure out how to 
recruit department chairs.    

Phil 12/31/2013
(if not sooner)

Structure will be 
finalized June, 2012. 
Securing dept. chairs. 

Category 9
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Communications Core Competency Rubric 



1 
 

 
Communication Core Competency  

Rubric  
 

Indicator 1 - Does Not Meet Standards 2 - Meets Standards 3 - Exceeds Standards N/A 

Read complex materials and 
demonstrate understanding 
of their content. 

Unable to distinguish main ideas 
from details.  Unable to draw 
conclusions.  
 
 

Able to differentiate between 
main ideas and supporting details 
most of the time.  Draws 
conclusions. 

Distinguishes main ideas 
consistently. Separates details 
that elaborate and support. Draws 
excellent conclusions.  
 

 

Employ appropriate 
communication styles with 
consideration of purpose, 
occasion, and audience. 

Oral or written communication 
does not demonstrate appropriate 
consideration of purpose, 
occasion, and audience.  

Oral or written communication 
demonstrates an appropriate 
consideration of purpose, 
occasion, and audience. 

Oral or written communication 
demonstrates an outstanding 
consideration of purpose, 
occasion, and audience. 

 

Develop and organize ideas 
that can be conveyed, 
formally and informally, in 
written and oral form. 

Lack of organization fails to 
provide a central idea and/or 
sufficient support. 
 
 

Organizes information in a 
manner which adequately 
articulates central idea(s).  

Organizes information in a 
convincing, well-developed, 
credible manner, clearly 
articulating the central idea(s). 
 

 

Use clear and grammatically 
correct Standard English. 

Formulates sentences that are not 
grammatically correct and/or are 
unclear. Word choices are 
limited and/or inappropriate. 
Words are misspelled.   
 

Formulates sentences with some 
structural variety. Adequate 
usage of wording, grammar, and 
punctuation. 

Formulates sentences with a wide 
variety of structures. Uses 
excellent word usage, spelling, 
and punctuation.  

 

Listen effectively and 
demonstrate an 
understanding of the 
message. 

Unfocused. Fails to comprehend 
and/or cannot recall information. 
 
 

Focused most of the time. 
Comprehends and recalls most 
information. 

Focused and attentive. 
Demonstrates excellent 
comprehension and recall of 
information.  

 

  



2 
 

 

 

Indicator 1 - Does Not Meet Standards 2 - Meets Standards 3 - Exceeds Standards N/A 

Interact using appropriate 
verbal and non-verbal 
messages. 

Verbal and non-verbal behaviors 
distract from the presentation and 
inhibit effective communication. 
 
 

Speaks with comprehensible rate 
and volume, uses correct 
punctuation, maintains consistent 
eye contact, and uses appropriate 
body language.  Avoids verbal 
fillers (“uh,” “um”) and 
distracting mannerisms.   
 

Uses verbal and non-verbal 
behaviors which enhance the 
message and capture the 
audience’s attention.  

 

Recognize the role of culture 
in communication. 

Unable to demonstrate an 
understanding of his/her own 
culture or other cultures and their 
interrelationships.  

Able to demonstrate an 
understanding of his/her own 
culture and its relationship to 
other world cultures.  

Able to demonstrate an 
understanding of a complex and 
diverse society and its 
relationship to other world 
cultures.  
 

 

Utilize technology effectively 
to communicate. 

Does not demonstrate the use of 
technology in communication.  
 

Demonstrates technological skills 
to enhance communication and 
promote creativity. 

Evaluates, selects, and 
effectively uses appropriate 
technology to enhance 
communication.  
 

 

Collaborate in groups to 
accomplish desired 
outcomes. 

Does not collaborate well with 
others, either by lack of 
participation or by dominating. 
 
 

Generally works effectively with 
others to accomplish group 
objectives.  

Always works effectively with 
others to accomplish group 
objectives. Encourages other 
group members to contribute 
effectively toward the objectives 
of the group.  
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Appendix 4 

Learning Assessment Process at SCC 



 
Learning Assessment process at SCC 

 
 Developmental Phase of Core Competency Assessment 
 In 2010, the President engaged faculty to identify five Institutional Core Competencies: 

1) Communication, 2) Critical Thinking, 3) Scientific, Quantitative, and Qualitative 
Reasoning, 4) Responsible Citizenship, and 5) Cultural Appreciation.    

 The President appointed a committee to address Learning Assessment at the 
institutional level. 

 The Learning Assessment Committee developed indicators for student attainment of the 
institutional core competencies and shared them with the faculty for affirmation.  

 The Learning Assessment Committee identified three levels of indicator attainment:  1) 
Does not meet standard, 2) Meets Standard, and 3) Exceeds Standard 

 
 Pilot Process of Core Competency Development 
 The Learning Assessment Committee developed a systematic process to assess 

attainment of indicators for core competencies.  
 To pilot this process, faculty on the Committee first identified or developed an 

assignment/s in their chosen course.  
 Using the assignment that they selected, faculty assessed the core competency using a 

rubric to measure students’ attainment of the indicators. 
 Institutional Research (IR) reviewed the data from the rubrics. 
 In the fall of 2012, the Learning Assessment Committee will review IR’s analysis of pilot 

results (and modify if needed).The process will be implemented as described below.  
 

 Institutional Implementation Phase of Core Competency Assessment. 
 The Learning Assessment Committee will provide in-service training for faculty on the 

systematic process. 
 The process will be implemented institution-wide in specific courses determined by the 

Learning Assessment Committee.  
 IR will review and analyze all data from the assessment process.  
 The Learning Assessment Committee and departments will review the aggregate data. 
 The Learning Assessment Committee will work with the department chairs to develop 

an improvement plan based on data analysis.  
 The Learning Assessment Committee will work with the departments and appropriate 

administrators to implement the  improvement plan 
 The entire process will be repeated, starting with “The process will be implemented 

institution-wide in specific courses determined by the Learning Assessment 
Committee.”  
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Appendix 5 

Communication Competency Worksheet 
 



0 - Does Not Apply                     1 - 
Does Not Meet Standards                                      
2 - Meets Standards                  3 - 
Exceeds Standards                See 
Communication Core 
Compentency Rubric 
(attached)111111111111111111
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Appendix 6 

First Year Experience (FYE)  
Draft Implementation Plan 



First Year Experience Implementation Goals 
 

FY13 

Objectives & rationale 

Engagement Self-
Awareness 

Academic & 
Intellectual 
Competence 

Campus 
Resources 

Seminar Educational Planning (2-year 
coursework plan) X X X X 

Program Support Day X X   

Seminar Scavenger Hunt across campus X   X 

Seminar Instructor Interviews/Doors X   X 

Institution Budget     

Seminar Financial Literacy Component  X  X 

Seminar Mediation/Conflict Resolution X X   

Program Momentum points recognition  X   

FY 14 

Program Mandatory first year one-on-
one advising X X X X 

Program Concurrent Enrollment 
offerings     

Program Peer mentors/leaders X  X X 

Seminar Photo log/journal/reflection X X   

Institution Dedicated leader/coordinator     

Seminar Service learning X X   

Program Offer additional sections of  
SDV-141     

FY14 (continued) Engagement Self-
Awareness 

Academic & 
Intellectual 
Competence 

Campus 
Resources 

Program Student success blog/forum for 
students X X X X 

Institution More instructors/staff (with 
appropriate qualifications) 
participating, receiving special 
training, attending workshops, 
etc. 
 
 

    

  



FY 15 

Institution College hour X X  X 

Program Cultural events—on and off 
campus X X  X 

Seminar Themed course—course reading, 
etc. X  X  

Program Cohorts/learning communities X X X  

Institution Dedicated FYE space—study 
room, study table, etc. X  X X 

Program Special populations FYE—
athletes, non-traditional, single 
parents, etc. 

X X X  

Program Dedicated first year tutors X X X X 

Program Attend x# of college events X   X 

Institution Advocate for each new students—
every full-time employee will 
work with students 

X   X 

Program Leadership opportunities for 
students X X  X 
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Appendix 7 

Example of SEM Plan Initiative 



                         SEM Plan Working Draft: 7-12-12 
Page 1 of 1 

 

Strategic Enrollment Management (SEM) Plan  --  status update for Cabinet 7-10-12 
  
Connection (Outreach)   i. e. Marketing, Recruitment, Image, Perception, Contacts, Visibility 
 Goal:  To increase the awareness and use of SCC’s programs and services by our regional and national markets.  

Entry (Accessibility)   i. e. Enrollment, Course Scheduling, Course Placement, Financial Aid, Orientation, FYE, no-late-registration, etc. 

 
Progress (Engagement/Persistence)    i.e. FYE, Cohorts, Student Relationships and Engagement w/SCC and Each Other, Employees’ Multi- 
       dimensional Engagement with Students/Customers/Each Other, Advising and Academic Support Services 
       (Education Plans), Service Learning 
 Goal:    To ensure that the SCC experience builds MOMENTUM through engagement, growth, and persistence.     

Completion (Persistence/Success)  i. e. Statewide Completion Initiative (ICCCI), students/customers achieving individual life-long learning 
       goals, connecting students with alumni within respective academic programs and in general 
 Goal:  To ensure that SCC provides every consumer the resources necessary to achieve their life-long goals and credentials. 

 

AREA #2: ENTRY 
 

Goal: to align SCC’s programs, offerings, and schedule with the diverse needs of the student body and community 
 

ACTION 
ITEMS 

Team  

TARGET 
IMPLEMENTATION 
DATE (OR TIMELINE) 

 

Steps/Strategies/Components to  
Actions to complete 

 
Considerations  Projects 

 

Expected OUTCOMES/ 
COMMENTS 

 

Leadership 
Responsibility 

 

Expected 
Representation 

A. Establish a process for 
assisting students in 
defining their educational 
goal(s). 

SCC Entry Team 
 
(Team Lead:  1 
Steering Team 
Member) 

*IT and IR 
*Enrollment 
*FYE rep 
*Instruction 
*Success Ctr. 
*Title III 
*Current Students (can 
this be tied to a specific 
course?  i.e. M-Power-
U, Leadership) 

Develop process 
2012-2013 for 
implementation Fall 
2013 

*Students work one-one with 
Enrollment Specialist to identify 
short and long term goal(s). 
 
*Students work with faculty advisor 
one-one to design 
semester/semester plan for 
achieving their end goal(s). 

*Every credit student has a 
completed ‘Educational Plan’ 
on file. 
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Appendix 8 

Key Performance Indicator Report FY2012 



KPI 1 % of students that have reached educational goal
Measurement Tool Student Satisfaction Inventory
Baseline SSI 2008 - mean score = 5.81; (60%) of students satisfied and above
Target "Greater than or equal to baseline" or   ≥    5.81
Results 5.82 (69%)

KPI 2 Persistence Percentage
Measurement Tool IPED Cohort Data
Baseline Fall to Spring (end of Year 1) = 78%  

Fall (Year 1) to Fall (Year 2) = 57% 
Fall (Year 1) to Fall (Year 3) = 49% 
Fall (Year 1) to Fall (Year 4) = 48% 

Targets "Greater than or equal to baseline" 
Results Fall 2008 Cohort

Fall to Spring (end of Year 1) = 83%  
Fall (Year 1) to Fall (Year 2) = 58%
Fall (Year 1) to Fall (Year 3) = 49%
Fall (Year 1) to Fall (Year 4) = 54%

KPI 3 Graduation Rates (Student Success)
Measurement Tool IPED's Graduation Rate Survey
Baseline Fall 2003 - Fall 2005 = 27.9%; Fall 2004-2006 = 24.7%; Fall 2005-2007 = 26.6%
Target At or above Iowa Community Mean Graduation Rate

STATE 3-YR AVG (2004, 2005, 2006 COHORTS) = 32.5%
Results SCC 3-YR AVG = 27.3% (increased .06 percent from previous 3 yr average)

Note:  Students enrolled in prep programs cannot be excluded from IPED's requirements 
KPI 4 Student Satisfaction 

Measurement Tool Student Satisfaction Inventory
Baseline Overall Satisfaction (Comparison Group = 5.43 - SCC 2008 = 5.32) …Spring 2008 data

Would you reenroll (Comparison Group = 5.67 - SCC 2008 = 5.58) 
Academic Advising (Comparison group = 5.24 - SCC 2008 = 5.11)
Registration (Comparison group = 5.38 - SCC 2008 = 5.45)
Campus Support Services (Comparison group = 5.38 - SCC 2008 = 5.39)
Instructional Effectiveness (Comparison group = 5.43 - SCC 2008 = 5.5)
Admissions and Financial Aid (Comparison group = 4.99 - SCC 2008 = 5.17)
Security and Safety (Comparison group = 5.30 - SCC 2008 = 4.90)

Targets Overall satisfaction with experience - Comparison Group (No statistically significant difference)
Would you reenroll - Comparison Group (No statistically significant difference)
Overall Satisfaction - Comparison Group (No statistically significant difference)
Would you reenroll - Comparison Group (No statistically significant difference)
Academic Advising -  Comparison Group (No statistically significant difference)
Registration -Comparison Group (No statistically significant difference)
Campus Support Services - Comparison Group (No statistically significant difference)
Instructional Effectiveness - Comparison Group (No statistically significant difference)
Admissions and Financial Aid - Comparison Group (No statistically significant difference)
Security and Safety - Comparison Group (No statistically significant difference)

FY2011 Results Overall Satisfaction - SCC 2010 = 5.41 (-.05) - Comparison Group = 5.53 (statistical difference)
Would you reenroll - SCC 2010 = 5.61 (-.14)  - Comparison Group = 5.79 (statistical difference)
Academic Advising - SCC 2010 = 5.31 (+ .03)  - Comparison Group = 5.33 (No statistical difference)
Registration - SCC 2010 = 5.66 (+.04) - Comparison Group = 5.60 (No statistical difference)
Campus Support Services - SCC 2010 = 5.58 (+ .04) - Comparison Group = 5.61 (No statistical difference)
Instructional Effectiveness - SCC 2010 = 5.57 (+ .05) - Comparison Group = 5.63 (No statistical difference)
Admissions and Financial Aid SCC 2010 = 5.41 (+.11) - Comparison Group = 5.27 (SCC has statistical difference)
Security and Safety  - SCC 2010 = 5.27 (+ .29) - Comparison Group = 5.19 

Additional Information Components below comparison group - Security staff respond quickly to calls for assistance 
Components below comparison group - The amount of student parking space is adequate

KPI 6 Program Learning Outcomes and Mastery of Discipline
Measurement Tool Program Selected Assessments (Required by Perkins)
Baseline FY09 = 94.3% (target = 86.02%)
Targets 90% - negotiated with Department of Education - required by Perkins 
Results 91.6% for all programs (381-416)

KPI 8 (A) Regional Market Penetration Rates (High School Penetration Rate)
Measurement Tool HS Penetration Rate Report
Baseline Fall 07 = 31.19%;  Fall 08 = 27.9%; Fall 09 = 28.5%; Fall 10 = 31.6%
Targets 32% or higher
Results Fall 2011 Results = 29.4%  

KPI 8 (B) Regional Market Penetration Rates (Citizens served through Non-credit Activities)
Measurement Tool State MIS/IPEDS
Baseline FY08 =4.26 FTE per 1,000 population; FY08 Non-Credit Contact FTEE =461.29; FY08 Non Credit Eligible Contact Hours = 276,771.80

FY09 =3.48 FTE per 1,000 population; FY09 Non-Credit Contact FTEE =375.73; FY09 Non Credit Eligible Contact Hours = 225,435.19
FY10 = 3.54 FTE per 1,000 population; FY10 Non-Credit Contact FTEE = 381.45; FY10 Non Credit Eligible Contact Hours = 228,872.28

Targets 3.5 FTE per 1,000 population and increases from previous fiscal year
FY2012 Results FY11 = 2.59 FTE per 1,000 population; FY10 Non-Credit Contact FTEE = 278.96; FY10 Non Credit Eligible Contact Hours = 167,374

KPI 8 (C) Regional Market Penetration Rates (Fall Enrollment)

FY2012 KPI Report (6-1-12)



Measurement Tool Fall Credit Enrollment Report
Baseline Fall 2008 - Headcount = 3,412; Credit Hours = 34,810.9; 3.15% est. pop; 26.80 FTEE/1,000 Est Population

Fall 2009 - Headcount = 3,754; Credit Hours = 38,725.1; 3.48% est. pop; 29.89 FTEE/1,000 Est Population
Fall 2010 - Headcount = 3,601; Credit Hours = 37,586.2; 3.34% est. pop; 29.09 FTEE/1,000 Est Population

Targets Increase from previous fall (head counts and credits) and  penetration % Increase
FY2012 Results Fall 2011 - Headcount = 3,341; Credit Hours = 33,915.1; 3.10% est. pop; 26.24 FTEE/1,000 Est Population

KPI 8 (D) Regional Market Penetration Rates (Spring Enrollment)
Measurement Tool Spring Credit Enrollment Report
Baseline Spring 2008 - Headcount = 3,168; Credit Hours = 33,795.9; 2.93% est. pop; 26.02  FTEE/1,000 Est Population

Spring 2009 - Headcount = 3195; Credit Hours = 33,357.7; 2.96% est. pop; 25.74  FTEE/1,000 Est Population
Spring 2010 - Headcount = 3583; Credit Hours = 37,982.3; 3.33% Est. pop; 29.39 FTEE/1,000 Est Population
Spring 2011 - Headcount = 3,349; Credit Hours = 34,686.3; 3.33% Est. pop; 26.83 FTEE/1,000 Est Population

Targets Increase from previous spring (head count and credits) and penetration % Increase
Results Spring 2012 - Headcount = 3,091; Credit Hours = 30,982.7; 2.87% Est. pop; 23.97 FTEE/1,000 Est Population

KPI 8 (E) Regional Market Penetration Rates (Summer Enrollment)
Measurement Tool Summer Credit Enrollment Report
Baseline Summer 2009 - Headcount = 1,570; Credit Hours = 8247.4; 1.45% est. pop; 12.73% FTEE/1,000 Est. Population

Summer 2010 - Headcount = 1,760; Credit Hours = 9,715.2; 1.58% est. pop; 15.04% FTEE/1,000 Est. Population
Targets Increase from previous summer (head count and credits) and penetration % Increase
Results Summer 2011 - Headcount = 1,454; Credit Hours = 8,525.1; 1.35% est. pop; 13.19% FTEE/1,000 Est. Population

KPI 8 (F) Regional Market Penetration Rates (FY Enrollment)
Measurement Tool MIS Report
Baseline Fiscal Year 2009 - Headcount = 4,786;  Credit Hours = 75,815.5; 29.26% FTE/1,000 Est. Population; Credit FTEE = 3,158.98

Fiscal Year 2010 - Headcount =5,230  Credit Hours = 86,245.60; 33.37% FTE/1,000 Est. Population; Credit FTEE = 3,593.57
Targets Increase from fiscal year (head count and credits) and penetration % Increase
Results Fiscal Year 2011 - Headcount =5,004  Credit Hours = 80,883; 31.29% FTE/1,000 Est. Population; Credit FTEE = 3,370.13

KPI 10 Placement Rates (Graduates getting jobs in chosen/related field)
Measurement Tool Graduate Survey
Baseline SCC 2009 graduates = 82.2%

SCC 2010 graduates = 88.1%
Proposed Target Perkins rate for Graduates getting job in related field  or transferring to 4 year college - this year is 77%
Results Respondents getting job in related field or planning to continue education - 87%

KPI 11 (A) Licensure and Certification Pass Rates (Nursing)
Measurement Tool Iowa Board of Nursing (Assoc Deg Nursing - Registered Nurse)
Measurement Tool Iowa Board of Nursing (Practical Nurse Diploma - Licensed Practical Nurse)
 Availability February (Feb 15, 2010)
Baseline Jan 07 - Dec 07 Associate Degree Nursing (Registered Nurse) - SCC = 84.75%; Iowa = 81.67% 

Jan 07 - Dec 07 Practical Nurse Diploma (Lic Practical Nurse) - SCC = 98.39%; Iowa = 92.39% 
Targets "Greater than or equal to SCC baseline" and above state average     
Results Jan 11 - Dec 11 Associate Degree Nursing (Registered Nurse) - SCC = 90%; Iowa =86.28%

Jan 11 - Dec 11 Practical Nurse Diploma (Lic Practical Nurse) - SCC = 97.%; Iowa = 94.4%
KPI 11 (B) Licensure and Certification Pass Rates (Respiratory Therapy)

Measurement Tool National Board of Respiratory Care (NBRC)
Baseline 2007  13/15   SCC = 86.67%  National =  78.83
Targets "Greater than or equal to SCC baseline" and above state average     
Results SCC Class of 2011 = 100% - National average = 93% 

KPI 11 (C) Licensure and Certification Pass Rates (Medical Assistant)
Measurement Tool American Association of Medical Assistants
Baseline SCC 2004-2005 = 86%, Natl = 67%; SCC 2005-2006 = 92%, Natl = 68%; SCC 2006-2007 = 100%; Natl = 69%; 

SCC 2007-2008 = 100%, Natl = 65%, SCC 2008-2009 = 100%, Natl = 71%, SCC 2009-2010 = 88%; Natl = 68%
Targets "Greater than or equal to SCC baseline" and above national average     
Results SCC 2010-2011 Graduates = 94% , National = 68%

KPI 12 Employer Satisfaction with Graduates
Measurement Tool Employer Survey
Baseline See FY2009 Results below
Targets 80% or above satisfaction rate with job performance and SCC's preparation of students
Results Job Performance - 98.1%

SCC Preparation - 98%
KPI 15 Transfer Rates (Student Success - % of AA Graduates Transferring to 4-yr college)

Measurement Tool National Clearinghouse Statistics
Baseline FY07 = 48.9% (115 of 235); FY08 = 45.7% (116 of 254); FY09 = 50.6% (123 of 243); FY 2010 = 44% (144 of 327)
Targets "Greater than or equal to SCC baseline"
Results FY2011 = 46% (135 of 254)

KPI 16 Performance after Transfer (SCC Transfer students' GPA compared to native regents/Iowa CC's
Measurement Tool Regent Institutions Data
Baseline FL07 UI Native=3.03; SCC=2.82; CC's=2.81

FL07 ISU Native=2.92; SCC=2.82; CC's=2.68
FL07 UNI Native=3.06; SCC=3.07' CC's=2.86

Targets Higher GPA than other "Iowa community colleges" for that specific semester
Results Fall 2011 UI Native = 3.01; SCC = 2.82; CC's = 2.70

Fall 2011 ISU Native = 2.92; SCC = 2.82; CC's = 2.61
Fall 2011 UNI Native = Not Available
Spring 2011 UI Native = 3.03; SCC = 2.94; CC's = 2.78 
Spring 2011 ISU Native = 2.97; SCC = 2.66; CC's = 2.64



Spring 2011 UNI Native = 3.05; SCC = 3.04; CC's = 2.82
KPI 18 Financial Stability (Fund Balance Reserve)

Measurement Tool Fund Balance
Baseline FY08 Ratio = 1.075 months in reserve

FY09 Ration = 1.122 months in reserve
Targets 1.1 months in reserve 
Results 1.2 months in reserve
 



 

Fiscal Year 2012 KPI Report 
Analyze & Strategies for KPI’s below “Target” (Red Items) 

1. KPI – 3  IPEDs Graduation Rate – percent of IPED’s Cohort completing within 150% of normal time 
minus transfer-outs 
 
Red Areas 
SCC 3-YR Average = 27.3% (Target: Iowa CC 3 yr avg. = 32.5%) 
* SCC’s average graduation rate increased .06% but is still below target area.  For the most recent 
cohort, SCC had a graduation rate of 29.5%.  Northwest Iowa Community College has the highest 
graduation rate at 65.3%.  The rates for surrounding community college include: 
 Eastern Iowa CC = 20.2% 
 Kirkwood = 28.5% 
 Indian Hills = 29.5%  

Strategies 

• The Iowa Community College Presidents have formed teams at each institution to develop criteria to 
increase the number of degrees and certificates awarded at each college.  All fifteen community 
colleges in the state of Iowa met on May 23rd to begin discussions on completer criteria and 
measurements. 

• SCC’s First Year Experience Initiative – Please see Appendix A 

• The Institutional Research Department is working on a longitudinal study of persistence going back 
to fall 2005 and following all students, including the fall IPEDS cohorts, for several semesters.   

• Digital Dashboards – retention data will be available to help establish contact with at-risk students 
before they withdraw 

2. KPI 4 – Student Satisfaction Survey 
 
Red Areas  
Overall Satisfaction = 5.41 (-.05) (Target: comparison group = 5.53) 
Would you reenroll = 5.61 (-.14) (Target: comparison group = 5.79)  
Why are these down when all other areas are above the target?  Student engagement?  Financial? 
 
Strategies 

• SCC’s First Year Experience Initiative – Please see Appendix A 

• Strategic Plan – Strategy 5 
Strategy 5 - “Enhance/encourage student engagement and personal development” 
Initiative - Enhance contact among students from different economic, social, racial & ethnic 
backgrounds 
Status Update - Starting in fall 2012, SCC will have two new Student Activities Coordinators on 
each campus.  The goal is to present this initiative to the Student Boards on both campuses 
beginning in fall 2012, and work with them over the course of this academic year to develop annual 
plans for increased diversity awareness. 

• Customer Service Standards – CPI Team working on developing customer service standards and 
measures for all SCC employees. 



3. KPI 8A Regional Market Penetration Rate – High School Penetration Rate 
KPI 8C, 8D, 8E and 8F – Regional Market Penetration Rates for fall, spring, summer and fiscal 
year 
 
Red Areas 
High school graduates in the region who enrolled at SCC = 29.4% (target = 32%) 
Burlington HS = 35.1% of graduates attend SCC 
Keokuk HS = 28.5% of graduates attend SCC 
Fort Madison HS = 25.7% of graduates attend SCC 
Mt. Pleasant = 19.5% of graduates attend SCC 
Central Lee HS = 33.1% of graduates attend SCC 
Mediapolis HS = 46.2% of graduates attend SCC 
 
Every year SCC is between 3rd to 5th in the state in reference to high school penetration rate. 
 
Fall, spring, summer and fiscal year enrollment all below target. 

Strategies - 

• SCC’s First Year Experience Initiative – Please see Appendix A 

• SCC’s Strategic Enrollment Management Initiative – Please see Appendix B 

• Digital Dashboards – enrollment and retention data 

• Upgrade SCC Web site in FY2013 to improve marketing and information to potential students. 

• Increase contact with high school counselors throughout the fiscal year. 

• Increased the number of visits with full time faculty to dual credit classes to make connections 
with SCC programs. 

• SCC enrollment services staff attend local Parent-Teacher conferences to promote the benefits of 
SCC.  

• Financial Aid department hosted College Goal Sunday event to assist student/parents in 
completing the financial aid application.   Additional college staff available to help promote and 
answer questions about SCC programs and opportunities. 

• Created and implemented an online orientation which allows students to transition through the 
enrollment process more quickly and on student demand. 

• Continue to promote the APP/2+2/Dual Admission opportunities in our Sneak Peek programs, 
radio/marketing campaigns, high school visits and interactions with parents.  

• New adult student promo piece – designed specifically for prospective adult students. Will be 
made available onsite, online, and available for enrollment services staff to distribute/mail as 
appropriate. 

• Facebook (Social Media) advertising: will continue to create simple Facebook ads targeting area 
residents who match existing SCC student demos (young and adult).  

 



4. KPI 8B – Regional Market Penetration Rate for non-credit enrollments/contact  
 
Red Areas 
FTE per 1,000 = 2.59 (target = 3.54) 
Non-Credit FTEE = 278.96 (target = 381.45) 
Non-Credit Contact Hours = 167,374 (target = 228,872.28) 

Strategies 

• CBIZ and Continuing Education collaborated with the “LERN” organization collect and analyze 
data to identify an efficient operating model. 

• Restructuring CBIZ/Continuing Education to align with the recommendations of the LERN 
outcomes report. 

• Collaborating with SCC IT and IR department to generate critical data elements to establish 
programming and training options. 

• Online registration and payment for non-credit courses during fall 2012. 
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Appendix 9 

Program Review Matrix  



Program Review Process Matrix

Question Data Green Status Yellow Status Red Status
POST GRADUATE
EMPLOYMENT

Graduates obtain employment in
their field of study.

Program Graduate Survey (IR
Dept)

80-100% employed in
field of choice

50-79% employed in
field of choice

Less than 50% employed in
field of choice

Graduates transfer to four-year
institutions

Program Graduate Survey (IR
Dept)

80-100% participate in
continuing education

50-79% participate in
continuing education

Less than 50% participate in
continuing education

Graduates receive at least 100% of
the average entry level salary for the
industry in our region

Program Graduate Survey (IR
Dept)

Graduates receive at
least 100% of the
average entry level
salary for the industry

50-79% of graduates
receive 100% of the
average entry level
salary for the industry

Less than 50% of graduates
receive 100% of the average
entry level salary for the
industry

STUDENT COMPETENCY
Employers are satisfied with the

performance of graduates.
Program Employer Survey
(IR Dept)

80-100% of graduates
receive satisfactory
ratings

60-79% of graduates
receive satisfactory
ratings

Less than 50% of graduates
receive satisfactory ratings

Graduates are satisfied with their
preparation for the field.

Program Graduate Survey (IR
Dept)

80-100% of graduates
report satisfaction with
educational preparation

60-79% of graduates
report satisfaction
with educational
preparation

Less than 50% of graduates
report satisfaction with
educational preparation

RECRUITMENT/RETENTION
Enrollment is sufficient to support

the program.
Enrollment data for previous
two academic years (IR Dept)

Enrollment is at 80% of
the cap or above

Enrollment is at 60-
79% of the cap

Enrollment is less than 50% of
the cap

Student retention is within Perkins
Target Indicator

IR Dept.
Perkins Annual Report

Retention is W/I 90%
of Perkins Target
Indicator

Retention is 80-89%
of Perkins Target
Indicator

Retention is below 80% of
Perkins Target Indicator

Program includes a diverse
ethnicaUracial population.

IR Dept. (Datatel) Ethnic/Racial Diversity
is equal to area 16 norm

EthnicaURacial
Diversity is W/I 80-
99% of area 16 norm

Ethnical/Racial Diversity is
below 80% of Area 16 norm



Program Includes Diverse Non-
Traditional-For-Gender Student
Population

IR Dept. (Datatel)
NAPE Crosswalk Chart

85-100% of NAPE
Crosswalk Data

75-84% of NAPE
Crosswalk Data

Below75% of NAPE
Crosswalk Data

Special Accommodations are
followed for students with special needs.

Accommodation reports
(Special Accommodations
Coordinator )

95-100% of students with
special needs have an
accommodation report in
place that is being utilized
by instructors and staff

90-94 %of students with
special needs have an
accommodation report in
place that is being utilized
by instructors and staff

Less than 90% students
with special needs have an
accommodation report in
place that is being utilized
by instructors and staff

CURRENCY
Faculty members maintain currency

in their field.
Program Graduate and
Employer surveys (IR
Dept)

Professional Development
Plans(Deans; Faculty)

95-100% of program
faculty receive continuing
education in their field of
instruction at least every
two years.

90-94% of program faculty
receive continuing
education in their field of
instruction at least every
two years.

Less than 90% of program
faculty receive continuing
education in their field of
instruction at least every
two years.

Equipment and facilities are adequate
in number and currency to support the
program.

Program Graduate and
Employer Surveys (IR),
Advisory Committee
Minutes (Deans), Budget
Requests/purchases
(Deans)

90-100% of program
equipment is current for
industry needs and there
are no safety issues

75-89% of program
equipment is current for
industry needs and Er there
are minor safety issues

Less than 75% of program
equipment is current and
there are major safety
concerns.

The program has current program
competencies and course standards.

Advisory Committee
Minutes (Deans), Current
Course Syllabi (Deans;
Faculty), Curriculum
Committee Minutes; AS-
28 records (VP Office),
external accreditation
criteria (Deans; faculty))

90-100% of recommended
updates are completed
within one academic year
(one catalog year)

80-89% of recommended
updates are completed
within one academic year
(one catalog year)

Less than 80% of
recommended updates are
completed within one
academic year (one catalog
year)

ARTICULATION
Current 4-yr institution articulation

agreements, if applicable, are on file for
degree programs

VP for Teaching and
Learning Office

Agreements are current Agreements are not current Not Applicable

15. There is at least one Concurrent HS
enrollment course offering

SCC High School
Relations Coordinator

There is at least one course
offering

There are no course
offerings

Not Applicable



If Applicable, HS articulation agreements
with area high schools are current.

SCC High School
Relations Coordinator

Agreements are current Agreements are not current Not Applicable

The program follows SCC and state
requirements re: general education and credit
limitations.

Program descriptions in
current SCC catalog

Yes Not Applicable No

Supporting Information:

PROGRAM COSTS CE4B Report(VP of
Admin Services)

TBD TM) TM)

5000 Budget Line
Items(Deans)
6000 Budget Line
Items(Deans)
7000 Budget Line
Items(Deans)
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Appendix 10 

2011-2012 Program Review Report  



	
2011‐2012	Program	Review	Results	

 
 
 

Summary Report for the SCC Board of Trustees 
 

Compiled from the Program Review and Improvement Teams Reports 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
The program review process was used by five instructional programs during the 2011-2012 school year.   This report provides an overview of the 
findings from each Program Review and Improvement Team and a summary of some of the key recommendations for improvement.   



DATA SOURCE Accounting Business 
Administration

Office 
Administration Criminal Justice Graphic 

Communication

A. Graduates obtain employment in 
their field of study. (6 mo. Post 
Graduation)

Program Graduate Survey 22% 25% 59% 42% 30%

B. If applicable, graduates transfer to 
four-year institutions. Program Graduate Survey 15% 16% N/A 13% 42%

C. Graduates obtain employment in 
their field of study. (3 years out) IWD-Wage surveys 83% 75% 59% 42% 90%

D. Graduates receive at least 100% 
of the average entry level salary for 
the industry in our region.

Program Graduate Survey 121% 84% 94% 111% 88%

A. Employers are satisfied with the 
performance of graduates. Program Employer Survey 100% (Insufficient Data) 100% 100% 100%

B. Graduates are satisfied with their 
preparation for the field.  Program Graduate Survey 80% 71% 82% 74% 95%

A. Enrollment is sufficient to the 
support the program.

Enrollment data for 
previous three academic 
years

Program Cap - 44              
3 Year Average - 57% 
Fall 2008-55%                 
Fall 2009-57%                   
Fall 2010-59%

Program Cap - 42             
3 Year Average - 97% 
Fall 2008-60%                 
Fall 2009-90%                 
Fall 2010-140%

Program Cap - 64            
3 Year Average - 61% 
Fall 2008-45%                   
Fall 2009-77%                   
Fall 2010-61%

Program Cap - 42              
3 Year Average -113% 
Fall 2008-93%                   
Fall 2009-112%                 
Fall 2010-136%

Program Cap - 38              
3 Year Average - 53% 
Fall 2008-34%                   
Fall 2009-76%                   
Fall 2010-47%

B. Student retention (for first time 
full time students) is within State 
Perkins Target Indicator.

Perkins Annual Report

3 Year Average - 39% 
Fall 2008-12%                   
Fall 2009-53%                 
Fall 2010-53%

3 Year Average - 40% 
Fall 2008-23%                   
Fall 2009-49%                   
Fall 2010-47%

3 Year Average - 42%    
Fall 2008-34%                   
Fall 2009-52%                   
Fall 2010-41%

3 Year Average - 47% 
Fall 2008-11%                  
Fall 2009-57%                   
Fall 2010-72%

3 Year Average - 47% 
Fall 2008-21%                   
Fall 2009-55%                   
Fall 2010-66%

A. Faculty members maintain 
currency in their field.

Program Graduate and 
Employer 
Surveys/Professional 
Development Plans (PDP)

Yes Yes Yes Yes Yes

B. Equipment and facilities are 
adequate in number and current to 
support the program.

Program Graduate and Employer 
Surveys, Advisory Committee 
Minutes, Budget 
Requests/purchases

Yes Yes

The faculty will request 
electronic practice 
management software for 
2013

Yes Yes

C. The program has current program 
compentencies and course standards.

Advisory Committee Minutes, 
Current Course Syllabi, 
Curriculum Committee Minutes; 
AS-28 records, external 
accreditation criteria

Yes

The advisory board will 
be discussing the 
program compentencies 
at the next meeting

Yes

The advisory board will 
be discussing the 
program compentencies 
at the next meeting

Yes

1. POST GRADUATE EMPLOYMENT

3. RECRUITMENT/RETENTION

2. STUDENT COMPETENCY

4. CURRENCY

C. Program Includes Diverse Non-
Traditional-For-Gender Student 
Population.

Perkins Annual Report/IR 
Department

3 Year Average -104% 
Fall 2008-80%                   
Fall 2009-115%                 
Fall 2010-115%

3 Year Average -272%     
Fall 2008-245%                 
Fall 2009-308%                 
Fall 2010-264%

3 Year Average-308% 
Fall 2008-343%                
Fall 2009-308%                 
Fall 2010-274%

3 Year Average-287% 
Fall 2008-300%                
Fall 2009-346%                 
Fall 2010-217%

3 Year Average - 9%       
Fall 2008-0%                    
Fall 2009-11%                   
Fall 2010-14%



DATA SOURCE Accounting Business 
Administration

Office 
Administration Criminal Justice Graphic 

Communication

A. Current 4-yr. institution 
articulation agreements, if 
applicable, are on file for degree 
programs.

VP for Teaching & 
Learning Office Yes Yes N/A

No, Working on 
updating agreements 
with Western IL. 
University & Iowa 
Wesleyan

Yes

B. There is at least one Concurrent 
HS enrollment course offering.

SCC Director of High 
School Relations Yes Yes Yes No No

C. If applicable, HS articulation 
agreements with area high schools 
are current.

SCC Director of High 
School Relations Yes Yes Yes No No

D. The program follows SCC and 
state requirements re: general 
education and credit limitations.

Program descriptions in 
current SCC catalog

Yes Yes

It was determined the 
program did not meet 
the Math/Science 
requirements for AAS 
degree. Fall 2012 
appropriate Math class 
added.  (MAT-062)

Yes Yes

PROGRAM COSTS  FY2011 Expense Object
Personnel $82,982 $83,393 $81,302
Operating * * *

80‐100%	of	objective
60‐79%	of	objective
<	60%	of	objective
Insufficient	data	(<10%)	or	not	applicable

State Target Indicator for First Time 
First Year Retention
FY 2008-2009 71.79%
FY 2009-2010 75.11%
FY 2010-2011 78.00%

State Target Indicator for Non-
Traditional for Gender
FY 2008-2009 21.76%
FY 2009-2010 22.77%
FY 2010-2011 16.59%

Color	Key

*   Paid out of Dean's budget

$259,036
$9,021

5. ARTICULATION



Key Program Recommendations 
 

1. Accounting 
a. Faculty will work with enrollment services to create a faculty-led, required 

orientation prior to beginning the program. 
b. Faculty will create a program Web/Facebook pages, including program 

information and links to other sites. 
c. Faculty will encourage accounting students to be active in business club and 

student senate. 
d. Faculty will work with their high school partners to research possibility of 

creating and hosting a high school student business competition at SCC’s 
campuses. 

e. Faculty will work with SCC’s articulation chairperson to update existing 
articulation agreements with four-year colleges. 

 
2. Business 

a. Faculty will increase networking activities with area businesses.  
b. Faculty will work with SCC’s articulation chair to update articulation agreements 

with four-year colleges. 
c. Faculty and students will create a program Web/Facebook pages, including 

program information and links to other sites. 
d. Faculty will work with enrollment services to create and distribute specific 

program four-year articulation to students upon enrollment. 
e. Faculty will work with enrollment services to create and implement a mandatory 

program orientation prior to beginning the program. 
 

3. Criminal Justice 
a. Faculty will work with IR on ways to increase student response rate from surveys. 
b. Faculty will work with SCC articulation chairperson to create at least two new 4 

year articulation agreements and update existing ones. 
c. Faculty will act as faculty advisor for all program students to assist with career 

counseling, developmental course suggestions and tutoring. 
d. Faculty will work with advisory board to create program competencies, utilizing 

current course competencies.  
 

4. Graphic Communications 
a. Faculty will work with SCC’s 4 year articulation chair to update existing 

articulation agreements with four-year schools. 
b. Faculty will work with enrollment services to lead a mandatory program 

orientation to incoming students, beginning in FY 14. 
c. Faculty will work with CTE recruiter on initiatives to increase high school student 

awareness of program. 
 

5. Office Administration 
a. Faculty will work with Institutional Research on ways to encourage students to 

complete surveys.  



b. Faculty will work with IR to design alternative methods of survey delivery 
(Online, social media, etc) 

c. Faculty will develop a list of “skill sets” learned in the program for students to use 
as a job search tool. 

d. Faculty and students will connect with local business clubs (Rotary, Chambers of 
Commerce, Lions, Optimist) with the dual purpose of connecting the program to 
the community and provide networking for students. 

e. Faculty will create a program Web/Facebook page, including program 
information and links to other sites. 

f. Faculty will work with SCC’s Marketing Director to develop marketing strategies 
to draw males into the program. 



PROGRAM REVIEW 
A Comparison from 2009 to 2012  

 
Accounting, Business, Criminal Justice, Graphic Communication and Office Administration 
were last reviewed at the June 2009 board meeting. This document highlights the differences 
between the 2009 and 2012 Program Review. In all cases where the boxes are red or yellow, a 
program improvement plan has been jointly developed by the Faculty and Advisory Committee. 
These improvement plans address strategies to be implemented during the next three year cycle. 
The outline below is based on the first column in the 2012 chart.  
 

1. Post-Secondary Employment  
 
Items A – C: In 2009, we showed insufficient data to report. In 2012, our data 
collection has improved and we are able to provide data in all areas. 
 
Item D: In the 2012, report, you will find a new report row. “Obtain employment 
in their field of study (3 years out).” This refers to the students that found 
employment within three years of graduation. 

 
2. Student Competencies:  
 

Items A – B: In 2009, we showed insufficient data to report. In 2012, our data 
collection has improved and we are able to provide data in all areas. 
 

3. Recruitment/Retention: Enrollment rates from 2009 to 2012 have declined. We are 
reporting the average three year enrollment percentage. 

 
Item A: Student retention remains about the same between 2009 and 2012 but 
we are below the Perkins target. 
 
Item B: Retention is within range of Perkins target: in 2009, five programs 
were not within Perkins target range. In 2012, programs are also not within the 
target range. Faculty and advisory committees have developed program 
improvement plans to address.  
 
Item C: Diverse non-traditional for gender student population shows an 
improvement from the 2009 levels. In 2012, four out of five programs met the 
Perkins target. 
 

4. Currency 
 

Item B: In 2009, two programs; Accounting & Office Administration were in the 
yellow category while the others were green. In 2012 Office Administration 
remains yellow. 
 



Item C: In 2009, all programs showed red: in 2012, three of five are green and 
the two that are yellow will have advisory board meetings to develop 
improvement plans in order to move from yellow to green in the next reporting 
cycle. 
 

5. Articulation 
 

Item A: In 2009, two programs were in red and the remaining three were yellow. 
In 2012, three programs report agreements, one that needs to update agreements, 
and one is not applicable. 
 
Item B: In 2009, four programs showed at least one concurrent agreement and 
one had no agreements with high schools. In 2012, three programs reported that 
they had agreements with high schools and two programs did not have a 
concurrent agreement. At this time high schools are utilizing concurrent 
enrollment courses more than articulation agreements. 
 
Item C: In 2009, all programs met state requirements; in 2012, one program 
identified a need to add a different math course to meet an identified need. 



Southeastern Community College    

 

 

 

 

 

Appendix 11 

Customer Service Standards 

 

  



 
 

GOOD CUSTOMER SERVICE AT SCC 
 

CUSTOMER SERVICE 
STANDARDS (CSS) 

COLLEGE 
VALUES 

 
SAMPLE BEHAVIORS 

 
AS MEASURED BY* 

1. Accommodating Excellence Walk with customer when possible, try not to point. Use 
copies of “You are Here” maps with directions 
highlighted. Continue and expand “Information Stations.” 

SSI Student 
Centeredness, 
Comment Cards, 
Focus Groups, CCSSE 
SUPPORT 

2. Positive/ 
Genuine 

Integrity “If you’d like to have a seat, I’ll be with you shortly.” 
“How can I help you?” On telephone: “Hello, XXX 
Department, this is Igor….” Ask for and use person’s 
name whether on phone or in person. Eye contact when 
possible. “I appreciate you thinking of SCC.” Acting 
interested when student speaks about personal issues 
and providing references per approved reference lists, if 
need is perceived. 

SSI Student 
Centeredness, 
Comment Cards, 
Focus Groups, CCSSE 
SUPPORT 

3. Accurate & 
Accountable 

Stewardship 
& Integrity 

Rather than pass the buck or guess, offer to get 
information or provide guidance to the info source. Own 
up to mistakes. Keep an eye on safety and security. 

SSI Safety & Security, 
Comments, Focus 
Groups, CCSSE 
SUPPORT 

4. Consistent Integrity Treat everyone with the same amount of respect. SSI Campus Climate, 
Comments, Focus 
Groups 

5. Responsive Excellence & 
Integrity  

Respond to requester with service or information quickly, 
or communicate immediately when a delay is expected. 
Answer phone calls the same day. Forward phone to 
voice mail or another person if out of office. Get back to 
voice mails and emails as quickly as possible. Use Out Of 
Office Assistant under Tools in Outlook. 

SSI Campus Services, 
CCSSE STUFAC, 
Comments, Focus 
Groups 

6. Proactive Continuous 
Improvement 
& Excellence 

Look for ways to exceed expectations versus reacting. 
Document examples of “excellence” (i.e., lagniappe).  
Plan for the unexpected. Prepare. Plan and share your 
work plan to avoid being nagged. Participate in telephone 
and customer service training when offered. Pilot test, 
evaluate, communicate and implement new methods. 
Post hours on office doors. 

SSI Campus Climate, 
Comments, Focus 
Groups, CCSSE 
STUFAC 

7. Prompt-timely Integrity Come to meetings on time; be prepared.  Answer emails 
and voice mails in a timely manner; share projected delay 
times. 

SSI Campus Climate 
& Campus Services, 
Comments, Focus 
Groups, CCSSE 
STUFAC 

SCC Values: Excellence, Integrity, Stewardship and Continuous Improvement. 
 

*Some members of the CSS Committee reviewed most recent SSI and CCSSE data to determine if the proposed 
standards can also be measured by those survey tools. In CCSSE, two scales give customer service feedback: SUPPORT- 
Support for Learner and STUFAC- Student-Faculty Interaction.  In SSI, questions related to Student Centeredness, Safety 
Security, Campus Services and Campus Climate will help determine the levels of students’ customer service 
satisfaction. In the analysis of SSI data, the CSS committee will look at individual questions, as well as the gap 
differentials, noting that any “red” analysis areas in any of the College’s formal surveys are already incorporated and 
dealt with via the College’s Key Performance Indicators. 



Customer Service Standards Committee (CSS) 
Proposed Recommendations to be presented to President’s Administrative Cabinet May 22, 2012 

 
In 2011 three SCC staff members, Director of Institutional Grants & Accreditation Jan Wolbers, President Beverly 
Simone and Vice President for Teaching & Learning Phil Thomas attended a CQIN quality conference at the Disney 
Institute in Orlando, Florida. Dr. Simone brought Disney’s book, Be Our Guest: Perfecting the art of customer 
service, to the President’s Administrative Cabinet for discussion. In December 2011, a Cabinet member’s suggestion 
to create a set of customer service standards (CSS) was taken on by several members of Cabinet.  
 
At the January 2012 staff in-service, the CSS committee collected employee input during two sessions, focusing on 
(1) the definition of good customer service; (2) who does SCC serve; (4) how to define/ensure consistency of 
service; (5) opportunities for improvement; (6) how to measure customer service; and (7) next steps. Several 
participating employees joined the CSS committee, with members now including: Dave Acord, Joanne Carnes, 
Jean Couch, Shelley Davis, Debbie Dowell, Tom Hayes, Tabetha Miller, Ellen Orth, Chris Sedlack and Becky Rump 
 
The CSS committee analyzed the January 2012 in-service data and decided to design and conduct an optional 
survey for all SCC employees (approved by SCC Director of IR) using Survey Monkey for several weeks just prior to 
spring break in March 2012. Of the full-time College employees (est. 280), 69 or 25% returned surveys. The survey 
included three questions: 

1. The elements of good customer service at SCC are… 
2. SCC could measure the elements of good customer listed in Question 1 by… 
3. SCC could improve its customer service by… 

 
Committee members worked in three subcommittees to review and analyze the responses to the three questions. 
The CSS were tied to one or more of the College’s Values statements.  Members identified sample behaviors for 
each CSS. Refer to proposed CSS on page 2. 

 
The CSS committee identified its primary goal for SCC: To be more like HyVee (transparent/low aisles, friendly, 
useful, good value) and less like Wal-Mart (confusing/high aisles, hard to find an employee, low value). The group 
also recommends the College adopt the following implementation strategies: 
• Ask students to join the CSS Committee and review the CSS via focus groups starting Fall 2012 term 
• Incorporate CSS discussion in monthly meeting agendas (eg., Pres. Cabinet, Dept. mtgs.) starting Fall 2012 
• Train employees (optional and required) -  use staff, outside trainers and other resources 

o Start with kick-off and demonstration at August 2012 In-Service 
o Continue to include in future Professional Development Days & New Employee Orientations  
o Provide training on telephone (Call Forward, Alternate Messaging with end date), computer (Outlook’s Out 

of Office Assistant) and face-to-face etiquette - use role plays, video demos & how-to trainings 
• Improve Communication 

o Post CSS in all common areas and in appropriate literature, inviting comments 
o Post office hours and preferred contact information to communicate availability  
o Boost knowledge of what others do at SCC with “Who Does What” and  “Here’s What We Do”  

• Collect CSS performance data (IR approved) from students, staff and other stakeholders with: 
o Focus groups conducted throughout the year 
o Comment cards handed out /mailed to/on website – picked up regularly by assigned staff (Office for 

Institutional Advancement?) – with these 6 core Q’s: 
 How satisfied were you with the quality of customer service today? (CSS 1-7) 
 How satisfied were you with the amount of time it took to get help or service? (CSS 5 & 7) 
 How satisfied were you regarding fair treatment? (CSS 4) 
 How satisfied were you with the information that you received? (CSS 3) 
 How satisfied were you with the level of effort put forth by the staff who helped you? (CSS 1,2,5) 
 Suggestions for the future? 

• Analyze performance data and close the loop by communicating results, plans for and actual improvement 
• Recruit and recognize CSS “cheerleaders and champions” who model excellent behaviors – CELEBRATE! 
• Map out major chronological steps that make up the customer service encounter, then reward good CSS 

behaviors/outcomes in performance evaluations & within departments/divisions. ACCENTUATE THE POSITIVE! 
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