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OVERVIEW

Ohio’s first community college, Cuyahoga Community College (Tri-C) opened in Cleveland in September
1963 after the Ohio legislature passed enabling legislation to create a statewide system of community
colleges. Now serving more than 52,000 credit and
non-credit students each year, the College is a large,
multi-campus, two-year public institution consisting
of the Metropolitan Campus, an inner-city campus
in Cleveland; the Eastern, Western and Westshore
campuses, located in eastern, southwestern and
northwestern Cuyahoga County suburbs; two Corporate College® locations, also in eastern and western

Cuyahoga County; and the Unified Technologies Center (UTC) for economic and workforce development,
located on the Metropolitan Campus. Since its opening, over 900,000 area residents have attended
Cuyahoga Community College. Based on state-wide
academic enrollment figures, Cuyahoga Community
College is the fourth largest higher education institution in Ohio, including the four-year institutions.
The Mission, Vision and Values of the College,
recently developed 2020 Vision and the goals of the
2009-2014 Strategic Plan are shown in Figure O.1.

Figure O.1
2009 - 2014 Strategic Plan Document

Mission: The mission of the College is to provide high quality,
accessible and affordable educational opportunities and
services – including university transfer, technical and lifelong
learning programs – that promote individual development and
improve the overall quality of life in a multicultural community.

academic quality, cultural enrichment, and economic development characterized by continuous improvement, innovation,
and community responsiveness.
Values: To successfully fulfill the mission and vision of the
College, Cuyahoga Community College is consciously committed to diversity, integrity, academic excellence, and achievement of individual and institutional goals. We are dedicated to
building trust, respect, and confidence among our colleagues,
students, and community.

Vision: The vision of Cuyahoga Community College is that it
will be recognized as an exemplary teaching and learning community that fosters service and student success. Cuyahoga
Community College will be a valued resource and leader in
2020 Vision: Cuyahoga Community College will focus as one
college on student success, defined as obtaining an education
that encourages students to explore new opportunities, plan
and learn on an ongoing basis, complete a degree or certificate,
and transfer to four year degree programs. Successful Tri-C
students obtain employment in their chosen field or achieve
their individual educational goals.
Tri-C will assume a predominant educational role, with close
links to the educational pipeline, the state’s higher education
community and the workforce training system. The College will

maintain a focus on the needs of employers and the larger
community.
Cuyahoga Community College will continuously improve
operations and college-wide communications, will be known
for the manner in which it engages and enriches its employees,
and will utilize a wide variety of educational delivery systems.
Tri-C will meet students “where they are” with an effective
array of support services that maximizes each student’s
opportunity for success.

Strategic Goals
Student Success: We will enable our students to succeed in
accomplishing their educational and career goals by providing them with a high quality education, as evidenced by data.
Tri-C will provide a supportive teaching and learning environment, accompanied by an effective array of support services

Culture: Tri-C will continue to evolve a one college culture
that focuses on providing students with a consistent, quality
educational experience. To produce quality performance, we
will embrace individual accountability, data-driven decisionmaking, and change.

Broadening our Reach: We will increase enrollment in the
College by motivating individuals to expand their educational
aspirations and by facilitating their participation.

Institutional Overview

Measuring Effectiveness: We will enhance college-wide communications, operational processes, and internal, external,
and student customer service through the use of evidencebased decision making and “best practices.”
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Figure O.2
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The College is governed by a nine-member Board of
Trustees. Appointments to the Board are made by
the governor (three Trustees) and by the Cuyahoga
County Executive (six Trustees) for five-year terms,
or the remainder of vacated terms. A student also is
named each year as the Board Student Scholar. Dr.
Jerry Sue Thornton, who has served as the College’s
President for 20 years, reports directly to the Board.
The College functions under a single senior leadership structure, as shown in Figure 0.2.

(AQIP) in April 2004. Since that time the College
has attended two strategy forums, created 14 Action Projects, submitted its first Systems Portfolio
(2008), hosted a Quality Check-Up visit (2009), extended its accreditation to a site in Westlake, Ohio,
– which was approved as the Westshore campus in
2010 – and received approval for re-accreditation
in 2011. This second Systems Portfolio describes
improvements across all categories which have, at
minimum, systematic processes in all areas. Most
areas of the College are moving toward or have
achieved aligned approaches to process improvements and some units are currently working toward
integrated process improvement approaches.

Located in Northeast Ohio, Tri-C serves residents
of Cuyahoga County, which includes the City of
Cleveland. With a population of 1.28 million, Cuyahoga County is the most populous county in Ohio.
Cleveland, which has a population of just under
397,000, is the second largest city in Ohio and the
45th largest city in the nation. The county is a large
urban area characterized by a declining population.
The population of Cleveland declined by 17 percent
(from 478,400 to 397,000) between 2000 and
2010. Not only has the decline changed the demographic characteristics of the city but the loss of
population has also reduced the tax base and corresponding support for public education. Tri-C is partly
funded through a county levy, with a renewal every
five years. The county has high levels of poverty, and
low educational attainment, and the College focuses
its attention to providing assistance for traditionally low-income, underserved population groups,
including high school dropouts. One of our most
distinguishing characteristics is our policy of open
access, which ensures that anyone with any educational background can enroll at any point in life. This
tradition of open access is a critical influence on the
decision-making processes within the College.

1

What are your goals for student learning and
shaping an academic climate? What are
your key credit and noncredit instructional programs, and educational systems, services, and
technologies that directly support them?
Over the past four years, Cuyahoga Community
College has shaped an academic climate with an
intense focus on student success while experiencing
our highest enrollments in the College’s nearly
50-year history. Faced with capacity issues for
serving increased numbers of students in developmental education, we aim to provide ample support, such as tutoring and mentoring, while applying
creative approaches to classroom teaching in order
to support the range of our students' preparedness,
learning styles and academic interests. The strategic goals for student success that we have pursued
since 2008 include:
implementing an infrastructure and outcomes
assessment plan for general education and all
program curricula;
n

Degrees offered include: Associate of Arts, Associate
of Science, Associate of Applied Science, Associate of
Applied Business, and Associate of Technical Study
degrees. The College also grants credit and noncredit
short-term certificates, certificates of proficiency, and
post-degree professional certificates. A recent enhancement was the approval from the Higher Learning Commission (HLC) to offer our degrees online.

n enhancing the required academic and career
planning processes so that each student has a
life plan;

providing students with tools and opportunities
to explore career goals;
n

determining factors that impact developmental
education progress and addressing the factors
through interventions and appropriate policies;
n

Tri-C’s culture is that of a learning organization. The
College is a member of the League for Innovation in
the Community College, a 19-member international
organization committed to improving community
colleges through innovation, experimentation and
institutional transformation. The College was admitted into the Academic Quality Improvement Program

Institutional Overview

n implementing a comprehensive tutoring system
to support student learning;
n implementing a mentoring program for targeted students;
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n implementing new approaches that integrate
all academic and support services with the students’ class experience;

The College continues to devote extensive resources
to distance learning development and implementation and has seen significant growth in the number of
course offerings and enrollment. More than one-third
of our students enroll in at least one distance course.
Our eLearning and Innovation department offers
several types of distance learning options. In addition
to classroom instruction, a growing number of hybrid
courses are available which blend online learning
with face-to-face classroom instruction; students
are expected to attend scheduled classroom meetings and access the online component. Blackboard
is the Learning Management System where online
learning is facilitated. Blackboard is used for online
and hybrid courses as well as some traditional faceto-face courses. Distance learning has also been
a catalyst for faculty development related to expanded pedagogy to address various learning styles.
The College has subscribed to the Quality Matters
process that provides quality standards and review
for distance education.

n leveraging technology to support student learning in and out of the classroom;
n aligning and guaranteeing course offerings and
schedules; and
n implementing an enhanced, inclusive professional development plan for full-time faculty and
adjuncts.

Our key credit programs include just over 1,900
credit courses in more than 140 degree, certificate
and university-transfer programs. With university
transfer emphasized in its mission statement, the
College has developed transfer agreements with
more than 35 institutions in 71 disciplines. The Ohio
Transfer Module ensures that the College’s students
who complete requirements in their disciplines of
study automatically meet the requirements of the
transfer module at Ohio public colleges or universities. The College is a member of The National Articulation and Transfer Network, a national research
and policy development resource that provides a
repository of state articulation policies and other
key information on transfer issues.

In addition to credit courses, the College offers
more than 600 non-credit workforce, professional
development and personal enrichment courses
each semester. The College’s Adult Learning Center
prepares individuals for college by providing computer-based literacy skills training, including General
Educational Development (GED) preparation and
basic skills development. The College has offered
GED classes for 25 years, has been an official test
center for five years, and now serves as the fiscal
agent for the Cuyahoga County ABLE Consortia.
Adult Basic and Literacy Education (ABLE) is in its
15th year at the College. In addition, the College’s
Educational Opportunity Center (EOC) provides career, financial and educational planning assistance
to targeted populations who want to enroll in degree
or certificate programs. The EOC serves about
1,200 individuals each year at all literacy levels
through its basic skills remediation and life skills
courses, a foundation for pre-GED programs. The
College operates comprehensive career preparation
centers located on the College’s campuses and at
the Unified Technologies Center. Students receive
assistance with resume writing, effective interviewing techniques, job search training/resources, and
access to online job postings at no cost.

Developmental education programs that support the
academic and personal growth of underprepared
students through instruction, advising and counseling have been a strong focus over the past four
years. In 2005 the College was selected to be a part
of Achieving the Dream (ATD), the national multi-year
initiative created to help community college students progess and succeed in college. In 2009, the
College also was chosen for the ATD-Developmental
Education Initiative (DEI), a follow-on program that
continues through 2012. The ATD and DEI programs
are built on the belief that broad institutional change
– informed by student achievement data – is crucial
to achieve the results of students getting to and
through college-level math and English, and on to a
path for degree completion. The initiative is particularly focused on student groups that traditionally
have faced significant barriers to success. The Developmental Education Initiative emphasizes committed
leadership, broad engagement and the use of data
to produce systematic changes, including policies, to
drive change. Selected as an ATD Leader College in
2009, the College implemented a rigorous evaluation process to track several different interventions
to determine those that are most effective.
AQIP

Other technologies that support academic instruction, learning assessment and student support services include online tutoring (SmartThinking) and online advising; the implementation of a software tool
known as Tk20 Campuswide for tracking student
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learning outcomes; a new software grid and tracking tool which makes the scheduling and check-in
processes in counseling, tutoring and other support
services more efficient; and our standardized “academic image” in all classrooms and computer labs
that provide instructor-selected software.

What are the short- and long-term requirements and expectations of the current student and other key stakeholder groups you serve?
Who are your primary competitors in serving
these groups?

Systematic processes for achieving goals in Category One have been developed, with many appoaching
alignment. As yet, our processes in this category are
not fully integrated.

The short- and long-term expectations of our current
students are defined by our mission to provide educational opportunities to a broad range of students
and to support their development throughout the
academic experience. Students and stakeholders
expect a quality education, affordable tuition, easy
access to facilities and services, financial assistance, help in identifying educational goals and
progress toward attaining them, flexible schedules
(evening, weekend, full-term, partial term, online
and hybrid learning), relevant skills and knowledge
toward career options, and a positive reputation
with employers that gives our students an advantage in obtaining jobs. Relationships are built with
students beginning with admissions, registration and
orientation, and are maintained through classroom
engagement, supportive services and extracurricular
opportunities. The College identifies the changing
needs of students through interviews, surveys and
tools supported through technology such as social
media, online communications and mobile applications. Returning veterans enrolling at Tri-C have
unique requirements, which the College has been
able to meet through partnerships with several area
Veterans Administration services organizations.

2

What key organizational services, other than
instructional programs, do you provide for
your students and other external stakeholders?
What programs do you operate to achieve them?
Over the past few years the College has begun to
supplement services to our students and community
stakeholders through the support of external grant
funds. Our approach to funding student-focused
services and interventions through a grant development process allows the College to partner with
community organizations and other higher education institutions to attract competitive government
and foundation funds, and provide added value to
our students. By mapping, formalizing and integrating the grant development process across several
college systems, including monitoring fund sources
to identify matches with our programs and forming
a faculty grants review team, we are better able
to align our funding requests with overall College
needs, strategic goals and action plans.

Over the past four years, enrollment services and
business activities were organized into collaborative
one-stop Enrollment Centers, providing efficiencies
for students. Student support services and business
operations engage in de-briefing sessions each
semester to evaluate their activities, review key
performance indicators and student feedback, and
make necessary modifications and improvements.

The College has been asked to serve as a consortia
leader for a number of Federal and state grant opportunities due to our infrastructure that provides
the capacity to effectively manage large grants with
multiple participating organizations. We have created a team of people across the College to provide
the approach, principles and skills to seek funding
opportunities that allow the College to enhance,
strengthen and expand systems to support the
needs of students, stakeholders – such as employers – and the community at large. This comprehensive framework of people and processes is the
foundation of the College's success in more than
doubling its external funding to over $20.5 million in
the past four years.

The requirements and expectations of College
stakeholders vary with the nature and purpose of
each relationship. K-12 school systems expect the
College to help their students transition into college;
four-year institutions expect students to be prepared
to transfer. New agreements with our four-year
partners are resulting in increased numbers of Tri-C
students earning associate degrees even after they
leave the College and enroll at other institutions.
Accrediting organizations require the College to
meet specific program-related objectives; employers
expect that the College will provide high-quality train-

In Category Two, we have systematized the processes associated with what has become a key organizational service, strongly aligned the systems, and are
moving towards integration.
Institutional Overview
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ing that meets their needs, resulting in an adequate
supply of qualified workers. Economic development
organizations expect the College to provide graduates who will become assets to the regional economy and help attract new businesses to the region.
The City of Cleveland and Cuyahoga County government agencies expect the College to provide training
for economically disadvantaged individuals and
special population groups through the use of public
funds. State and Federal government entities that
provide financial aid require that students progress
in their learning experiences and obtain credentials.
Members of the community expect fiscal responsibility and that the College will remain a valuable
resource for all area residents.

also use a succession planning process to prepare
for changes in personnel.
We organize our work activities to strengthen our
focus on student learning in a one-college culture,
to contribute to organizational productivity, and to
achieve the College goals. The College uses job
descriptions and the employee evaluation process
to reinforce the need for all positions (faculty, nonfaculty, union, and non-union) to have an impact on
student success, whether directly or indirectly. We
work to enhance our environment to nurture a workplace culture that is welcoming for everyone. We
place a strong emphasis on embracing diversity;
our hiring practices seek to match the diversity of
our workforce with our student diversity. We reorganize our work based on needs, improvements and
best practices. The Enrollment Centers, Assistant
Dean of Academic Affairs positions, and the newlyformed Learning Commons are examples of recent
reorganizations.

The College continuously studies the regional
competition, which includes for-profit institutions,
fully online institutions, community colleges from
surrounding counties, and area four-year institutions. While the College has the lowest tuition in the
region, our programs must analyze their competitiveness and relevancy, now formalized through the
Program Review and Planning process. We administer annual surveys to students and the community,
allowing us to gauge the effectiveness, importance
and satisfaction with our programs and services.

With an intentional focus on transparency and
inclusiveness, the Human Resources leadership and
staff have elevated issues related to leadership opportunities, professional development and wellness;
shifted from compliance activities to coaching roles;
and become more visible on the campuses.

Category Three has aligned approaches in addressing requirements and expectations of students and
stakeholders, and is nearing the integration stage.

The processes in Category Four are systematic and
aligned; integrated approaches are developing.

5

What strategies align your leadership, decision making and communication processes
with your mission and values, the policies and
requirements of your oversight entities, and your
legal, ethical and social responsibilities?

4

What are your administrative, faculty and
staff human resources? What key factors
determine how you organize and use them?
The College understands that the people who teach
and support our students are one of its most valuable assets. Employees are hired with the appropriate credentials, knowledge, skills and abilities; and
are provided with training and development opportunities. Tri-C has nearly 3,800 employees, including
257 executive/administrators, 394 faculty, and 671
staff in full-time positions; 744 staff and 1,722 faculty are part-time. Fifty-five percent of employees
are female and 25 percent are minorities. The student to faculty ratio is 18:1. The College determines
the human resource needs by reviewing projected
retirements, service longevity, turnover rates, the
diversity of our workforce, enrollment projections,
and the number of adjunct faculty. We recruit and
hire employees by leveraging the College brand,
which increases the sense of fit for employees. We
AQIP

The College mission is the essence of the “brand”
for our institution. All communications, both internal
and external, are built on this brand. The primary
themes of all messaging emphasize high quality,
accessible and affordable education. We use a
number of in-person and electronic communication
methods to integrate the mission, vision and values
of the College and to reinforce the leadership commitment to them.
Decision making also centers on the mission, vision
and values, with a focus on goal achievement. The
College operates within a shared governance model
that recognizes the role and authority of the College
President as being the Chief Executive Officer. She
is directly responsible to the Board of Trustees for
6
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the educational leadership and efficient management of the College’s human, physical and fiscal
resources. In addition to the Board and President,
leadership includes the “Mini-Cabinet"/Executive
Vice President (EVP) Leadership Team; Dean’s
Council; College-wide Cabinet; Campus Leadership
Teams; and the Joint Faculty Senate. Constituent
groups include the American Association of University Professors (AAUP); American Federation of State,
County and Municipal Employees (AFSCME); 1199/
Service Employees International Union (SEIU); and
Technology, Supervisory and Confidential Employees
(TSCE). Each EVP also convenes his/her leaders to
discuss and implement “One College” issues and
initiatives. Each year, a full-time student is selected
by the Joint Student Senate to sit on the Board of
Trustees as the Board Student Scholar. The Student
Scholar relays student issues and concerns to the
Board, but does not have voting rights nor does he/
she participate in decision making or executive sessions. Additionally, the Board of Trustees approves
all policies and procedures which govern our critical
processes.

A recent focus on the College’s technology services
and strategies provides needed support for units
College-wide to improve performance and achieve
college goals. From simple automation of routine
business processes, to sophisticated reporting and
analytics that assist in supporting student retention
and success, improvement of institutional operations is supported by a strategic agreement with our
system partner, ellucian, to leverage the capabilities
of our Banner information system. Improved operations enables the College to meet student support
services needs; enforce safety, security, and emergency notification protocols and procedures; secure
financial resources; provide the latest information
technology; and ensure that the College meets its
fiscal obligations to students and the community.
Mapping key processes at the departmental level,
tracking key metrics and performance indicators,
and targeting interventions where data indicates
improvements are needed also assist in aligning
and reaching the College Strategic goals.

Ensuring ethical practices of all employees begins
with employee orientation, which includes a module
devoted to conducting business, compliance, ethics
law, contractual issues, conflicts of interest, code of
conduct, and policies/procedures for ethical conduct.
The College’s General Counsel is available to all executives for consultation and clarification of practices.

What determines the data and information
you collect and distribute? What information
resources and technologies govern how you
manage and use data?

Category Six processes are systematic and aligned.

7

We select, manage and distribute data and performance results to support planning activities,
improvement efforts and decision making. Our
Strategic Plan sets the goals for achieving success
and drives the design of the systems that measure
the performance of the institution. Outcomes are
defined as part of the planning process and systems
are designed to allow the College to evaluate the
outcomes. We also collect and distribute department
and unit data analyses, allowing units to track their
contribution and progress towards the college goals.

In 2011, the College formed an Internal Communications Committee in response to prior HLC feedback,
employee survey responses, and College-wide discussions. The charge to the Committee is to develop guidelines to improve internal communications processes
and build a College communications infrastructure.
Category Five processes are systematic, moving
towards aligned approaches.

Academic data are produced and driven by the need
to ensure that the College provides the classes and
support services needed by students in a timeframe that supports persistence and graduation;
understand and report information related to who
we are serving and groups that we should target
for services; measure success of our students; and
analyze interventions and determine those that
contribute most to student success. Administrative
data needs of the College are driven by the need to
find and hire quality academic instructors and college staff; manage multiple-campus facilities; and
ensure fiscal responsibility and planning.

6

What strategies align your key administrative
support goals with your mission and values?
What services, facilities and equipment do you
provide to achieve them?
The development of the College Strategic plan, an
Administration and Finance strategic plan, unit
plans, and campus goals align administrative support services, facilities and equipment with our
mission and values. More specifically, the support
services strategies provide an infrastructure for
delivering learning support to students.
Institutional Overview
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The College collects, stores and retrieves information
and data primarily through Banner (Tri-C's Enterprise
Resource Planning System). Banner Unified Digital
Campus is a widely used collegiate administrative
suite of student, financial aid, finance, human
resources, and advancement systems. Two primary
departments, Institutional Research (IR) and Information Technology Services (ITS), prepare and
provide standard data reports to users across the
College through the One Institutional Intelligence
(OII) data warehouse system. Improvements to OII
are underway.

Our annual goal-setting process is strengthened
by the focused, yet flexible, strategic goals set four
years ago in the College 2009-2014 Strategic Plan.
The Plan has proven effective as it continues to
serve as the basis of growth, change and decisions
from year-to-year, providing a common point of reference as units use a cascading approach to align
their plans and strategies.
Category Eight processes are systematic and
aligned, and approaching integration.

9

What key partnerships and collaborations,
external and internal, contribute to your
organization’s effectiveness?

Leadership and vision for the identification, design,
generation, and delivery of meaningful intelligence,
reports and dashboards is provided by the One College Intelligence Council (OCIC), a cross-functional
team of vice presidents. The OCIC also oversees the
governance of data storage, usage and dissemination that focuses on data standards and measuring
effectiveness.

The College is dependent on collaborations with
both internal and external partners for our overall
effectiveness. The relationships among internal
units and divisions are critical to achieving our mission, vision and goals, while external partnerships
support unique programs and opportunities beneficial to the College and the region. The College has
identified its key external partnerships and believes
the community, and its many components, is our key
stakeholder. One of the most significant of these
relationships is with the K-12 school districts across
the county, with a renewed focus on students from
the Cleveland Municipal School District (CMSD)
through the Higher Education Compact, an agreement to provide CMSD students with enhanced
support services to ensure progress and success.
College and university transfer partners are key in
allowing our students to seamlessly continue their
education if they choose to pursue a baccalaureate
degree immediately or in the future.

Category Seven processes are systematic and
aligned. As yet, they are not integrated.

8

What are the key commitments, constraints,
challenges, and opportunities with which you
must align your organization’s short- and longterm plans and strategies?
Central to the College’s mission is its commitment to
open access. This commitment drives the need for
a broad array of programs and services addressing
student's educational needs for university transfer,
technical and lifelong learning. With the recent release of the 21st Century Commission on the Future
of Higher Education report from the American Association of Community Colleges (AACC), our shortand long-term plans continue to focus on student
progress and degree completion.

Key to our students and graduates are partnerships
and collaborations with employers. Advisory Committees and Career Centers help us stay informed and
connected to our employer pipeline, enabling proper
and relevant preparation of our graduates.

Today's economy dictates that we remain adaptable
and constantly balance the needs of our students and
their success with available resources, while constraints and challenges often center on budget issues.
Since 2008 the State has steadily reduced the budget
for higher education at a time when the College is
serving the most students in its history. Our short- and
long-term strategies focus on the need to generate
support for a county levy every five years that provides
significant financial support; we also are improving our
strategies and activities to be responsive to externally
funded opportunities and partnerships.
AQIP

We also create and develop relationships with external vendor organizations that supply materials and
services to the College for, among other units, plant
operations, capital and construction activities, and
human resources. Other important external relationships are with educational associations, accreditation agencies and consortia partners.
The processes in Category Nine are systematic and
aligned; integrated approaches are developing.
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C A T E G O R Y O N E : Helping Students Learn focuses on the design,
deployment and effectiveness of teaching-learning processes that underlie
your organization’s credit and non-credit programs and courses, and on the
processes required to support them.
PROCESSES (P)

Global
Awareness

• Accurate Knowledge of World
• Accessing Global Information
• Develops Comparative Perspectives
• Positive Engagement with the
Global Community
• Analytical Connections
• Application to Self

Cultural
Sensitivity

• Insight & understanding into
the culture(s)
• Sensitivity to Cultural Differences
• Self Reflection
• Quality of Description
• Quality of Presentation

Civic
Responsibility

• Community Context
• Community Impacts
• Personal Application

1P1

We determine the common objectives
for learning and development for all
students pursuing degrees through a process that
involves faculty, program managers, administrative
staff members and external stakeholders, including
four-year institutions. In 2007, we began a comprehensive review of the general education outcomes
for the College with members of a cross-functional
group and finalized the current outcomes as described
in the 2008 System Portfolio. The six general education outcomes are shown in Figure 1.1.
Figure 1.1

Members of the cross-functional group included
faculty and staff that defined the purpose of the
outcomes as that broad body of knowledge and
skills common to all educated people; developed
extensive rubrics that describe competencies that
are measured for each of the six outcomes; and
reviewed each outcome, associated rubric, and
scoring guide to identify the essential competencies
to meet the outcomes. The learning objectives have
been shared across all faculty discipline counterpart groups to proceed with identifying courses that
connect to the six general education outcomes.
Our General Education Steering Committee, made
up of members on the Student Learning Outcomes
Assessment Action Project, continues to meet and
oversee the process to incorporate the general education outcomes into the degree requirements.

Cuyahoga Community College
General Education Outcomes
Outcome

Factors

Communication
(written and
oral)

Oral:
• Audience Analysis and Response
• Organization and Content
• Nonverbal Cues
• Listening with Intent
• Persuasion and Influence
Written:
• Mechanics
• Process
• Audience
• Documentation and Integration
of Sources

Critical
Thinking

• Research (Seeking Information)
• Analysis/Synthesis of Information
• Decision-Making (Application
of Information)

Information
Literacy

• Determines the Nature and Extent
of the Information Needed
• Accessing Information
• Evaluating Information
• Using Information
• Understands Ethical and Legal
Implications of Using Information

Helping Students Learn

1P2

Our standard process for developing
program learning outcomes continues
to be a strength for the College (Figure 1.2). New
program development begins with a three-hour facilitated session to establish the program outcomes.
Session participants include Advisory Committee
members (9P2), program managers, faculty coordinators, program faculty and, at times, program
graduates. Criteria from program accrediting bodies
also are included when appropriate. The Advisory
Committee clearly states the knowledge and skills
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graduates need and how to apply critical thinking
skills to resolve problems/issues on the job. The
Committee also describes the roles/jobs for which
program graduates will be hired. Full- and part-time
faculty participate in the process and work with
Advisory Committee members to learn more about
what employers expect of our graduates. These
sessions are facilitated by the Director of Curriculum
Development and Learning Outcomes Assessment.

program development team works with appropriate
program Advisory Committee members and accrediting bodies to ensure that the curriculum is relevant
to the community and employer needs. Colleges
that have similar programs also are identified;
whenever possible, we ask those colleges to share
program information and outcomes. The State of
Ohio encourages this type of communication and
collaboration among schools on new program and
course development.

Figure 1.2

The College continues to identify additional sources
of information to assist in market research and identify job skills needed for new programs. The internal
Curriculum & Assessment KnowledgeWeb site has
added links to the Ohio Skills Bank Data Tool, the
Fact Sheet for Occupations in Northeast Ohio 2009,
and Fastest Growing Occupations in Northeast Ohio
2004-2014.

Program Outcomes Development Process
Input

Process

Output

Accrediting
Body Outcome

Conduct
Program
Outcome Session
(3 hours)

Report
Program Outcome
Roles/Jobs

The College remains involved with the Statewide
Transfer Assurance Guides (TAGS) process that
specifies learning outcomes for various courses
to ensure the transfer process for students across
the State of Ohio. These outcomes are referenced
during the curriculum development process (Figure
1.3). The Ohio Board of Regents now requires equivalent learning outcomes for courses to remain in the
Ohio Transfer Module (OTM); all of our courses that
have been submitted with learning outcomes are
approved to remain in the OTM.

Concepts
Faculty

Graduates
Advisory
Committee

The program outcomes development process
results in an outcomes report, which serves as a
reference during program discussions and course
development. The program outcomes are included
in the College Catalog and on each program’s Web
site. The Curriculum & Assessment office stores all
program outcomes reports on its KnowledgeWeb
site (information sharing system), available to the
College community.

We continue to utilize the Indicators of Quality (IQ)
(based on Quality Matters [QM]) in the instructional
design of distance learning courses. This system
provides a framework to engage students in a
significant way during online learning. To date, we
have completed 14 internal course reviews; ten are
officially recognized by QM. The course shell (called
the New Course Template), which was built with the
Indicators of Quality, has been used in 4,132 course
sections enrolling 34,933 students thus far.

We review program outcomes annually with
Advisory Committees to ensure that they remain
current with changes in the field. During the program assessment planning process, outcomes are
refined for clarity as faculty determine the best
methods for measuring each program outcome.
We anticipate that the new Program Review and
Planning process (1P13) also could drive program
outcome modifications.

1P4

We design responsive academic programming that balances and integrates
learning goals, students’ career needs, and the
realities of the employment market through our curriculum development and approval process (Figure
1.3). A concept for a new program can originate in
several ways but most often comes from the faculty
and program managers. Ideas also are generated
through Campus Presidents or other College leaders

1P3

We design new programs and courses
that facilitate student learning and are
competitive with those offered by other organizations through a well-defined process that includes
program managers and faculty members reviewing
market scans, needs analysis, our own program
offerings as well as those at other colleges. The

AQIP CATEGORY 1
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as they learn of opportunities in the community that
will drive the need for new programs.

The Workforce and Economic Development Division
(WEDD) also identifies, develops and delivers new
programs using a similar process, though they are
able to launch a new program as a pilot to meet an
immediate employment need. The pilot allows the
College to determine the viability of the program and
consider whether it should become a new program.
When there are companion credit and non-credit
programs, such as the State Tested Nursing Assistant program (STNA) which articulates credits to
the Practical Nursing credit program, the College
develops internal articulation agreements between
the programs so that students can transition their
non-credit course work to a degree program if desired. All WEDD programs work with their respective
Advisory Committee or trade organization to develop
and maintain the program to meet the needs of employers and the community. In addition, the College
monitors funding sources to identify matches with
our existing programs, or new program concepts,
and initiatives the funders seek to support (2P1).

While the curriculum development and approval
process was considered a strength in our 2008
Systems Portfolio, we have recently made improvements to it. The enhancements help reduce the
cycle time for a new program to be implemented, allowing us to be more responsive to the employment
market. The College now requires that validation of
market demand be substantiated by Advisory Committee notes, focus group results, or an employer
and community survey in order to proceed with the
program development.
Figure 1.3
Curriculum Development and Approval Process
Curriculum Development Process
START

1P5

Each program area determines the
preparation required of students for the
specific curricula, programs and courses based on
pass rates, prior coursework, defined prerequisites
and input from Advisory Committees. The committees define the knowledge and skills required for
various positions within the industry. Program mapping identifies course prerequisites and program
admission requirements, which are reviewed annually to determine if changes are needed to improve
student success.

Phase 1:
Exploration

Phase 2:
Executive
Approval

N

STOP/
HOLD

Y

The College also reviews data on student progress,
grades received and success in subsequent courses
to inform changes needed to course prerequisites.
The analysis in 2010-11 resulted in setting prerequisites for many 1000-level courses, including
completion of a particular level of developmental
education coursework or placement score to ensure
appropriate preparation. Of the 207 courses revised
last year, 139 (67%) included a prerequisite change.

Phase 3:
Develop
Curriculum and
Assessment

Phase 4:
Curriculum
Review and
Approval

Phase 5:
Prepare
to
Implement

Phase 6:
Planning for
Teaching
and Learning

1P6

We communicate to current and prospective students the required preparation and learning objectives for our programs,
courses and degrees through a variety of activities
and publications. This process was considered a
strength in our 2008 Systems Portfolio though we
continue to monitor and improve our communications.

Phase 7:
Implement
(Teach)
Curriculum

Helping Students Learn
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Admissions recruiters share information about qualifications and eligibility with prospective students.
New students must take standardized placement
tests in English and math; transfer students must
provide transcripts for evaluation and course placement. Our required student orientation includes an
individual session with a faculty counselor where
students are advised about course, program and
degree requirements and learn the importance of
correctly sequencing their courses for greatest success. The online schedule and course catalog clearly
state the prerequisites and other requirements for
all course offerings. The College’s Banner Enterprise
Resource Planning (ERP) system blocks students’
course registration if they have not completed the
prerequisites.

The College Career Development and Transition
Services office assists new students, displaced
workers, veterans and women in transition that may
not have a clear career path or who may be interested in changing or altering current career plans.
The College subscribes to MyPlan.com, a service to
help students and professionals make well-informed
decisions about their education and careers. MyPlan
assesses personality, values, skills and interests, to
match students to current careers; career coaches
are available in the Office for further discussions. In
addition, Career Services and faculty Co-op Coordinators collaborate on employer outreach to identify
available co-op positions.
Continuing Education staff also help students select
and understand various programs. The process
begins with “fast track,” which enrolls students in
a short-term job readiness program.

Additional communication vehicles include: schedule books, our Web site, information sessions held
by program managers, and a new mobile application. The College’s Web site includes an ask TRI-C
function that provides information to students upon
request. The site is continuously monitored to track
the most frequently searched key words and questions. As trends appear, the Frequently Asked Questions on the ask TRI-C site are prioritized to reflect
the updates.

1P8

The College deals with students who
are underprepared for our academic
programs through assessment testing and enrollment in developmental education course sequences. During orientation, new students take assessment placement tests and meet with a counselor to
enroll in the appropriate sequence of courses based
on their abilities. We use the Computer-Adaptive
Assessment and Support Services (COMPASS) test,
designed to match students’ math and English to
the pre-defined course requirements. Several support services, such as tutoring, library support, open
lab and the Writing Center, are also available to all
students.

1P7

Our process for helping students select
programs of study that match their
needs, interests and abilities includes a number of
required and optional activities. All new students are
required to attend an orientation prior to registering for their first class. Orientation provides a wide
variety of information about programs and services
including the need to meet with a counselor and create an individual learning plan. The College regularly
conducts “Got a Plan” days each semester on all
campuses where program representatives and faculty are available to meet with students to answer
questions and create or update their academic
plans.

The College has a formal mid-semester alert system
where faculty report students’ unsatisfactory progress in their courses. Students with unsatisfactory
reports receive a letter informing them of resources
that are available to assist them; they also are
asked to meet with the faculty member and a counselor to discuss improvement options.
Consistent with the increase of online course enrollments, measures have been initiated to better
understand students’ online actions and participation. Student log-ins are tracked during the first two
weeks of a class; students not logging in receive an
email and phone call to identify the reason. Service
tools available to students in online classes are eAdvising, eTutoring and eMentoring. The use of eAdvising continues to expand throughout the College for

The College offers many introductory courses that
provide students with an overview of a program and
a sampling of the skills required for various careers
within the program’s scope (e.g., Introduction to
Physical Therapist Assisting). Some programs in the
Allied Health fields, for example, offer shadowing
experiences to students who can go to a job site to
learn about careers of interest.

AQIP CATEGORY 1
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both distance learning and on-ground students. A
training program prepares counselors as eAdvisers and Student Appointment Reservation System
(SARS), a new software program (1R5), allows for
better tracking of and service to student requests
for online advising. Finally, online course success is
compared to previous terms to track trends and the
effectiveness of these measured activities.

of contact and support services. Programs and services are described below.
Federally funded programs such as TRIO serve
low income/first-generation students who qualify
for enhanced student services.
n

Access program provides classroom accommodations and support for enrolled students with
disabilities.
n

The College also offers an Adult Basic Literacy
Education (ABLE) program that serves underprepared students and provides educational assistance
for the Graduation Equivalency Diploma (GED).
Instructors create individualized learning plans to
guide student learning and evaluate progress every
90 days. When assessment scores indicate that a
student’s test scores are lower than standard ABLE
scores, students are often referred to Tri-C’s Access
program (1P10) and outside partner agencies such
as Project Learn and Seeds of Literacy for focused
support.

Women in Transition offers information, resources, and support to women during times of
transition to empower them as they move forward
through education and training.
n

Veterans of the U.S. Armed Forces are served
through a single point of access that offers a
variety of support services to affordable education and workforce training programs that allow
veterans to transition successfully from military
to civilian life.
n

Minority Male Initiative was established in
2010 with the goal of improving graduation rates,
retention and overall student success. Comprehensive activities recognize potential barriers and
focus directly on the student’s academic, personal, and professional development to include
self-image, cultural differences and the overall
student experience.
n

1P9

The College detects and addresses students’ learning styles in several ways.

Faculty receive assistance in how to identify
and address learning styles during required new
tenure-track faculty orientation and in on-going
faculty professional development sessions. In these
workshops, faculty learn and practice how to adjust
teaching methodologies to address various styles of
learning. Participating faculty provide peer-focused
feedback on pedagogies offered through various
delivery modes such as the traditional classroom
(lecture based or studio styles), hybrid or fully online
courses.

Hispanic Council serves as a liaison between
the College and the Greater Cleveland area
Hispanic community and advises the College on
Hispanic issues.
n

Encore Program provides education for individuals aged 55 and over through a variety of senior
adult education programs within an academic
environment.
n

The Office of eLearning and Innovation (eLi) works
collaboratively with the counseling staff to identify
student learning styles. A project is underway to
modify key questions on the COMPASS assessment to determine the best mode of course delivery
for students. The SmarterMeasure READI test is
currently used for online courses to help faculty
identify student learning styles, provide additional
direct help, or specific referrals to student support
services.

1P11

We define, document and communicate our expectations for
effective teaching and learning through our mission
statement and specifically designed processes. All
newly hired tenure-track faculty must participate in
a one-year, comprehensive orientation process that
clearly sets expectations for effective teaching and
learning. This is accomplished through workshops,
discussions and skills applications. New faculty
complete at least three peer observations, develop
and share teaching philosophies, and create a plan
to complete a scholarly work on teaching. In ad-

1P10

The College has a number of ways
to address the special needs of
subgroups of students by providing an initial point

Helping Students Learn

13

AQIP CATEGORY 1

Cuyahoga Community College J U N E 2 0 1 2

dition, both new full-time and adjunct faculty are
provided an experienced faculty peer mentor who
provides advice, support and opportunities for further observations on successful teaching methods
and assessment techniques. Faculty teaching online
courses apply the Indicators of Quality (1P3) for
effective teaching and learning. The College continues to post its quality instructions on the Intranet.
Finally, the deans provide evaluations, as well as
one-on-one coaching sessions, to faculty members.

appropriately appointed classrooms through the
software, which significantly reduces the need for
room changes. In turn, this assists facilities planning
to ensure that classroom up-grades are completed
where they are most needed. Through the use of
One Institutional Intelligence (7P1) daily fill-rate updates are available and reviewed to build an effective and efficient course delivery system.
An additional aspect of the course delivery system
is the ability to run Degree Audit and Registration
System (DARS) reports that show students how
their completed courses have accrued toward their
degree or certificate. Another module (BARS) runs
“batch” audits on groups of like students. This information is valuable to students and administrators
and helps in the scheduling process as the system
can anticipate the needs of students to achieve
graduation.

There are numerous opportunities for disciplinebased faculty (both full-time and adjunct) to meet
as a group and share new and best practices. The
biology, math and English faculty have developed
online Tool Kits for adjunct faculty that include
sample syllabi, assignments, assessments and links
to resources. In addition, English and math faculty
have developed a sample online course that serves
as a repository of learning modules that new faculty
may choose to use. Many faculty counterpart groups
provide discipline-based professional development
opportunities that reinforce effective teaching and
learning.

1P13

Through a variety of methods overseen by the Vice President, Academic Affairs, the College continues to ensure that our
programs and courses are up-to-date and effective
for the student population. The use of program mapping, student and employer surveys, and feedback
from Advisory Committees (1P2) help to inform us
of relevance and needed changes to programs and
courses. The mapping process also ensures alignment of program and general education courses to
one or more of the program outcomes. This feedback
is shared with academic leadership for follow up action by faculty.

1P12

The College has an effective and
efficient schedule building and
course delivery system that addresses both students’ needs and College requirements. We provide
a variety of course delivery modes including faceto-face, hybrid and fully online courses offered over
a wide range of scheduling options including day,
evening, weekend, full-term and parts of term. The
schedule-building process was well defined in the
2008 Systems Portfolio as a data-driven process
and continues to be informed through enhanced
analytics including historical data, analysis of status
of current students and student-faculty ratios.

In 2010, a new Academic Program Review and Planning process (Figure 1.4) systematized the steps
that ensure program currency and effectiveness.
These formal evaluations, conducted on a threeyear cycle, are designed to bring about systematic
improvements and enhancements; to generate
program-wide discussion and reflections among the
many program stakeholders; and make critical recommendations about courses, curriculum and program direction, staffing, facilities, and equipment.
The process consists of three parts: 1) analysis of
current program; 2) review of program data and
analytics, such as student pass rates on licensure
exams, student progression, student demographics,
program enrollment and course success rates; and
3) development of a final report, recommendations
and program strategic plan.

We hold College-wide summits each semester with
deans, program managers, faculty coordinators, and
administrators to communicate enrollment projections and provide updates related to course scheduling. To be most responsive to campus and student
needs, schedules and course offerings are built at
the academic program level.
The Ad Astra software application continues to allow
the College to focus on student course demands
while balancing faculty needs and preferences in
the assignment of classrooms (7P1). Facilities are
better utilized and more courses are scheduled in

AQIP CATEGORY 1
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Figure 1.4
Program Review & Planning (PR&P) Process (abridged)
Inputs to Self-Study Process
Program Strategic Plan
reviewed/updated
annually

Self-Study
Program
3-year cycle

Self Study
Report

Review by:
• Academic Dean(s)
• College-Wide PR & P
Committee

Changes to
Strategic Plan?
Y

Academic Executive
Leadership –
Determine Resource
Support

Recommendations
Report

Figure 1.5

1P14

In our 2008 Systems Portfolio
we described a program deletion
process (Figure 1.5) that was new at that time and
viewed as a strength. Since 2008, eleven programs
have been deleted due to shifts in the profession
and the needs of employers. We anticipate that
our Program Review and Planning process also will
identify programs that need to be deleted, modified
or updated.

Deletion of Programs & Courses

Dean(s)
determine that a program
is no longer needed

Submit Program Deletion Form
to Curriculum Office
to log and track

All course deletions follow our standard curriculum
review and approval process. These deletions are
typically part of a program revision, the majority of
which are due to major changes to existing courses.
When there is a major revision to a course, it is
assigned a new course number and the old course
is automatically deleted. Course equivalencies are
identified and documented in the College Catalog.
Since 2008, 50 courses were deleted and not
replaced; 83 were deleted because of subject code,
title, or credit hour changes and were replaced with
new courses.

Vice President of
Academic Affairs resolves
outstanding issues

1P15

The College determines and addresses the learning support needs
of our students and faculty in multiple ways. The
process was outlined in our 2008 Systems Portfolio

Helping Students Learn
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PROGRAM TEAM
• Program Mgr./Coordinator
or Faculty Coordinator
• Program Faculty
• Associate Dean(s)
• Advisory Committee
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Executive Vice President
of ASA approves deleting of
program and courses

Informs Board of Trustees

Curriculum Office
archives program and courses.
Ensures print and digital updates
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OBOR,
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and identified as a strength. In 2011, the College
began the implementation of a new student services software system (SARS) that allows us to track
demand for services in counseling, tutoring and the
placement centers. Results are in 1R5.

1P16

The College aligns its co-curricular
development goals with curricular
learning objectives through Co-op experiences and
faculty collaboration with Student Life. The College has a student life committee on each campus
composed of faculty, student leaders and staff that
meets to consider co-curricular programming in
response to academic needs, student interests
and instructional priorities.

The College recently hired a Dean of Developmental Education who oversees the campus Learning
Centers where assessment testing and tutoring
services are delivered. As a member of the Dean’s
Council, the new Dean works to increase communication with faculty and administrators regarding
developmental education courses and policies,
and assessment and tutoring services provided to
students. Students are informed about tutoring services, campus writing centers and career services
at orientation, through newsletters, the College Web
site, and in-class visits made by tutors early in each
semester. Content-specific tutors are hired based
on student-identified needs. Support is also offered
through tutoring “study jams” during the semester;
students and faculty fill out comment sheets at the
Learning Centers to request specific study sessions
or topics.

The College also has 47 clubs that represent various
disciplines of study; each club has a faculty advisor.
Student Life leaders consult with faculty regarding
needs and interests and schedule speakers accordingly. Alternatively, when speakers are booked, disciplines are assessed for a match and faculty members utilize the activities as course assignments.
The position of Assistant Dean, Honors and Experiential Learning Programs was created in 2011 to
oversee the expansion of experiential learning for
students. The need was identified through student
requests, advisory committee recommendations
and examination of best practices. Our Cooperative
Education program (Co-op) integrates academic
studies with learning through productive work experiences in a field related to the student’s academic
or career goals. Students enter into a Cooperative
Education Agreement with a Co-op Faculty Coordinator and earn academic credit and a grade for
the work experiences obtained. The newly formed
college Co-op programs and internships tie directly
to learning outcomes.

Faculty consult with the librarians to discuss needs
and determine library resources, reference materials and e-journals. Needs in the Technology Learning Centers (TLC) and Advanced Technology Classrooms (ATC) are coordinated through a technology
request process that occurs once each semester.
Student and faculty needs related to laboratories
or capital equipment are typically identified during
curriculum up-dates. The Office of eLearning and
Innovation communicates with new hybrid/online
faculty to determine their course design needs, offer
additional technology support, collect feedback,
and present optional resources that directly benefit
them and their students such as course reviews,
one-on-one assistance, campus visits, virtual office
hours, and faculty focus sessions.

1P17

The process for determining whether students to whom we award
degrees and certificates have met the learning
outcomes has been evolving over the past several
years. Since joining AQIP in 2004, the College has
endorsed a number of AQIP Action Projects focused
on developing a comprehensive system for assessing student learning and ensuring that our degrees
and certificates have been validated through a datadriven, objective process.

Faculty self-identify professional development
needs through discussion with their discipline-based
counterparts, faculty coordinators, program managers and Associate Deans. Needs are communicated
to the Office of Teaching, Learning and Academic
Professional Development (4P1).

AQIP CATEGORY 1

Improvements in the process include advisory
committee review of program outcomes assessment plans, measurement instruments and assessment data used to make decisions. We continue to
analyze survey items on exit, graduate and employer
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surveys for effectiveness. A revised survey strategy
has improved response rates.

The College hired a Director of Learning Outcomes
Assessment in 2009 to implement general education and program outcomes assessment. Four campus assessment teams, comprised of the Director
and one faculty coach, support the student learning
assessment process at each campus. To help with
the collection, analysis and storage of assessment
data, the College made a significant investment in
the software tool Tk20 CampusWide. It was configured to import student data from our Banner
ERP system, which also allows students to access
Tk20 using their college identification number and
password. Training on the many features of Tk20
has occurred and continues on a regular basis.
Academic programs work with the Office of Learning
Outcomes Assessment to develop, implement and
document their assessment plans in Tk20.

The College continues to use the following activities
to determine that students have met our learning
and development expectations:
External reviews of accreditation self-study
reports and site visits to ensure that accredited
programs meet the competencies and skills
required;
n

Meetings of Program Advisory Committees
twice a year to review current status of programs
in relationship to employment needs;
n

Surveys requesting feedback on graduates’
performance on the job;
n

Data collected during the cyclical program
review process to identify strengths and improvements that are needed; and
n

All academic programs have completed steps for
creating their assessment strategy and process.
Some programs have begun assessment activities and are using the Tk20 software tool. Other
programs are gathering data on direct and indirect
measures. Direct measures include evaluations of
assignments, exams, group projects and presentations, certification exam pass rates, and student
performance in clinical and field experiences. Indirect measures include exit, graduate and employer
surveys, as well as focus groups, which are intended
to obtain data on how students apply their learning.

Capstone courses that are offered as part of
the Associate of Applied Business and Associate of Applied Science that assess students on
their ability to apply technical, oral and written
skills and demonstrate other professional skills
in interviewing, understanding trends, or their understanding of ethical and global issues in their
profession.
n

1P18

The College designed and developed an assessment strategy and
processes for assessing student learning based
on adapting the work of Dr. Ruth Stiehl, a thought
leader in the area of systemic thinking as it applies
to learning and learning organizations, and identifying best practices at other community colleges and
four-year institutions. The Alliance for Teaching and
Learning (ATL) creates, improves and sustains the
implementation of our assessment system. ATL is
comprised of administrative representatives from
Assessment and Testing, Curriculum Development
and Learning Outcomes Assessment, Planning and
Institutional Effectiveness, eLearning and Innovation, Faculty Development and faculty from various
academic disciplines. Faculty address processes
for assessing student learning with the discipline
counterpart groups before the beginning of each
semester (three times a year). Finally, results from
the program review and planning process (1P13)
also are used to inform the assessment of student
learning.

Helping Students Learn

Figure 1.6 lists the 20 programs that have either
completed or are developing a program outcomes
assessment plan. An additional 16 programs are in
the process of developing their plans. Other programs currently are collecting data or developing
measurement instruments that will provide them
with information about student learning and success. This includes using exit surveys in a consistent
format across programs which will be administered
to students just prior to graduation.
The assessment implementation timeline anticipates all faculty to be trained on the Tk20 data collection and assessment software by the end of the
2012-13 academic year. Support videos, reference
sheets, and step-by-step instruction documents are
being developed for student, faculty and administration use. All program outcome assessment plans
will be completed by 2014; by 2016 all programs
will assess one or more student learning objectives.
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Figure 1.6
Status of Program Outcomes Assessment

100
100% = Revisions Implemented

90

90-99% = Completed Program Assessment Review

80

80-89% = Completed Program Assessment Report

70

70-79% = Completed Data Collection Cycle

60

60-69% = Data Collection

50

50-59% = Collecting Data
40-49% = Measurement Instruments in TK20

40

30-39% = Direct Measurement Instruments Adopted

30

20-29% = Assessment Plan Complete

20

10-19% = Developing Assessment Plan

10

0–9% = Scheduling Planning

1R1

The measures of students’ learning
and development that are collected
and analyzed regularly are listed below.
Retention rates

n

Academic progress

Progression from developmental courses to
college level English and math
Completion and success rates in distance
learning courses
n

Pass rates on licensure and credentialing
exams
n

Transfer rates

n

Graduation rates

n

Graduate survey results

n

External stakeholder surveys

Business – Marketing

Indirect data is collected through exit surveys, which
are structured into three sections that seek student’s opinions and self-assessment on general ed-

Results shown in 1R2 and 1R3 indicate the progress the College has made in assessing program
and general education outcomes. As our practices
AQIP CATEGORY 1

Business – International

1R2

Performance results for our common
student learning and development
objectives are presented below in several figures.
Data for the performance results for our general
education outcomes are gathered from both direct
and indirect measures. For direct measures,
students submit artifacts from their course work
relating to each general education outcome into
e-portfolios in the Tk20 assessment software. As
an example, in English 1010, College Composition
I, all students are required to write a five-paragraph
essay to indicate they have obtained the necessary
skills and outcomes for successful completion of the
course. The essays are submitted by the students
for assessment using the outcome rubric guide.

n

n

Business – Small Business

for measuring the general education outcomes
(1R2) continue to evolve, we are learning from
and setting our own best practices in the program
outcomes process (1R3), including leveraging Tk20
software capabilities.

RE S U LT S ( R )

n

Business – Industrial Distribution

Business – HR

Business Management

Interior Design

Deaf Interpretive Services

Early Childhood Education

Food Sevice

Medical Assisting

Optical Technology

Nuclear Medicine

Occupational Therapy

Radiography

Practical Nursing

Dietetic Technologist

EMT

Surgical Technology

Veterinary Technology

0
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Figure 1.7
General Education Outcomes Exit Survey Results
General Education Outcomes Exit Survey (Combined) Results – Spring 2010 - Summer 2011
(Response Rate 364/1054 = 34.5%) Students rate their ability for each General Education Outcome
1. WRITTEN COMMUNICATION: Write clearly and succinctly
using standard English
2. WRITTEN COMMUNICATION: Organize language, images
and symbols to communicate an idea
n # Strong

3. ORAL COMMUNICATION: I would rate my ability to communicate in a way that is understood by an individual

n # Good

4. ORAL COMMUNICATION: Distinguish between fact and
opinion in a conversation

n # Adequate

5. CIVIC RESPONSIBILITY: Demonstrate responsible actions
and decisions that impact my community

n # Poor

n # Needs Work

6. CULTURAL SENSITIVITY: My awareness of cultural
differences, and sensitivity to others’ values
7. GLOBAL AWARENESS: Willingness to take advantage of
opportunities to share my knowledge in a rapidly changing
global environment
8. INFORMATION LITERACY: Access, evaluate and use
information from multiple sources
9. CRITICAL THINKING: Make evidence-based decisions
by analyzing ideas and information
10. CULTURAL SENSITIVITY: Tri-C community’s sensitivity
to the needs of all people

0%

20% 25%

ucation outcomes, program outcomes, and learning
support and resources. Results, over several terms,
from the General Education Outcomes section of
the Exit Survey are included in Figure 1.7 above.

60%

75% 80%

100%
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The College has developed a systematic process for the assessment of
program learning objectives; performance results
for specific programs are shown in Figures 1.8
through 1.12.

Sixty faculty, leadership and staff members from
the College worked in 3-member teams to assess
the first set of general education direct measure artifacts during a planned “Assessment Day” on May
14, 2012. Artifacts were assessed using rubrics and
scoring guides developed for the Written and Oral
Communication, Information Literacy and Cultural
Sensitivity outcomes, and included videos, research
papers, and other written artifacts. The data collected will be analyzed by the General Education
Steering Committee to guide curricular revisions.

Since 2010, thirty-one programs completed the
newly implemented Program Review and Planning
(PR&P) process. As part of PR&P, each program
defines and develops a three-year plan and identifies areas of improvement and opportunity based on
the findings from the review process. One of the first
programs to complete the PR&P process, Respiratory
Care, developed a plan to address retention rates
and identified action steps to review the program’s
admission requirements. Also based on the PR&P
process, the Real Estate program determined it will
no longer accept new students due to the lack of
employment opportunities for the graduates.

College Librarians developed a tool kit to assist in
assessing the Information Literacy outcomes including case study, annotated bibliography, journal article summary, research paper, and Web site evaluations. This kit now serves as a model for counterpart
groups from other disciplines to develop tool kits for
the other general education outcomes. The tool kits,
along with the rubrics and scoring guides, reside on
the General Education KnowledgeWeb site.
Helping Students Learn
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This year, in 2011-12, the Accounting program proposed a new certificate program as well as changes
to the current program curriculum to address areas
of duplication, with improved program graduation
rates as the goal.
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In the program outcomes assessment process (1P2),
program faculty identify specific evaluations and
gather appropriate data about student learning for
analysis. Figures 1.8 and 1.9 show results from the
Practical Nursing program Spring Semester 2011
assessment on patient records documentation.

This type of program outcome assessment data, as
well as data from other measurement instruments
such as exit surveys, is collected over the threeyear cycle for Program Review and Planning. Faculty
analyze the results for the purpose of identifying
opportunities for improving the curriculum and
enhancing learning support and resources.

Figure 1.8
Practical Nursing Program Assessment: Technical Skill Factor, Spring Semester 2011
Demonstrates an awareness of communicating
with health care team members
Uses terminology appropriate for profession
Organizes data in proper sequence

n # Marginal
n # Developing

Writes in a clear, concise and accurate manner

n # Proficient

Uses appropriate grammar, punctuation, spelling,
and writing is legible

n # Exemplary

Uses standard English
Incorporates the legal standards for nursing
documentation and the medical record
0%

10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Figure 1.9
Practical Nursing Program Assessment: Competence Factor, Spring Semester 2011

Electronic Medical Record (if applicable)
Nursing Care Plan Assignment Form
n # Marginal

Flow Sheets

n # Developing
n # Proficient

Progress Notes

n # Exemplary

Medication Administration

Nursing Assessments
0%

10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

The program outcomes assessment plan for the
Surgical Technology (SURT) Program indicates that
it will assess one-third of the program outcomes per
year. Figure 1.10 shows the results for one surgical

AQIP CATEGORY 1

technology program competency. The program also
collects indirect data in the form of students’ opinions by using the College’s Exit Survey, with sections
specifically formatted for the SURT Program.
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guides, exams, surveys, etc.). Goals for the
measurement instruments were to:

Figure 1.10
Surgical Technology Assessment: Scrub Role

Align criteria with the VT professional
standards and program outcomes
n

Program Name

Surgical Technology (SURT)

Period of
Assessment

2009-2010

Program Outcome
Assessed

Demonstrate competence in skills
required during the peri-operative event
to ensure the client’s & staff’s safety
and optimal surgical outcome

Data Sources

SURT Scrub Role Checklist
(Direct Measure)

Summary of Data
Collected from
SURT Scrub Role
Checklist (Final
Results 2010)

Skill Category
(Mean Score on a scale of 1-5)
General Knowledge (4.58)
Preoperative Skills (4.38)
Interoperative Skills (4.67)
Postoperative Skills (4.70)
Professional Development (4.89)

Summary of Data
Collected from
Employer Survey
(2009/10)

Category
(Mean Score on a scale of 1-5)
Professionalism (4.2)
Clinical Skills (4.0)
Technical Skills (4.4)
Employer Opinion of Skill (4.4)

Be better able to provide effective
performance feedback to students
n

Gather data about student learning
and success
n

The VT Program Outcomes Assessment Plan and
newly revised measurement instruments were
presented to their Advisory Committee for review,
feedback, and approval. During the Advisory Committee review, input about a procedure that was no
longer used in veterinary practice was provided from
two student committee members who had recently
completed a clinical experience in a veterinary clinic.
This was confirmed by other committee members,
and led the faculty to revise the plan, and course
curriculum, prior to starting data collection.
During 2010-11, the VT faculty used their measurement instruments to collect data about student
learning both manually and by using the Tk20
assessment software. Some faculty members also
began following an instructional design strategy for
performance-based learning and provided students
with copies of the measurement instruments well
before the evaluation. The intent of this strategy was
to set and communicate specific expectations for
the students to meet.

Data Analysis
Findings

1. Students are meeting standards
of learning and performance
2. Indicators show that we need to
revise metrics that focus analysis
towards specific data, as well as review
measurement instrument criteria to
make sure it aligns more specifically
with Surgical Technologist duties and
responsibilities

Results

1. Revise the measurement instrument
to more closely align with Surgical
Technologist duties and responsibilities – consider removing criteria that
students often receive ratings of N/A
2.Request for purchase of notebook
computer to assist in data collection/
use of data collection software

Peer Review

Recommended increasing data collection period from 2 years to 3 years in
order to obtain an appropriate sample

An assignment in VT 1451 – Veterinary Diagnostic
Imaging – requires students to take diagnostic
x-rays and evaluate the quality of the images (positioning, density and contrast, etc.). Figure 1.11
shows that the average scores on the assessment
of this assignment improved on three of the four
items from Spring Semester 2010 to Spring
Semester 2011.
Figure 1.11
VetTech Assessment: X-Ray Evaluation Competence
(Spring Semester 2010 – Spring Semester 2011)

The Veterinary Technology (VT) program has participated in program outcomes assessment since
it was developed, piloted and implemented. The
program faculty collaborated to write the Program
Outcomes Assessment Plan and worked with the
College’s Assessment Team to develop and/or revise the measurement instruments (rubrics, scoring

Helping Students Learn

21

Item #1

Item #2

Item #3

Item #4

Average

Spring
Semester
2010

91.2%

94.5%

95.5%

94.9%

94.0%

Spring
Semester
2011

95.8%

96.8%

97.6%

90.3%

95.1%
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The program also saw improvement between 2010
and 2011 on the skills assessments in VT 2300 –
Pharmacology for Veterinary Technicians. Students
perform a variety of skills related to pharmacology
including the ability to calculate a drug dose; draw
a drug from a vial; and count, label and dispense a
prescribed medication. If students fail an assessment in VT 2300 the first time, they can take the
assessment again only two more times. Figure 1.12
shows the scores from 2010 to 2011. More significantly, however, was that five assignments out of
approximately 120 were failed on the first attempt
in 2010 and had to be retaken. In 2011, all assignments were passed on the first attempt, another improvement noted through the assessment process.

1R4

The evidence that students completing
our programs, degrees and certificates
have acquired the knowledge and skills required by
stakeholders is gathered using several data sets.
Across programs, we track: 1) accreditation, 2)
licensure pass rates, 3) student grades in capstone
courses, 4) graduate surveys, and 5) university
transfer. Several external stakeholders give us feedback on our students either after a field experience
or as an employer who has hired our graduates.
Accreditation/certification pass rates are used to
evaluate performance results for specific program
objectives. Programs receive pass rate data at least
annually, more often if the examination is administered more frequently. Health care program pass
rate data indicates that our student pass rates
exceed national averages in nearly every program
(Figure 1.13). Most results will also indicate areas of
student strength and weakness on the exam which
allows these programs to use the information to
adjust the curriculum and strengthen areas in which
students tested poorly.

Figure 1.12
VetTech Assessment: Pharmacology Competence
(Spring Semester 2010 – Spring Semester 2011)
Item
#1

Item
#2

Item
#3

Item
#4

Item
#5

Spring
Semester
2010

94%

98%

88%

88%

90% 100% 90%

Spring
Semester
2011

94%

97%

94%

90%

90%

AQIP CATEGORY 1

Item
#6

Avg.

95% 93%
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Figure 1.13
Health Care Programs – Certification/Licensure Pass Rate Data
Cuyahoga Community College Students Compared to National Averages

Program
Dental Hygiene

Student National Avg. Student
Pass Rate
Pass Rate
Pass Rate
2009
2009
2010

National
Avg. Pass
Rate 2010

Student
Pass Rate
2011

National
Avg. Pass
Rate 2011

95%

93%

100%

95%

Not Yet
Available

Not Yet
Available

100%

59%

100%

60%

100%

61%

Diagnostic Medical Sonography
Abdominal
Cardiac (adult)

92%

68%

92%

65%

92%

59%

OB/Gyn

100%

74%

100%

73%

100%

72%

Vascular

67%

58%

92%

58%

86%

57%

93%

74%

97%

69%

97%

68%

Dietetic Technology

Physics

100%

58%

100%

56%

67%

59%

Electroneurodiagnostic Technology

96%

48%

91%

49%

100%

59%

Emergency Medical Technology – Basic

83%

87%

80%

85%

85%

78%

Emergency Medical Technolog – Paramedic

80%

88%

86%

87%

86%

84%

Health Information Management

95%

86%

95%

79%

85%

79%

96%

85%

90%

67%

89%

71%

94%

71%*

NA

NA

NA

NA

65%

Not Yet
Available

Medical Lab Technology

100%

72%

83%

75%

82%

79%

Laboratory Phlebotomy
Massotherapy
Medical Assisting

Nuclear Medicine, NMTCB

100%

89.9%

100%

88%

100%

91.4%

Nuclear Medicine, ARRT

100%

93.7%

88.9%

91.4%

100%

91%

Occupational Therapy Assisting

100%

86%

89%

84%

94%

81%

Ophthalmic Medical Assisting

100%

72%

NA (no
grads)

69%

Not Yet
Available

71%

Optical Technology

80%

52.67%

100%

51.27%

100%

55%

Pharmacy Tech

100%

72%

100%

75%

100%

76%

Physical Therapist Assisting Program

100%

81.55%

85.71%

82.65%

91%

Available
5/2012

Physician Assistant

93%

92%

81%

92%

70%

91%

Polysomnography

100%

53%

91%

53%

100%

61%

Practical Nursing

94.37%

85.13%

90.48%

86.35%

81.36%

84.84%

Registered Nursing

94.09%

88.42%

90.91%

87.42%

87.88%

86.53%

93%

68%

90%

70%

100%

74%

88.8%

62.4%

92%

58%

86%

59%

95%

62%

100%

61%

95%

72%

Respiratory Care
Surgical Technology
Veterinary Technology
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Surveys of external stakeholders provide feedback
on program outcomes, general education outcomes
and soft skills. Results from the Radiography program’s employer surveys for the 2010-2011 graduates indicate that 100% of the employers would hire
the radiography graduate again; results of the quality of program graduates are shown in Figure 1.14.

Figure 1.14
Quality of Radiography Program Graduates
2010 – 2011
Please rate and comment on the OVERALL
quality of Cuyahoga Community College’s
Radiography graduate you employ.

The Radiography program employer surveys also
seek to measure the employer’s satisfaction with
graduate’s technical skills as shown in Figure 1.15.
The Radiography program reviews the data from
the employers and makes recommendations for
changes, if necessary, when they complete their
program outcomes assessment report.

20%

n # Excellent
n # Very Good

50%

n # Good
n # Fair

30%

n # Poor

Figure 1.15
Employer Ratings of Radiology Graduate Skills 2010 – 2011
CLINICAL PROFICIENCY (Psychomotor Domain) The graduate:
Educates patients appropriately about
radiographic protection and procedures
n # Strongly Agree

Is able to adapt techniques and positioning
to a diverse population of patients

n # Agree

Performs all radiographic procedures and uses all imaging
modalities appropriate to his/her level of training

n # Disagree
n # Strongly
Disagree

Possesses the skills to provide patient care
and radiation protection
Has all clinical skills appropriate to
his/her level of training
0%

10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Figure 1.16
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The College has a number of performance results for tutoring, library and
other initiatives, with a recent focus on enhanced
student support services and improved access to
services through the use of technology.

Tutoring Impact on Student Success – Fall 2011

Method of
Tutoring

The number of student tutoring sessions increased
18.5% from Fall Semester 2010 to Fall Semester
2011 due, in part, to the grant-funded community
volunteer tutoring program. Early results from Fall
Semester 2011, shown in Figure 1.16, indicate that
volunteer tutors are as effective as paid tutors, as
evidenced by student grades.

AQIP CATEGORY 1

Unduplicated
Number
Count of
of
Students Sessions

Final
Grade
>C

Midterm
Grade

Average
GPA

Staff Tutor

3,051

3,051

76.2%

68% (S)
32% (U)

2.44

Volunteer
Tutor

762

989

79.0%

68% (S)
32% (U)

2.48

While the campus libraries collect significant
amounts of data about operations (material circulated, number of users, etc.), these measures have
little relationship to student success and persistence. In 2011, the four campus libraries, Technology Learning Centers (TLC’s) and Learning Resource
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Figure 1.17
2009 Noel-Levitz: Library Services Results
Cuyahoga Community College
Item

Importance Satisfaction

Library resources and services are adequate

6.37

There are a sufficient number of study areas on campus
Library staff are helpful and approachable

Gap

National Community College
Importance Satisfaction

5.86

0.51

6.25

5.70

6.27

5.86

Computer labs are adequate and accessible

6.47

5.82

0.65

The equipment in the lab facilities is kept up to date

6.45

5.4

1.05

Academic support services adequately meet
the needs of students

6.34

5.35

0.99

6.24

6.29

5.72

0.57

0.55

6.16

5.53

0.63

0.41

6.16

5.77

0.39

6.39

5.71

0.68

6.38

5.66

0.72

5.49

0.75

ment approach to foster collegial engagement and
encourage student use of existing resources, MMI
works to identify and address specific barriers and
develops a success pathway for each participant.
Students in the initiative complete an Individual
Degree Completion Plan (IDCP), identifying goals,
and participate in activities such as coaching, group
support and mentoring. Other activities provide
access to campus-wide networks that focus on the
students’ academic performance and positive civic
engagement, both on and off campus. All current
MMI members have active IDCPs and are fulfilling
program requirements. Twelve men participated in
Summer Semester 2011 classes and achieved an
average term GPA of 2.8. In Fall Semester 2011,
the 32 members had an average term GPA of 2.7.
To acknowlege the accomplishments of the MMI
students, certificates of completion were awarded
at a December 2011 ceremony.

Centers (LRC’s) completed a facilitated, collaborative, year-long study to determine strategic directions. Details are presented in 3I1. The Noel-Levitz
Student Satisfaction Survey, most recently administered in 2009, provides data on students’ level of
confidence in the services and resources provided
by the library system. The data shown in Figure 1.17
provides a snapshot of how our students value the
library resources that are available to assist in their
learning experience as compared to all community
colleges in the survey. These results help the campus libraries identify areas for improvement.
Supplemental Instruction (SI) support, made available through the ATD-DEI grant, has focused on
developmental education Math and English courses,
where the student pass rate is approximately 50%.
SI leaders, current students who have previously
passed the course are assigned to work with students in out-of-class study sessions on mastering
the course content. The SI leader facilitates group
interaction, helping students connect with the
material and each other, which research indicates
supports student success. SI leaders also offer students useful study strategies, serve as peers to the
students, and provide students with a model of successful student behaviors, such as arriving for class
on time and asking questions in class. Early results
from Fall Semester 2011 showed similar course success rates for students with an SI leader in the class
and those without. Detailed analysis indicates that
attendance at SI sessions impacts success; further
review of the data continues.

In 2011, the College launched the SARS Software
Grid and Tracking system which allows students to
schedule appointments online for tutoring services,
counseling, and other support services. SARS
makes the check-in process more efficient through
its swipe card system. SARS also gives the College a
better tool for tracking assistance provided to walkin students, and the ability to record session notes
with students. Reports from the SARS tool provide
data not previously available to the support services
units, including trends in user services. SARS also
streamlined New Student Orientation (NSO) tracking
by providing the name and student number of those
attending the orientation. Previously, only a count
of attendees was available; the names of students
who actually attended were maintained on paper.

The Minority Male Initiative (MMI) was introduced
in 2010 to assist minority male students’ academic
success through increased persistence, program
completion and graduation. Using a case manage-

Helping Students Learn
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Finally, with the increased focus on technologysupported student services, the College tracks
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performance results related to online services;
two are described below.

Figure 1.18
Time and Credits to Associate Degree for
Non-Transfer Students by Campus – FY 2010

eTutoring, launched within the past year, has
been used by 1,094 students for a total of 4,843
tutoring sessions through SMARTHINKING online
tutoring services. Student success data shows
that the average course completion rates and
GPA increased for students who used online
tutoring.
n

% Graduating in:

Institution

eAdvising, since its launch in Fall Semester
2010, has been used by 18,749 students.
Average course completion rates also increased
for students using eAdvising services. A new
eAdvising system was developed as a module
in SARS. The new module was demonstrated
to current eAdvisors in February 2012 who will
pilot it in Summer Semester 2012.
n
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We regularly compare our results for
processes in Helping Students Learn
to other Ohio two-year schools. The Ohio Board of
Regents (OBOR) provides a wide variety of data
including: developmental student success, student
mobility, three-year success measures, time to
degree, graduation rates, and pass rates on the
health care licensure and nursing and pharmacy
exams (Figure 1.13). As a large community college
in an urban environment, we look primarily to the
other urban-serving community colleges in Ohio for
comparison: Sinclair Community College, Columbus
State Community College, and Owens State Community College. Figure 1.18 provides a comparison
on time-to-degree, and Figure 1.19 shows three-year
success rates for full-time students in the 2006
cohort. Similar data are available for part-time
students.

Number Average
of
Credits
Degrees
to
Awarded Degree

Median
Years
to
Degree

>2
Years,
<= 3
Years

>3
Years,
<= 4
Years

Columbus State
Community
College

1,492

86

4.6

19%

19%

Cuyahoga Community College

1,594

89

6.0

10%

15%

Lakeland Community College

714

83

4.3

20%

15%

Lorain Co. Community College

941

90

4.7

16%

16%

Sinclair Community College

1,333

69

5.3

15%

14%

Source: Time and Credits to Degree for Associate and
Bachelor’s Graduates, FY 2010, University System of Ohio
Institutions prepared by Ohio Board of Regents, May 2010.

Figure 1.19
Three-Year Success Rates of Full-time Students
in the 2006 Cohort – Status in FY 2009
Full-Time Students

Status in
2010

Columbus
Owens
Cuyahoga
State
State
Sinclair
Community Community Community Community
College
College
College
College

Earned Degree
by End of Third
Year

1%

1%

7%

2%

Persisting at
Same Institution
in FY 2009

38%

36%

30%

33%

Persisting at Another Institution
in FY 2009

6%

7%

6%

4%

Total 3-Year
Success Rate

45%

44%

42%

39%

Source: Three-Year Graduation and Continued Enrollment
Outcomes at Two-Year Institutions in the University System of
Ohio, Fall 2006 Cohort of First-Time, Degree-Seeking Students,
prepared by Ohio Board of Regents, May 2010.
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and librarian counterparts to determine the best
strategy to infuse the General Education outcomes
throughout the curriculum. Each group has roles and
responsibilities as it pertains to implementing general education outcomes, as shown in Figure 1.20.

IMPROVEMENT (I)

1I1

The College has made a number of recent
improvements to our processes and
performance results for Helping Students Learn.
Several improvements have been designed to be
both strategic and comprehensive and all changes
embrace the “one-college” culture.

The committees worked together to determine the
strategies and tactics needed to continue our implementation of learning outcomes and their assessment at the course, program and institution level.
There is cross representation on these committees
to provide better communication and coordination
that will ensure a shared responsibility for success.

Team members of the Action Project, Developing
General Education Outcomes and Assessment,
formed the General Education Steering Committee.
The Committee worked collaboratively with a standing college governance committee, the Committee
on Academic and Degree Requirements (CADRE),
the Alliance for Teaching and Learning, the Office
of Curriculum and Learning Outcomes Assessment,

An outcome of the General Education Steering Committee was a set of scoring guides and rubrics for
each of the general education outcomes. A sample
is shown in Figure 1.21.

Figure 1.20
General Education Outcomes Roles and Responsibilities

CADRE
Governance
Committee

Alliance For
Teaching and
Learning (ATL)

General
Education
Steering
Committee

General Education Outcomes
• Civic Responsibility
• Communications
• Critical Thinking
• Cultural Sensitivity
• Global Awareness
• Information Literacy

Counterpart
Discipline
Representatives

Learning
Outcomes
Assessment
Office
Librarians
Curriculum
Development Office
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Figure 1.21
Rubric and Scoring Guide for General Education Outcome Cultural Sensitivity
Intended Learning Outcome: Demonstrate sensitivity to the unique views and values of individual cultures (others and your own), both
within and beyond the United State; respectfully acknowledge the similarities and differences between cultural groups; address the
cultural stereotypes and misconceptions that exist in society.

Assessment Task:
2 Adequate

3 Good

Insight & understanding
into the culture

Factors

Offers little or no
insight into other
world views or
cultural values

1 Weak

Provides only partial
insight into other
world views or
cultural values

Demonstrates solid,
relevant insights
into other cultures

Shows thorough
insight

4 Exemplary

Sensitivity to cultural
differences

Shows little to no
cultural sensitivity

Exhibits some
limited cultural
sensitivity

Exhibits moderate
levels of cultural
sensitivity

Expresses strong
sensitivity

Self Reflection

Lacks self reflection
or refuses to engage
in the process

Displays emerging
levels of self reflection, introspection
and awareness of
cultural differences

Demonstrates
moderate levels
of self reflection,
introspection and
awareness of cultural differences

Reflects outstanding
levels of self reflection, introspection
and acceptance of
cultural differences

Quality of Description

Includes few if any
descriptive elements

Provides basic descriptive elements,
but little more

Offers an in-depth
description of the
culture

Presents a rich,
colorful, engaging
depiction of the
culture

Quality of Presentation

Exhibits poor
organization and
technical skills

Displays competent
organization and
technical skills

Organizes and writes
effectively

Shows sophisticated
levels of organization and exemplary
communication skills

Weight

Average Score
Comments
Check one:

Self assessment

Peer measurement by

Instructor assessment by:

Another improvement was the review of the College
comprehensive and general education requirements
for each of our degree programs (AA, AS, AAS, AIT,
AAB, ATS). Based on its research, CADRE recommended reducing the 2000-level credit requirement
to 12 credits, and naming it “Advanced Coursework”
in order to allow the inclusion of specific 1000-level
science and mathematics courses identified as
meeting the College’s 2000-level course standards.
The Committee also made recommendations to
modify a number of general education requirements
to better align with transfer requirements. The
College is implementing a marketing campaign to inform students of the degree changes. We anticipate
that these changes will produce more graduates in
a shorter timeframe while still meeting the program
outcomes. The theme for the rollout of the new
degree requirements is “You may be closer than
you think.”

AQIP CATEGORY 1

A current Action Project, Student Learning Outcomes
Assessment: Standardize and Expand Use of Survey
Instrument, has standardized the end-of-program
student learning outcomes survey that allows for
program-specific questions, and expanded its use
from less than five programs in Spring Semester
2010 to more than 30 in Spring Semester 2012.
Key improvements have been made to our faculty
and adjunct training process. The College adopted
a Train-the-Trainer model for many areas of expertise. A small group of faculty now enrolls in high
quality training and then trains and coaches their
peers. Through our Achieving the Dream (ATD) and
Developmental Education Initiative (DEI) efforts,
we brought renowned speakers to campus allowing large contingents of faculty and staff to learn
together on such topics as learning communities,
supplemental instruction, and collaborative and
cooperative learning.
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The College responded to student and adjunct faculty needs by reorganizing the Evening and Weekend
Office at each campus. In addition to ensuring efficiency and standardization of evening and weekend
student support services, the reorganization allowed
for: 1) standardization of the adjunct on-boarding
and assimilation experience; 2) the transition to a
centralized (College-wide) applicant pool and posting
method for adjunct faculty; and 3) increased enrollment in adjunct faculty professional development
program workshops for better classroom preparation. Based on a recent survey, 100% of the new
adjuncts agreed or strongly agreed that the orientation program was of high quality, and 100% agreed
or strongly agreed that the content of the orientation
program was relevant to their role at the College.

faculty-centered, course peer reviews designed to
give feedback on the quality of the instructional
design of online and hybrid courses and their
components. Faculty use internal resources and an
iterative process to redesign their courses based
on the feedback. They can resubmit their course for
additional peer course review.
Since Fall Semester 2011, the Office of eLearning &
Innovation automatically enrolls new online and hybrid students into eMentoring, a Blackboard course
site. The site provides students with a personal
eMentor, who shares student support resources
to help students successfully complete a distance
learning course. In addition, students are emailed
tips for success and additional information bi-weekly
to answer questions shared by students with
eMentors.

Using technology, the College facilitated easier access for students who need assistance. We offer
virtual office hours for faculty, which allows students
to get help when needed in an efficient way for both
students and faculty. The technology-enabled “live
chat” feature is available for help in the library and
enrollment centers across the College.

1I2

Since enrolling in the AQIP process in
2004, the College has strengthened its
culture and infrastructure to be able to select specific processes for improvement and to set targets
that improve our results. We have built a culture of
inquiry and evidence, due to our AQIP involvement
as well as our engagement in the Achieving the
Dream initiative. Our commitment to continuous
improvement encourages piloting a number of activities, measuring outcomes, and redesigning initiatives for increased performance. College leaders
expect faculty, staff and administrators to question
processes and programs before expanding or scaling the activities. Results of many of our processes
are further validation of the culture now present at
the College.

The College has experienced a significant increase
in the number of students taking courses through
distance education. To align with the Higher Learning Commission (HLC), the College adopted the
federal definition of distance learning. Based on
this definition, the College has 51 degrees and 13
certificates available at a distance. The institution
has been approved under HLC policy to offer up to
100% of its degree programs through distance education. In 2010, the U.S. Department of Education
(US DOE) released the regulation requiring that if an
institution is offering distance education “in a State
in which it is not physically located ... the institution
must meet any State requirements for it to be legally
offering postsecondary distance or correspondence
education in that State” (referred to as state authorization). The College is currently authorized to offer
distance learning in 34 states.

The 2009-2014 Strategic Plan, with a focus on
Student Success, Broadening our Reach, Culture
and Measuring Effectiveness, is infused across the
College. Working with faculty to highlight student
success rates in various courses led to new course
prerequisites and new student registration policies. Student and Business Office services are now
housed together in one-stop Enrollment Centers;
and credit and non-credit programs work out internal
articulation agreements allowing non-credit courses
to meet credit course requirements.

To ensure quality standards in online courses, the
College is a Quality Matters (QM) subscriber and
uses its rubric as a basis for our Indicators of Quality (IQ). The IQ tool, which consists of 38 Indicators
over 8 Guiding Principles, is an integral part of the
continuous improvement cycle in online course
design at the College. QM is used in professional
development of faculty new to the online and hybrid
environments. It is also used to conduct voluntary,

Helping Students Learn

The College empowers work groups across the
College – Deans Council, Faculty Senate, program
managers and faculty counterparts – to identify
improvements related to helping students learn and
supports a culture that continues to evolve as a high
performing academic institution.
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C A T E G O R Y T W O : Accomplishing Other Distinctive Objectives addresses
the key processes (separate from your instructional programs and internal
support services) through which you serve your external stakeholders – the
processes that contribute to achieving your major objectives, fulfilling your
mission and distinguishing yours from other educational organizations.
culture where administrators, faculty and staff are
increasingly disciplined in checking results against
goals and using that information to improve future
implementations.

PROCESSES (P)

2P1

For almost 50 years, Cuyahoga Community College has been recognized
throughout Northeast Ohio as the community’s college, serving our external stakeholders through the
many unique activities and programs presented in
our first Systems Portfolio in 2008. Those included
Workforce and Economic Development Division
(WEDD), Corporate College, JazzFest and our extensive array of workforce and healthcare programs,
especially vital to our community at this time. Some
brief updates and highlights follow.

During the past five years the College has turned its
focus to serve our students and significant community stakeholder groups in a new way. Our process
for developing and securing funds from external
sources to support College programs and services
is our most recent accomplishment that contributes
to achieving our major objectives, fulfilling our mission, and distinguishing us from other educational
organizations.
The College recently formalized its grant development process based on our need to better align our
funding requests with overall College strategies, and
to meet the needs of our students, administrators,
faculty and staff, as well as our external partners.
The design of our comprehensive internal operations system, with a focus on attracting external
funding, also was based on an increased understanding of funding requirements for acquisition,
reporting and management of external money.

Corporate College continues to provide training
to area employers and executives in such areas
as leadership, quality improvement, performance
development, information technology, and healthcare. The conference and meeting facilities at
Corporate College host more than 60,000 guests
each year.
n

Tri-C JazzFest remains the largest music festival in Ohio, and the largest educational jazz festival in the nation. Events continue to attract large
audiences for such renowned musicians as Tony
Bennett, Aretha Franklin, Diana Krall, Smokey
Robinson, and David Sanborn.
n

2P2

We determine our grant funding
objectives for serving external stakeholders by reviewing College and community needs
and feedback, program evaluations, and funding
opportunities. Together with the College’s Board of
Trustees and Foundation Board, executive leadership defines the vision and direction of the College
and in what areas there are unmet needs. In many
cases, the College identifies a need that will benefit
our students and community yet cannot be fully
supported by general operating dollars. This might
be a pilot of a new initiative, a program aimed at a
targeted audience, or a systematic change affecting
the College overall. As traditional funding sources
have stagnated, been reduced or cut, the College
has sought external funding in the form of public and
private grants to implement these initiatives, and to
provide program support or student scholarships.

The College’s Center for Creative Arts (CCA),
opened in 2009 on our Metropolitan Campus,
hosted an exclusive event in April 2012. In conjunction with the Rock and Roll Hall of Fame induction ceremony celebration week, College and Rock
Hall executives joined in the ribbon-cutting for the
Rock and Roll Hall of Fame Archives, housed at
the CCA. The archives’ collection spans more
than 3,500 books, 1,400 audio recordings and
270 videos. It includes contracts, correspondence
and photographs donated or created by industry
icons like Madonna, Clive Davis and Jimi Hendrix.
n

These now well-established programs operate using
continuous quality improvement tenets that were
introduced at the College years ago, fostering a
Accomplishing Other Distinctive Objectives
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To aid in securing external funding, the College relies
on its Foundation Board as well as its Board of Trustees. The College is fortunate to have a fifty-member
Foundation Board comprised of distinguished business leaders and community members who donate
their time and expertise to support our students and
the programs that encourage their success. With
the help of the Boards, our Resource Development
staff is able to access many businesses, companies
and individuals who care about residents of Cuyahoga County and the students at Tri-C. While these
factors give the College an entry, the staff works
diligently to cultivate and maintain relationships
with external partners, in the public and private
realms, to encourage access and promote degree
and certificate completion for our students.

Principal Investigator or Program Manager to lead
the effort; 3) interest on the part of faculty and staff
to participate in potential initiatives of the project;
4) financial feasibility including any requirement of
matching funds; 5) identification of strong partners
who will contribute to and benefit from the project;
6) impact that the project will have on the community; and 7) whether the project can be sustained
after the grant period. Assessment and fit discussions also are informed by the annual review of
action steps in our Strategic Plan, the facility master
plan, the budget planning process, and the program
review and planning process. For proposals to be
submitted, they must have the full support of the
appropriate Executive Vice President (Academic and
Student Affairs, Administration and Finance, and
Workforce and Economic Development Division),
as well as the College Treasurer.

Concepts for grant proposals come from internal
sources – executive leaders, a faculty or staff concept paper, or Resource Development – or from an
external organization that approaches the College
with a partnership opportunity. The office of Academic and Student Affairs (ASA) typically oversees
the development of concepts and partnerships while
the Resource Development office usually distributes
potential funding opportunities.

Tri-C’s Office of Resource Development has dedicated experts in the areas of public, private and
corporate fundraising; a team of four individuals
works specifically in the areas of Federal and state
initiatives. They keep abreast of new and recurring funding opportunities as well as navigate the
documentation, build the appropriate relationships
with the program officers, and create and maintain
collaborations with other external stakeholders such
as partnering agencies, local and state government,
primary and secondary school districts, as well as
other institutions of higher education.

2P3

The College communicates its expectations related to externally funded
opportunities and objectives through executive
leadership meetings, Foundation Board meetings, campus conversations, and relevant faculty
and staff planning meetings. Communications are
decentralized yet coordinated through a grants management officer in Academic and Student Affairs
and in WEDD. The Resource Development office
provides regular updates on opportunities and the
ASA grant management office shares concepts that
are being discussed among faculty and staff. By utilizing a standard process, one that delineates grant
acquisition, implementation, reporting, and closeout, employees across the College become familiar
with the flow of information and the decision-making
process related to external funding. Our Grants
Management KnowledgeWeb site houses process
and grant-related materials.

2P5

In the grant development process, we
determine the faculty and staff needs
relative to the subject matter expertise required of
each opportunity primarily through the Faculty Grant
Advisory Committee (FGAC). FGAC was created at
the request of faculty and operates based on a written agreement between the Joint Faculty Senate,
the American Association of University Professors
(AAUP), and the Provost/Executive Vice President
for Academic and Student Affairs. The Vice President of Academic Affairs and the Director of Grants
Management are charged with working with the
FGAC to review grant opportunities. Faculty are
the stakeholders most engaged with students and
their insight and expertise is critical in developing
projects that meet the needs of our students. Many
grant project ideas originate with faculty who determine their needs in the concept development.

2P4

To assess and review the appropriateness and value of our grant objectives,
we look at the following: 1) the fit with our mission
and strategic goals; 2) availability of an appropriate
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During this five-year timeframe the College increased its collaborative relationships to include
external partners and stakeholders in the implementation of many grant-funded programs. A sample of
these partnerships include:

2P6

We incorporate information on faculty
and staff needs in the proposal development process, which can lead to discussions on
the re-framing of grant proposals. The FGAC gives
faculty an opportunity for input into grant-funded
project concepts early in the process and ensures
that faculty needs are fully considered. The FGAC
provides for faculty notification of all grant opportunities and serves as champion to recruit faculty
participation in various opportunities. The proposal
development process includes a step to confirm
receipt of the FGAC’s suggestions and a step to post
an executive summary of the concept on the Grants
Management KnowledgeWeb site for others to
review. Faculty and staff feedback allows us to readjust objectives prior to submission of the proposal.
The process also considers requests for any new
positions needed for the project and determines
how the program or project will be sustained after
the grant period ends.

FY 07: The Cleveland Clinic, Workforce
Investment Board, Employment Connections
n

n

FY 08: University Hospitals, City of Cleveland

FY 09: Kent State University, Cleveland State
University, Miami University, Central State
University
n

FY 10: 16 Community Colleges as part of
the Health Information Technology grant
n

n

FY 10: 10 Community Colleges, Lincoln Electric

n

FY 11: AT&T, The Office of Veterans Affairs

External funding sources include foundations,
government agencies, and corporations. Figure 2.2
delineates the source of external funding received
in fiscal year 2011.

RE S U LT S ( R )

Figure 2.2

2R1

Funding Secured by Sector FY 2011

The College regularly collects and
analyzes measures that demonstrate
the accomplishments of our grants development
and implementation process. Two primary metrics,
the amount of external dollars received and the
percentage of submitted proposals that are funded,
provide us with a working measure of the return on
our investment.

Total $14.6 million
7%
15%

n Individual

56%

2R2
Figure 2.1

FY 2007 FY 2008 FY 2009 FY 2010 FY 2011
310

757

590

858

Proposals Funded

250

229

383

446

473

Total Secured
(includes partner
initiatives)

$9.9
million

$16.4
million

$15.5
million

$22.1
million

$20.6
million

45%

74%

51%

76%

55%

Success Rate

Accomplishing Other Distinctive Objectives

n Foundations
& Organizations

An additional result of our integrated grants development and implementation process is the rate
at which the College has been awarded follow-on
funding or been invited to serve as the lead on
national and state consortia grants. One example
of this is our partnership with the Cleveland Clinic,
the Workforce Investment Board and Employment Connections to obtain the College’s first U.S.
Department of Labor (DOL) grant, Employer Driven
Approaches to Alleviating Health Care Worker Shortages/Healthcare Careers Initiatives (HCI), a $1.86
million award that supported the project for four

Proposals Submitted and Funded –
FY 2007 to FY 2011

559

n Corporate/Business

22%

Our performance results since 2007
reflect the success of a wide range of
individuals now committed to our integrated grants
development and implementation process (Figure 2.1).

Proposals
Submitted

n Government Agencies
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years (2005 - 2009). The grant was the first large
Federal government grant awarded to the College.
Many of our current processes and procedures in
grants management were developed and improved
as an outcome of our quality improvement efforts
from that initiative. The success that we had with
the initiative led to a second DOL grant and many
of our later awards.

Campus Compact – Connect to Complete
(member college) $172,909; 54 students
Funded by the Campus Compact, the project seeks to
increase student persistence toward degree attainment by
targeting low-income students enrolled in developmental
English with assistance of Peer Advocates to provide peer
support and linkages to campus services. Nine community
colleges in three states are involved in this project.
Association of Performing Arts Presenters –
2010 Creative Campus
(Tri-C lead) $200,000; 30,000 students and faculty
A multi-year, college-wide collaborative project with multiple
outside artists entitled the Gilgamesh Project. This innovative project, based on the classic ancient Babylonian text,
will involve Tri-C students, faculty, and local and national
artists in researching, creating and participating in class assignments, study groups, workshops, and Web interaction.

The success of the DOL project was a factor in the
awarding of a $14.65 million Department of Health
and Human Services (HHS) grant in March 2010
to the College to lead a 17-member consortium of
community colleges in delivering Health Information
Technology (HIT) programs. The College is one of
five consortia leader colleges in the nation. Our successful work with the consortium was acknowledged
when HHS Secretary Kathleen Sebelius visited
Cuyahoga Community College for a day-long symposium in November 2011 to promote HIT workforce
programs across the country.

United States Department of Education – Title III, Distance
Learning (Tri-C lead) $1,993,983; 17,000 students
Distance Learning is creating and improving online academic
and student support services and infrastructure, building
technological infrastructure, enhancing faculty preparedness, and enhancing quality of distance learning courses
college-wide, over a five-year period.

Examples of current initiatives that are partner and/
or consortium-based are shown in Figure 2.3.

2R3

The results for our successful grants
development and implementation
process are difficult to compare. Community
colleges are relatively new to the area of external
funding on a large scale and therefore little reporting exists that compares institutions. Information
that does exist relies on self-reporting, which
results in only certain colleges participating and
reporting what they are comfortable sharing.

Figure 2.3
Current Tri-C Partner and Consortium-based
Funded Initiatives

Health and Human Services, Midwest HIT Consortium
(Tri-C lead) $14,650,000; 5,400 graduates
Cuyahoga Community College is leading a 17-member college consortium (representing 10 states) to provide training
in health information technology (HIT), in 6 subject areas,
leading trainees into in-demand jobs.

When compared to recent National Science Foundation reports on Federal funding to four-year institutions, however, the College grant-funded awards
would be in line with many second tier research
institutions.

Ohio Board of Regents
(Tri-C Lead) $249,000 and 125 students
The Cuyahoga Community College 21st Century Metals
Joining Technician program will, with industry input, result
in the consolidation of two non-credit technical programs to
provide a multi-skilled technician capable of joining and testing metal assemblies, subassemblies and final products.

From a qualitative perspective, Tri-C receives phone
calls frequently from other colleges, local and national, and community agencies that want to partner
with us, having learned of our success in receiving
these large awards (Figure 2.3). The College often
is asked to serve as a sub-grantee on proposals originated by other institutions that view our
program and management expertise as an asset
to their proposals. In addition, the College is also
contacted on a regular basis by other colleges who
are writing proposals and want advice on how to
position their grants.

United States Department of Labor –
Trade Adjustment Act (member college)
$1,800,000 overall and 75 students (Tri-C)
Led by Anne Arundel Community College, the National STEM
Consortium is a collaborative of 10 community colleges in
nine states organized to develop nationally portable, certificate-level programs in STEM and to build a national model of
multi-college cooperation in the design and delivery of high
quality, labor market-driven occupational programs.
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process. Our culture of using data to drive decisions
is also helpful to identify baselines, goals and objectives in the grant process. Data analysis allows us
to monitor progress on grant funded projects and,
if necessary, to make adjustments to improve our
effectiveness. The College infrastructure allows us
to work across units and divisions to be successful
at discovering and securing grant opportunities and
implementing successful initiatives.

2R4

Our success in receiving external funding has enhanced our relationships in
the community and the region. The College is viewed
as a leader of education for the Greater Cleveland
area. To be responsive to needs in the region, the
local community and the College internally requires
open communication between various areas of the
College and our external stakeholders. Our systems
and processes, described earlier in this chapter,
are agile – allowing us to respond to ever changing
needs and requests.

The College will continue to ensure that grant opportunities align with our mission and strategic goals;
engage all stakeholders early in the grants process;
compete for opportunities with short response
times; and continue to deliver educational programming for our students through the acquisition of
external funding.

IMPROVEMENT (I)

2I1

Recent improvements in accomplishing
our distinctive objective of developing a
collaborative College-wide process for responding to
and managing externally funded programs have occurred because of the many grant-funded opportunities made available to community colleges in recent
years. The work to refine our grant process happened over the last 12 months and is an outstanding overall improvement. Improvements that are now
systematic, comprehensive and integrated include:
standard application and implementation processes, cross-functional teams, targeted pursuits,
measured results, communications, and expertise in
the areas of grant acquisition and budgeting.
Another significant improvement is a process step
that assists with the management of grant budgets.
In the implementation of our first Federal grant,
we discovered that the Department of Labor uses
five fund categories for budget reporting that do
not seamlessly match the College’s categories. Our
grants accounting department created a “bridge”
budget that allows us to roll-up the College categories into the five Federal categories which has
improved our tracking of grant expenses.

2I2

Several aspects of our culture and infrastructure help us to select processes to
improve and to set targets for improvement in this
category. The culture of the College supports open
communication and transparency in data-informed
decisions. The culture and existing infrastructure in
Resource Development combine to support grant
development and continuous improvement of the
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C A T E G O R Y T H R E E : Understanding Students' and Other Stakeholders'
Needs examines how your organization works actively to understand student
and other stakeholder needs.
Since the completion of the 2008 Systems Portfolio,
the College has increased its use of technology to
better understand student needs. We track Web site
utilization to determine what information students
seek most so that adjustments can be made. Our
online Frequently Asked Questions (FAQs) and ask
TRI-C are adjusted automatically based upon the
frequency with which students ask questions on the
site. The College’s Facebook page is monitored and
tracked to stay abreast of student or community
current topics of conversation. Blackboard Connect is another new tool for student communication
which also supports our emergency alert system to
students, faculty and staff.

PROCESSES (P)

3P1

The College identifies the changing
needs of our students through the use
of interviews, surveys and technology. The primary
tools used to collect data from students include
the Community College Survey of Student Engagement (CCSSE), the Noel-Levitz Student Satisfaction
Inventory (SSI), and the Survey of Entering Student
Engagement (SENSE). These instruments are administered on a regular cycle and the results are shared
broadly within the College in order to develop goals
and objectives for improving outcomes related to
student engagement, retention and success.
Student placement test scores indicate the basic
level of developmental education students need
(1P8).

3P2

Building and maintaining relationships
with students begins with the recruitment and application processes, continues through
New Student Orientation (NSO) and registration and
is maintained through classroom engagement. At
orientation, students have a one-on-one advising
session with a counselor to begin developing an academic plan and to select first year courses. During
NSO, students also meet various support staff as
well as other students to start to build relationships
that contribute to persistence. Students are encouraged to meet with a counselor prior to registering
each semester. In order to provide schedule flexibility, the College offers virtual eAdvising with counselors in addition to face-to-face appointments.

The College utilizes other data sources to identify
stakeholder needs including employer surveys conducted through the College’s Career Centers; feedback from program-specific accreditation bodies;
feedback from counselors who meet directly with
students; requests from students; and analyses of
student placement testing results. The College also
tracks students who transfer to other institutions
through the National Student Clearinghouse. These
reports give us a comprehensive view of our transfer
students, allowing us to build activities and communications to meet specific needs of this group.

Our three largest campuses employ Student Success Specialists dedicated to building relationships
with new and continuing students in order to foster
retention. They reach out to students through welcome-back activities each semester, classroom visits, and eCommunications such as campus-specific
first-year student newsletters. The Success Specialists also are actively engaged with the Student
Ambassador program, which trains and employs
students to support their peers in finding solutions
to problems. Student Ambassadors participate in
NSO and are an excellent source of information
about student needs and challenges, which they are
encouraged to share with the Success Specialists.
The fourth campus, Westshore, opened in January

We hold debriefing meetings each semester following the peak enrollment period to better understand
and improve services to students. These meetings
include representatives from every area that impact
key services: Academic and Student Affairs (Deans
and Associate Deans, Enrollment Centers, Registrar,
Call Center), and Administration and Finance (Parking, Campus Police, Financial Aid, Student Accounting, Information Technology). At each meeting, Key
Performance Indicators are reviewed and serve
as the basis for preliminary planning for the next
enrollment cycle. More details and the metrics are
included in 6P1.
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2011. It is using Student Ambassadors to perform
many of the outreach and support functions typically
led by Success Specialists, including campus tours
and assisting with NSO sessions.

The College also employs its new mobile app as a
tool to build relationships with students and provides College information and resources such as
phone numbers, email addresses, and campus
maps at students’ fingertips. More traditional approaches, such as robo-calls and mass emails, also
are used to convey important and/or urgent information to students. The College-wide eCommunications
Manager is responsible for student email communications, under the supervision of the Vice President
for Enrollment Management and Student Affairs.
This position, newly created in 2008, continues to
evolve to include expanded and creative communication campaigns for our students and serves as
the point person for new student issues.

Another essential tool for building and maintaining
relationships with students is our College-wide student mentoring program. Three types of mentoring
are provided:
One-on-one mentoring, for first-year students,
is focused on acclimation and persistence of new
students. Faculty and staff volunteer as mentors
and meet with students to connect them with the
campus community, to academic support services, to campus resources, and to help students
navigate college processes.
n

Student Life and Athletics also play an important
role in building and maintaining relationships with
students. The College fields three men’s teams
(baseball, basketball, soccer) and five women’s
teams (basketball, cross-country, softball, track and
field, volleyball) that compete in the National Junior
College Athletic Association. Data on retention rates
for student athletes is presented in Figure 3.4.
The College also recognizes 47 student clubs and
organizations that collectively involved nearly 2,000
students during academic year 2010-11. In addition,
every campus supports a significant number of cocurricular events, such as the College-wide Diversity
Speakers Series and topical discussions relevant to
campus, community and current events. Each
campus involves faculty, staff and students in the
co-curricular planning process.

Group mentoring, for developmental education
students, is focused on selected developmental
courses. Teams of volunteer mentors comprised
of College faculty and staff visit developmental
English and math courses twice each semester
to share pertinent information and to schedule
one-on-one follow-up sessions.
n

Peer mentoring is tied to developmental
English and math sections. Students who have
successfully completed developmental courses
receive training in order to assist their peers who
are currently enrolled in developmental courses
and connect them to necessary services and
resources.
n

The Banner Relationship Management (BRM)
module allows us to track connections with students from the first interaction through graduation.
In addition, BRM allows us to provide information
specific to student needs and interests for potential
or returning students. The BRM module also will assist in building stronger, on-going relationships with
our students. We are currently building “campaigns”
within BRM that target key student groups with
shared interests and with whom we want to have a
structured communications plan.

Student feedback is gathered in a number of ways.
Student Government officers at each campus
serve as the student voice to the College administration and work on behalf of the student body
to help improve services and programs for all
students.
n

The Board of Trustees meets with student
leaders prior to each Board meeting to listen to
and engage with students regarding the student
experience. These feedback sessions generate
action items for student improvements.
n

The College’s primary technology interface with
students is my Tri-C space which enables students
to access personalized and customized information
that is tailored to them. It includes their own college
email account which is a predominant communication channel.

Faculty office hours remain one of the most
direct means of gathering information and feedback from students.
n

Student evaluations are a major feedback
mechanism.
n
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Study Jams provide small group tutoring and
feedback sessions among students, tutors and
faculty.

needs and other professional requirements (for example, licensure). These committees meet at least
once each semester.

Blackboard sites associated with most course
sessions provide communication and feedback
among students and between students and faculty.

In order to directly engage graduates on an on-going
basis, the College launched an Alumni & Friends
Association (AFA) that will allow us to remain in communication, collect data, and to build and maintain
relationships for the long-term. Since more than
85 percent of Tri-C graduates continue to live and
work in Cuyahoga County, alumni can serve as a
significant asset in fundraising, levy support, co-op
and internship opportunities for current students, on
program advisory boards, and as adjunct faculty.

n

n

3P3

We analyze the changing needs of
our key stakeholder groups and select
courses of action to meet those needs in a variety of
ways. Key stakeholders for the College are alumni;
K-12 school systems; transfer partner institutions;
area employers; local, state and Federal government agencies; and community members.

3P4

Relationships with key stakeholders
are built and maintained through a
wide array of College activities. Significant relationship-building rests in the hands of the College
President, with input from the Vice President of
Government Relations and Community Outreach,
the Cuyahoga Community College Foundation, the
Campus Presidents, and College Vice Presidents.
Community outreach efforts sponsored by the College’s Foundation include the annual Presidential
Scholarship Luncheon that attracts representatives
from local business, industry and government.
Outreach efforts also are conducted by the College’s Government Relations staff to Federal, state,
and local government and government agencies.
College faculty and staff serve on numerous local
boards and Chambers of Commerce within the community. Articulation and transfer agreements are
maintained with area colleges and universities, and
pre-college, early college, and postsecondary enrollment programs are conducted in cooperation with
the Cleveland Metropolitan School District and other
area school districts.

The College engaged in a broadly inclusive strategic
planning process and created a five-year plan that
spans 2009-2014 (8P2). As part of this process,
many of the key stakeholders were directly engaged
to provide input. On an annual basis, the College
creates goals, implementation strategies and associated measurable objectives that are tied to
the Strategic Plan. Each campus sets annual goals,
also aligned with the Strategic Plan and college
goals, taking into account the needs of the local
community.
The College conducts an annual survey of graduating students. Each November, surveys are mailed
to the graduates of the previous academic year;
graduates are given the option of returning the
paper survey or completing the survey online. A copy
of the questionnaire (with mention of the online option) is mailed a second time to non-respondents in
January, and a third time in March. Institutional Research works with the individual academic program
areas to make certain that the survey accurately
reflects their program review and planning needs.
Employers of graduates are also surveyed annually
to determine how well-prepared our graduates are
for the workforce. These results are an integral part
of the curriculum mapping and program evaluation
processes and are managed using Tk20, our
assessment tracking tool (1P18).

In an effort to systematize and track contacts with
key external stakeholders, the college has begun
implementing the use of customer relationship management software, SalesLogix. Key relationships are
assigned a relationship owner and communications
are coordinated through that single point-of-contact.
This system allows for greater clarity of communication and less duplication of effort; it is discussed in
greater detail in 9P2.

Each technical program is required to have a
Program Advisory Committee whose membership
includes program staff, faculty, and area employers and professionals. The committee’s purpose
is to provide input to the curriculum development
process, thereby assuring alignment with employer
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3P5

3P6

We determine if we should target new
student and stakeholder groups with
our educational offerings and services through existing College processes that include broadly inclusive
strategic planning; annual college and campus goal
setting; curriculum development and revision; enrollment management planning; and direct input from
stakeholders. These processes generally include
institutional research support in the form of market
and employment analyses, population trend analyses, and environmental scanning. The data collection methods described in 3P1 also support these
decision-making processes.

The system for collecting complaint
information from students and other
stakeholders was considered a strength in our 2008
Systems Portfolio and has been enhanced since
then. Advocate, a commercial software product
used to collect data on Student Judicial Affairs,
was expanded to track student complaints collegewide. This modification provides a common format
for tracking and processing all complaints and
is coordinated on each campus by the Dean of
Student Affairs.
The College’s Facebook page is also a source for
identifying complaints. As a result, our Facebook
page is consistently monitored and issues that
arise are forwarded by the Marketing Department to
the proper department or individual for resolution.
Facebook questions and issues are also evaluated
to determine if they appear to be widespread or general in nature and need to be added to the online
FAQs. When the College conducts outbound calls
and emails to share information with students, the
communications give students the opportunity to
respond with their concerns and questions.

Input from program advisory boards and program
accreditation processes also help determine the
need for new services and offerings, as do area employers. Examples of actions that target new student
and stakeholder groups include:
Built the new Westshore Campus in response
to changing county demographics and a growing
need for educational programs and services on
the western border of Cuyahoga County
n

Opened the Brunswick Education Center in
response to community needs for additional
educational programming within a county not
previously served by a community college
n

RE S U LT S ( R )

3R1

The College uses three standardized
surveys that are administered on a
regular schedule to determine student and stakeholder satisfaction. They include the Noel-Levitz SSI,
CCSSE, and SENSE. Focus groups and additional
surveys are conducted on an ad hoc basis when
special needs arise. In addition to these methods,
direct feedback on satisfaction is provided by the
Student Senate at each campus, the Joint Student
Senate for the College, departmental surveys, public
forums, town hall meetings, and public reporting
options.

Located the Tri-C Veterans' Education Connection Center at the Louis Stokes Cleveland
Veterans Affairs Medical Center, where student
veterans can take on-line Tri-C courses through
this innovative distance learning lab, the first of
its kind at any VA facility
n

Merged the Huron Road Hospital School of
Nursing with the College nursing program when
the Cleveland Clinic was forced to close the
126-year-old training facility. Working with the
Clinic, the College was able to provide 350 Huron
Hospital students the ability to complete their
education and serve the community
n

Student satisfaction at the course level is determined by course evaluations, surveys of online
students conducted each semester by the Office
of eLearning and Innovation (eLi), and satisfaction
surveys performed at the conclusion of each noncredit training contract completed by the College’s
Workforce and Economic Development Division.

Partnered with Cleveland’s new Horseshoe
Casino to provide training, application assistance
and screening for applicants who will fill 750
jobs at a new downtown facility that opens in
May 2012
n
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The College holds an annual enrollment summit that
involves College-wide Academic and Student Affairs
leadership reviewing and responding to data provided by the office of Institutional Research. Among
the data shared and analyzed at these events
are: enrollment trends and projections (student
subgroups, demographics, registration patterns,
completion rates), schedule trends (room utilization
rates, section fill rates, cancellation rates, peak
times), and program trends (new programs, courses,
pre-requisites).

Forty-two percent (42%) of graduates were
continuing their education within six months of
Tri-C graduation. Eighty-seven percent (87%) of
those students said that the preparation at Tri-C
for further education was good or excellent.
n

Figure 3.1
2009-2010 Graduate Survey:
Percentage of Students who Recommend/
Strongly Recommend their Course of Study

Following the start of each semester, a College-wide
debriefing is held to review performance during
these periods of peak registration activity. Key performance indicators analyzed include: financial aid
processing and award data, online registration and
payment performance, online resource utilization
(live chat sessions, total inquiries into ask TRI-C and
the number of videos viewed in Financial Aid TV),
telephone performance (total number of calls, number of calls abandoned, transfer rate, drop rate, and
average wait time), parking, and student accounting
performance. (6R3)

Degree Program

3R2

Performance results from the annual
graduate survey (Figure 3.1) and the
Noel-Levitz SSI (Figure 3.11), provide direct evidence of student satisfaction with College programs
and services.

Recommend
or Strongly
Recommend

Recommend
with Reservations

Would
Not
Recommend

Associate of Arts

91%

7%

2%

Public Service

90%

9%

1%

Associate of
Science

90%

8%

2%

Business Tech

87%

10%

3%

Engineering
Technologies

87%

8%

5%

Health Careers

84%

10%

6%

Creative Arts

79%

15%

6%

Applied Industrial
Technology/
Associate of
Technical Studies

76%

16%

8%

Nursing

71%

20%

9%

Total

85%

11%

4%

3R3

In the survey of 2009-10 graduates:

Numerous performance results demonstrate that the College is successfully
building relationships with our students, starting
with the most recent CCSSE results. In 2011, for the
first time, the College surveyed a significant number of students at each campus in order to receive
campus-specific results. The benchmark scores in
Figure 3.2 point out areas of opportunity at each
campus to build relationships with students.

Eighty-five percent (85%) of graduates recommend or strongly recommend their course of
study at Tri-C.
n

Eighty-nine percent (89%) of graduates who
were seeking employment were employed at the
time of the survey. For career program graduates,
eighty percent (80%) of those employed are in positions that are related to their Tri-C field of study.
n

Figure 3.2
2011 CCSSE Benchmarks of Effective Educational Practice Results – by Campus
Eastern

Metropolitan

Western

Westshore

Tri-C All

All CCSSE

Top
Performers

Active and Collaborative Learning

45.6

54.1

45.0

39.3

46.6

50.0

59.6

Student Effort

48.9

53.4

48.2

43.4

48.2

50.0

57.4

Academic Challenge

49.7

55.4

47.2

45.2

49.6

50.0

57.0

Student-Faculty Interaction

47.8

52.8

46.4

42.6

47.8

50.0

58.1

Support for Learners

48.1

52.5

45.5

43.8

47.6

50.0

56.6

Benchmark
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Figure 3.4

Students who participate in each of the three types
of mentoring noted in 3P2 are tracked through the
College’s Banner Enterprise Resource Planning
System. The correlation between mentoring and
retention varies by type of mentoring and by campus
(Figure 3.3). Additional research is needed to better
understand these differences. In general, mentoring
appears to have a positive correlation to retention
at most sites. Peer mentoring seems to have the
least impact on retention, which led the College to
reassess how mentoring is structured and whether
resources should be redirected towards other efforts.

Student Life, Athletics and Recreation: Retention of
Students with Student Activity Data in Initial Term

Fall Semester 2010 to Spring Semester 2011 Persistence Rates for Students in Mentoring Initiatives
Enrolled Fall
2010

Enrolled
Spring 2011

Fall-to-Spring
Persistence

142

107

0.754

One-on-One

35

28

0.800

Peer

111

72

0.649

1,063

699

0.658

Eastern Campus
Group

No Mentoring
Metropolitan
Campus
Group

–

–

–

One-on-One

94

66

70.20%

474

311

65.60%

1,161

671

57.80%

Peer
No Mentoring

–

–

–

One-on-One

65

49

75.40%

271

186

68.60%

2,002

1,478

73.80%

Peer
No Mentoring

Student Life, Athletics and Recreation also are
effective methods for building relationships with
students. As shown in Figure 3.4, students who
participate in these activities have a substantially
higher fall-to-spring retention rate than the general
student population for the same terms.

AQIP CATEGORY 3

% of
Students
with Activities % of Total
Code
Population
Retained
Retained

Fall
Semester
2009 –
Spring
Semester
2010

1,088

908

83.5%

66.0%

Fall
Semester
2010 –
Spring
Semester
2011

986

859

87.1%

67.8%

Fall
Semester
2011 –
Spring
Semester
2012

1,052

894

85.0%

66.3%

All new students are expected to complete NSO,
either in a face-to-face session or online. Both
versions review essential College information and
processes and must be completed prior to registration. The face-to-face orientation session includes
a mandatory, one-on-one session with a counselor.
Students completing either version of NSO show
increased retention rates (Figure 3.5), which led
to a new policy that requires new students to
attend orientation. An enhanced and improved
on-line orientation will be implemented in the
Fall Semester 2012.

Western Campus
Group

Enrolled,
Spring
15th Day
Census
Date

Terms

Figure 3.3

Location and
Type of Mentoring

Enrolled,
Fall
15th Day
Census
Date
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10 most popular questions being asked, built-in
escalation opportunities via both Live Chat and
email, and response ratings. In 2011, an average
of 384 questions was asked each day, which was a
28 percent increase over 2010. The total number
of questions asked in 2011 was 139,933 with a 99
percent answer rate and a 96 percent accuracy rate.

Figure 3.5
Retention Rates for Students Completing
New Student Orientation Fall Semester 2009
to Spring Semester 2011
Fall Semester 2009

# of
students

# returning
in Spring

%

Orientation Students

3,613

2,602

72.0%

Online

1,893

1,308

69.1%

Figure 3.6

In-person

1,720

1,294

75.2%

ask TRI-C Annual Usage 2009 – 2011

998

775

77.7%

full-day
half-day
No Orientation
Spring Semester 2010

722

579

71.9%

1,773

857

55.3%

# of
students

# returning
in Spring

%

Orientation Students

952

449

47.2%

Online

600

288

48.0%

In-person

352

161

45.7%

full-day

20

9

45.0%

half-day

332

152

45.8%

1,003

406

40.5%

# of
studentse

# returning
in Spring

%

Orientation Students

3,208

2,374

74.0%

Online

1,699

1,206

71.0%

In-person

1,509

1,168

77.4%

No Orientation
Fall Semester 2010

Total Questions Asked
150,000
109,729
100,000
69,309
50,000

0
n Fall Semester 2009

full-day

666

525

78.8%

843

643

76.3%

1,817

1,004

55.3%

Spring Semester 2011

# of
students

# returning
in Spring

%

Orientation Students

787

421

53.5%

Online

507

260

51.3%

In-person

280

161

57.5%

full-day

100

57

57.0%

half-day

180

104

57.8%

6,000

1,777

745

41.9%

5,000

No Orientation

n Fall Semester 2011

Figure 3.7
Live Chat Usage,
Fall Semester 2009 – Fall Semester 2011
Chat Sessions

Data for Fall 2011 not yet available.

4,000

A significant change in the College’s efforts to build
relationships with students is the Web application
ask TRI-C. The application was implemented in
2008 and its use continues to grow. Students and
community members can access ask TRI-C through
both the public website and from within my Tri-C
space. The app allows users to ask questions and
get responses 24 hours a day, 7 days a week. Users
can select from a list of common questions or type
in their own question. Key features include the Top

3,000
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n Fall Semester 2010

In addition to ask TRI-C, the College provides a Live
Chat service with staff in key student services functions (Registration, Financial Aid and Counseling).
Chat usage continues to grow and may present an
opportunity to expand service beyond traditional
office hours.

half-day
No Orientation

139,933

5,931
5,327
4,689

2,000
1,000
0
n Fall Semester 2009
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The College also provides Financial Aid assistance
in a video format on its public Web site via Financial
Aid TV. These videos address all common aspects
of financial aid (application, eligibility, scholarships,
loans, grants, VA benefits, and financial literacy).
Every video is available in English, Spanish and
Chinese (Mandarin and Cantonese). Financial Aid
TV usage continues to grow (Figure 3.8).

who support the College’s mission and wish to keep
up-to-date on the College’s initiatives and events.
Internal and external surveys revealed a strong
interest from the community for an alumni program.
The College has identified close to 22,000 former
students within the community as Cuyahoga Community College alumni. As one of its first events, the
AFA hosted an alumni gathering on January 1, 2012
at the Cleveland Browns vs. Pittsburgh Steelers football game and close to 100 individuals attended.

Figure 3.8
Financial Aid TV Usage,
Fall Semester 2009 – Fall Semester 2011

The AFA offers:
n

Videos Watched

Online community including social networking
via Facebook
n

6,000
5,000

Alumni Web site www.tri-c.edu/alumni

4,616

4,000

Alumni mentoring network to support the
success of our current students

3,000

n

2,000
1,000

n

Updated job search, career resources and
professional networking opportunities

1,219

E-newsletter for college information, special
events, discounts and news including professional achievements of alumni

892

n

0
n Fall Semester 2009

n Fall Semester 2010

n Fall Semester 2011
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Our performance results that demonstrate positive relationships with our
various stakeholders are summarized below.

3R4

In 2009, the College successfully
passed a 1.6 mill replacement levy and
a 0.3 mill increase with nearly 60 percent of Cuyahoga County voters supporting the issue. Given the
harsh economic conditions in Northeast Ohio, the
success of this levy clearly demonstrated the community’s support of the College. Levy dollars make
up 26% of the College’s operating budget and community support is critical to the College’s success.

Relationships with school districts in our service
area are key for the College and one program we
offer to area high school students is Ohio’s PostSecondary Enrollment Option Program (PSEOP).
This program is indicative of the success with
which the College has built dual enrollment
partnerships (Figure 3.9).

One large stakeholder group for the College is the
hundreds of veterans returning home from active
duty military service. The number of student veterans served by the College has grown substantially,
from 563 in Fall Semester 2008 to 1,009 in Spring
Semester 2012. In 2012, for the third consecutive year, Cuyahoga Community College earned the
designation of “Military Friendly Campus” from GI
Jobs Magazine, placing us in the top 20 percent of
all two- and four-year institutions in the country.

Figure 3.9
Number of High Schools and Students Participating
in PSEOP 2006 – 2011

The newly launched Alumni & Friends Association
(AFA) is actively engaged in reconnecting with
former students and graduates to build an on-going
network and to engage friends in the community
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Year

Number of Participating
High Schools

Number of Participating
PSEOP Students

2006

82

1,035

2007

92

1,075

2008

95

1,186

2009

93

1,435

2010

95

1,660

2011

93

1,437
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In addition to the number of PSEOP students noted
above, the College launched Dual Enrollment Partnership agreements with five area public and private
school districts in Fall 2011. These partnerships
served an additional 239 students by providing college courses in the partner high schools.

Figure 3.10
Career Development and Transition Services
Initiative Outcomes
January 2010 – January 2012

The College recently (December 2011) entered into
an agreement with the Higher Education Compact of
Cleveland. This Compact is comprised of 15 universities and colleges in Northeast Ohio making a commitment to Cleveland Metropolitan School District
(CMSD) and the access, progress and success of
their graduates for college completion. As the only
community college in the group, and the recipient
of the greatest number of CMSD graduates, the
College is seen as a leader and innovator within
the Compact to create support and interventions to
help these students succeed. In creating a new and
intentional model for student completion, we look to
improve the success of CMSD students enrolled at
the College; enhance our relationship with our community partners; and build a model for successful
completion for all students in the near future.

Number of Dislocated Workers Served

4,255

Approximate Hours of Free Service Provided

12,765

Number of Free In-Community
Workshops Delivered

3,200

Number of Dislocated Workers
Who Attended Workshops

1,679

Number of Technical Training
Scholarships Awarded in FY11

65

Total Value of Technical Training
Scholarships Awarded FY11

$100,000

3R6

We compare our performance on
processes in this category with other
higher education institutions using the Noel-Levitz
SSI. The survey includes a comprehensive list of student services, and asks students to rate both their
level of expectation and satisfaction with each item.
Figure 3.11 contains a summary of our most recent
Noel-Levitz SSI results in 2009.

The College-wide Career Centers were reorganized
in 2010-11 with a renewed focus to improve outreach to businesses and dislocated workers in
our community. The reorganization created a new
College-wide leadership structure and a more flexible approach to staffing the Centers so they can
provide better service to all College sites and create
a more robust structure for student internships and
co-ops. The attention to outreach and service activities was in direct response to community needs.
The Centers’ three goals, with respect to dislocated
workers, are 1) to help the workers acquire 21stcentury job skills and obtain jobs that require those
skills; 2) to increase academic progression; and
3) to increase retention and completion rates for
dislocated workers. Results of dislocated worker
outreach efforts are shown in Figure 3.10. The
success of events such as our College-wide career
fairs, most recently held in March 2012 and hosting
90 employers and more than 1,000 student and
community job seekers, is a testament to the need
to continue to enhance our programs to serve our
constituents.

Figure 3.11
2009 Noel-Levitz SSI: Student Satisfaction Results

Student Centeredness

5.57

5.41

5.60
5.55

Instructional Effectiveness

5.67
5.67

Responsiveness Diverse
Pop
Campus Support Services
Safety and Security

5.23
5.22
5.20

5.34

Academic Advising/
Counseling

5.25

Admissions/Financial Aid

5.26

5.37
5.36
5.64
5.68

Academic Services

5.61
5.59

Registration Effectiveness
Service Excellence
Concern for the Individual
Campus Climate

n National Community Colleges
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Approximate Number Who Received
Resume Writing Assistance
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5.48

5.35
5.28

5.42
5.37

5.51

n Cuyahoga Community College
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The offices of Admissions, Registration,
Student Records, Business/Student Payments,
and Financial Aid were reorganized beginning in
summer of 2010 to form comprehensive onestop service locations now called Enrollment
Centers at each campus. The creation of the
Enrollment Centers was modeled after the “OneStop” concept used in other higher education
institutions as a best practice. The new structure
created a generalist position that is cross-trained
to perform all the basic services related to student registration, including taking payments and
providing basic financial aid information. These
services were formerly performed by separate
staff in three different offices, which required
students to make multiple visits in order to gain
answers to basic questions, register and pay for
classes. More complex issues are immediately
referred to co-located specialists for resolution.
The new structure also created a new, unified
leadership structure reporting through the Dean
of Student Affairs at each campus, as opposed to
the previous more layered structure.

IMPROVEMENT (I)

n

3I1

A summary of some of the recent systematic and comprehensive process improvements in this category follows.
The College commitment to area veterans led
to the December 2010 opening of a Veterans
Education Connection Center (VECC) at the newly
expanded Louis Stokes Cleveland VA Medical
Center. Developed in partnership with AT&T and
a retired professor from the College, the new
distance learning lab meets the needs of veteran
students who are not ready for the campus environment. Veterans have access to high-quality,
distance learning degree program opportunities along with a wide array of support services.
The Center is staffed with an on-site Veterans’
Coordinator to assist with registration and enrollment support, benefits acquisition support, as
well as access to both College and community
resources. The VECC continues to grow as an offcampus site where veterans can receive support
services. This program is considered a national
model for providing a pathway to higher education for student veterans. The distance learning
component of the VECC is ideal for wounded
soldiers receiving treatment at the Louis Stokes
VA Medical Center as it provides easily accessible
services and coursework for veteran’s not able to
access them any other way. The VECC provides
an on-site classroom setting with the appropriate
disability considerations and technological support that eases a very difficult transition. The College Veterans Upward Bound (VUB) program now
offers classes at the VECC. Students enrolled
in VUB developmental courses can attend their
classes in the VECC. This initiative is a “one stop
shop” for all veteran education needs. Since its
opening in December 2011 the VECC has served
654 total veterans; 253 veterans are identified
as core users, those who use the center two or
more times each week.
n

AQIP CATEGORY 3

The Barnes and Noble bookstores at each
campus now offer textbook rentals and online
textbooks in response to student concerns regarding the cost of new and used books, as well
as the poor cash return at resale.
n

All four campus libraries, Technology Learning
Centers and Learning Resource Centers completed a collaborative, year-long study to identify
student, faculty and staff needs, validate current
services, and identify best practices and improvement opportunities. Lessons learned from
the implementation of Enrollment Centers were
also leveraged. The outcome of the study was a
strategic decision to implement “learning commons” concepts to augment classroom learning
and improve support for our students and faculty.
First phase improvements that have been implemented were: 1) the redesign of organizational
structures to simplify reporting levels, and 2) a
full review and modification of job descriptions to
clarify roles and responsibilities.
n
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3I2

The culture and infrastructure of
Cuyahoga Community College are major
contributors to the improvements being made. The
well-established connections between strategic
planning, annual goal-setting, and campus plans
provide the basis for selection of specific improvement processes and setting targets.
The now-pervasive culture of evidence also supports
these processes. With initiatives such as Achieving
the Dream and other grant-funded projects, AQIP,
program and specialized accreditation processes,
strategic hiring processes, evaluation of service
delivery models, state accountability measures, and
the forthcoming American Association of Community
Colleges Voluntary Framework for Accountability, our
improvements are thoughtful, data-informed activities in support of student success and stakeholder
satisfaction.

Understanding Students' and Other Stakeholders' Needs
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C A T E G O R Y F O U R : Valuing People explores your organization’s
commitment to the development of your faculty, staff, and administrators.

the position and the most qualified candidates are
selected and interviewed. After a position is posted,
a prescreening process is used by hiring managers
to assess an applicant’s ability to successfully perform the job. The prescreening is also used to rank
applicants’ qualifications and to remove unqualified
job seekers from the applicant pool.

PROCESSES (P)

4P1

As a multi-campus organization, we
work to keep consistency throughout
the College in our job descriptions using the one
college vision. The process for identifying the credentials and skills for any job is a comprehensive
and collaborative approach facilitated by Human
Resources (HR). As staffing needs are identified,
hiring managers and human resources work together to update or design job descriptions. A heavy
emphasis is placed on the required and preferred
credentials, education attainment and professional
work experience of the candidates.

A Staffing Advisory Committee (SAC), diverse in
ethnicity, gender and age, is formed where members
of the SAC are selected based on their expertise,
experience and knowledge of the duties of the vacant position. The District Director of Diversity and
Inclusivity reviews and approves each SAC. The SAC
is provided with guidelines for evaluating the candidates based on the advertised skills and abilities. A
Screening Matrix is available and is a valuable tool
to use when the SAC meets to review applicant materials. The College conducts behavioral interviews
where we present real-life scenarios to potential
candidates. This helps hiring managers assess a
candidate’s past behavior as a predictor of future
success at the College. The list of interview questions, developed by the SAC and approved by HR,
assess previous experience, organizational fit, and
the candidate’s ability to thrive in an inclusive and
highly diverse environment. Before a final decision is
made on some positions, candidates may be asked
to provide a presentation related to their skills and
talents. Some positions may also require a specific
skills assessment to confirm the candidate’s skills.

Requirements for specific positions are sometimes
dictated by accrediting agencies. Internal and
external benchmarking is used to compare and
identify the skills and credentials required for many
positions. The job benchmarking process begins
by compiling a list of "key accountabilities" for the
targeted job. The key accountabilities are the critical
business goals and successes the job position is
responsible for. Input from hiring managers, supervisors and employees currently performing the roles
and responsibilities are solicited since they have a
thorough understanding of the scope of the work
involved. Additionally, Internet research and sample
job descriptions highlighting similar jobs may be
used to gather information.
Upon completion of the job description, the Compensation Director reviews the work duties, tasks
and responsibilities to ensure the most important
outcomes or contributions needed from the position
are captured and expressed in the final posting.

The final step in hiring is for HR to review the job
description, which includes both minimum and
preferred qualifications and experience requirements, and compare it to the finalist’s credentials
to validate the hiring offer. Additionally, education
verification is provided by a third party vendor.

4P2

In hiring new employees, the College
looks for a fit with the specific job
description and with the organization. We place an
emphasis on diversity and look for candidates with
the ability to support our diversity initiatives. All job
postings, as well as the College Web site, emphasize
our commitment to providing a welcoming environment to a diverse population. Applicants are recruited nationally, regionally, or locally as appropriate for

Valuing People

4P3

The College recruits and hires employees by leveraging the brand and
culture of the institution, which also increases the
sense of fit for employees. The type of open position
determines how we recruit candidates as we seek to
attract the largest and most diverse pool possible.
We post all positions on our Web site and also
target our search outreach to the specific position.
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A faculty position, for example, will be advertised
nationally, regionally or locally while other administrative positions may be announced only locally. The
full description of the process was outlined in our
2008 Systems Portfolio and was considered to be
a strength.

A key development and retention activity at the
College is the Mandel Leadership Development
Program. Supervisors nominate employees for
participation in one of the three tracks that target
emerging leaders, executive leaders and faculty
development. Employees are selected based on:

The use of the behavioral interview process is intended to identify individuals who will fit well at the
College, not only from the aspects of their skills and
capabilities, but also who understand and embrace
the mission. Once hired, we work to retain employees by offering a combination of 1) challenging
opportunities aimed at career growth; 2) a variety of
activities intended to have employees feel valued;
and 3) recognition and rewards to those who make
significant contributions to the College.

n

Recent contribution(s) that advanced
institutional goals;
n

n

Unique characteristics of the person; and

n

The potential to contribute in the future.

4P4

All new employees are oriented to the
College during New Employee Orientation, which was updated and implemented in January 2012, and now is based on sharing and appreciating the mission, vision and values of the College.
New employees view a video-taped interview with
one of the founding trustees of the College; participate in a hands-on activity; hear from two executive
representatives; and understand the impact of our
mission, vision and values through student testimonials regarding the quality, accessibility and affordability of the education our students receive.

While efforts to retain faculty and staff are continuous, retention starts at New Employee Orientation
(NEO). NEO is a College-wide orientation specifically designed to encourage a positive experience
at Tri-C through a well-planned introduction to our
culture. During this orientation, new employees
meet members of the executive leadership team
and several key department directors. Employees
are provided with information regarding benefits,
policies, mission, vision, values, goals, leadership
focus, AQIP process, key departments, and team
structure. Quantitative and qualitative evaluations at
the end of each NEO session indicate overwhelming
positive support for this process. Suggestions for
improvement are taken seriously, and the program
undergoes continuous modification.

4P5

The College uses a succession planning process to plan for changes in
personnel. For executive positions, we use a Nine
Block process for reviewing readiness of individuals
to move up and/or assume additional responsibilities. This process focuses on key positions so that
if they were to become open, they could potentially
be filled by internal candidates who have the skills,
knowledge and capabilities, or are in the process of
obtaining those competencies, to perform the job
with little or no impact on the flow of College operations. The Nine Block decision matrix is shown in
Figure 4.1. We also review our pool of Mandel
Leadership Program participants, as well as new
talent that has been brought to the College from the
outside. The HR unit is in the process of redesigning
competencies and how they relate to job descriptions as a way to ensure that the College hires for
the appropriate role and brings in the best talent.

To assist with on-going employee development and
retention, the College HR unit oversees the Performance Excellence Process (PEP), which is more
fully described in 4R10. The PEP helps employees
and supervisors identify gaps and areas where
additional training might be needed. Supervisors
are urged to work with their employees to create a
professional development plan. There are numerous
opportunities at the College for employee development; employees may self-select internal training
offerings. Supervisors may also elect to send an
employee to external training. There is a defined
process for external training where employees state
a goal and an expected outcome of the training and,
upon return, file a follow-up report stating if the
goals and objectives were met and how they plan to
implement their learning.

AQIP CATEGORY 4

Identified leadership traits;

When we review the need for employee growth or
reductions, the College first looks at the ability to
serve our students. Future needs are often determined by projected student enrollment levels. Since
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the 2008 Systems Portfolio, the College opened a
new campus and a new major educational center.
During the planning process, leaders were identified from within who were able to seamlessly open
the new locations. Reductions usually are not made
across the board but rather through a careful analysis of needs to ensure the College can maintain
services to students.

consistent format for college meeting agendas and
meeting minutes. Second, the employee feedback
mechanism was created in response to employee
survey results indicating the desire for a process
that allows employees to provide feedback to and
receive communications from College leaders. Using
an online form, employees now have the opportunity
to offer “upward feedback” in a safe and secure
system; feedback provides suggestions, comments,
and concerns to enhance the College environment.
Employees have the option to remain anonymous
or be identified in the system, and to be recognized
if their suggestion leads to an internal or external
article or announcement.

Figure 4.1
Nine Block Decision Making Matrix

Performance

Solid Citizen
Performer

Strong
Performer

Star
Performer

Questionable
Performer

Solid Citizen
Performer

Strong
Performer

Low
Performer

Questionable
Performer

Solid Citizen
Performer

4P7

The College ensures the ethical practices of all of our employees by presenting
an Ohio Ethics Law review at New Employee Orientation and requiring new employees to acknowledge
receiving a copy of the Ohio Ethics Law. In addition,
the Audit and Advisory Services (internal audit)
team, reporting directly to the EVP of Administration
& Finance, offers a monthly Hot Topic Training program where “ethics” has been presented in a variety
of ways. Topics have included “Ohio Ethics Laws and
related College Policies” and “Maintaining an Ethical
Culture on Campus.” Audit and Advisory Services
team members also review conflict of interest and
related party disclosure forms as part of their audit
procedures. Any employee can utilize the grievance
process to report observed unethical behavior. In
addition, the College’s General Counsel is available
for consultation and clarification of practices.

Potential

4P6

In general, the College designs work
processes and activities so they
contribute both to organizational productivity and
employee satisfaction through cross-functional
teams that include staff directly involved with the
work process and also those who send or receive
that work product. This process leads to greater
interactions and relationship development among
those who previously had little contact. It also has
allowed several functions to be more productive and
has added to employee satisfaction.
The College increasingly utilizes software tools and
data analysis to assist in targeting work process
improvement. The Call Center, for example, monitors
the length of time students wait on the phone, the
number of dropped calls, and Internet usage. During
peak times, campuses can shift staff to best accommodate students’ needs in person and online. Call
Center metrics are included in 6R2.

The College Board of Trustees members and senior
management team annually attend a required ethics training hosted by the Ohio Ethics Commission.
Board level policy requires ethical behavior and a
high standard of conduct in compliance with the
ethics laws. The recently passed Ohio House Bill
66 requires each public entity in the State to make
all employees aware of the Auditor of the State of
Ohio’s fraud reporting hotline by May 4, 2012. The
College is building the information into the New
Employee Orientation. Effective July 1, 2012, the
College is implementing its own Ethics Hotline.

Two changes related to work processes and employee satisfaction are currently underway as a result
of an identified opportunity in our 2008 Systems
Portfolio. The College convened an Internal Communications Committee in 2010 (5P7) to review
and recommend changes to our internal communications processes. First, a meeting efficiency
toolkit, created to reduce the number of face-to-face
meetings and intercampus travel, provides guidelines to increase the use of the College’s available
meeting technologies; the guidelines also suggest a

Valuing People

4P8

The College uses the employee PEP as
a primary method for identifying training needs. The Learning and Development (L&D)
team offers a significant set of training courses that
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currently fill most employees’ basic training needs.
The L&D team works with supervisors to conduct
needs assessments based on the PEP results, and
identify new training created by changes in work
processes. Courses also include all mandatory
safety training as well as identified compliance updates. The team currently is developing a Learning
and Development catalog that will serve as a central
repository of all professional development opportunities, both seat-based and online; it is not meant
to be static, but a dynamic repository of offerings.
Learning and Development also is looking at technology performance tools to enhance the existing
system and ensure that the College has a process
to monitor the effectiveness of its training and the
need for additional offerings.

to bring subject matter experts and trainers to the
College so that a large number of faculty and staff
can benefit from the training. As part of the Achieving the Dream project, the College has provided
professional development training for faculty and
administrators with a focus on creating learning
communities, using innovative teaching methods,
and offering students supplemental support.
We encourage continued learning and development
throughout the career of faculty, staff and administrators through a number of internal programs,
many coordinated by the Director of Teaching, Learning and Academic Professional Development.

Staff are encouraged to attend informational sessions and training that help them understand how to
align their work with the College strategic plan and
annual goals. From 2008 to 2010, the Learning and
Development team offered “Focus on Excellence”
information sessions to inform employees of College
initiatives aimed at achieving the strategic goals.
The President uses her monthly College-wide Cabinet meetings to host internal and external experts
whose presentations and discussions assist leaders
in the implementation of strategic plan and annual
goal activities.

Colloquia and College-wide Conference Days

n

The Dean’s Academy*

n

Program Managers Academy*

n

Mentoring Program*

n

Mandel Leadership Program

n

Alliance for Teaching and Learning*

n

College-wide Cabinet*

Support for national conferences including the
League for Innovation in the Community College,
National Institute for Staff and Organizational
Development and American Association of
Community Colleges.*
n

Faculty professional development is driven by the
faculty performance review system, as outlined in
the American Association of University Professors
bargaining agreement as noted in 4P10.

*Offerings were described in detail in our 2008 Systems Portfolio.

The Human Resources Governance Committee,
comprised of a cross section of faculty, staff and administrators, is charged each year with a new focus
area related to training needs. During 2011-12, the
Committee administered a survey to current directors and managers about what types of supervisory
training would be helpful to new supervisors, and
the results will serve as additional input to our leadership development program planning.

4P9

The College trains and develops its
employees to contribute fully and effectively throughout their careers here by providing
access to internal programs and external opportunities. On-going professional development is critical to
an effective learning organization. In addition to individual development plans that result from the PEP
process, the College works to bring in new ideas and
replicate best practices through some of its larger
grant-funded projects. When grant proposals are
developed, we frequently identify the training that
will be needed to achieve the expected outcomes.
Funds are allocated to ensure the training will take
place. For some training, we select a few individuals to participate and then provide the training to
others afterwards. Other times, it is more effective

AQIP CATEGORY 4

n

4P10

The College uses and designs its
performance management system
to align each employee’s goals to the five-year strategic plan and annual goals of the College. We use
a cascading system that begins with the executive
leadership team determining the annual goals. Vice
Presidents then establish their annual objectives
to achieve the goals; directors agree on their objec-
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tives with the Vice Presidents, and so on to
all employees. Employee PEP include objectives
related to:
n

The College 2009-2014 Strategic Plan

n

The 2020 Vision of the College

objectives and to be competitive in our marketplace.
We developed a Total Remuneration (Rewards)
Philosophy in 2007 with the following goals:
Develop and maintain a program that ensures
we are good stewards of the public’s resources
n

Create an environment where employees feel
that they are rewarded fairly for the scope of their
responsibilities and tenure
n

A personal or departmental function intended
to foster inclusion and diversity
n

A personal or departmental function related to
the health and wellness

n

Each employee also is evaluated on common
competencies such as results orientation, customer
service, problem solving, teamwork, continuous
learning, and organizational commitment.

n

n

Complement an environment described as dynamic, progressive, diverse, established/secure,
forward-looking and respectful
Provide consistent and competitive but reasonable cash compensation and benefits to employees at all levels

New full-time tenure-track faculty are evaluated
twice a year (once a semester) for the first two
years; evaluations are conducted once a year in
years three, four and five. The evaluation uses a
rubric and checklist to capture an in-class observation. Interviews with the dean are also part of the
evaluation process. Faculty can obtain tenure in
year six, and then move to a three-year evaluation
cycle. After achieving tenure, faculty have the option
of doing a self-evaluation or a peer observation.
Faculty evaluations include the review of five competencies, with a clearly defined rubric for each one.
The competencies include:
n

Develop and maintain consistent processes
for determining cash compensation and benefits,
including the establishment of the College competitive marketplace and its desired positioning
within that market
n

Offer and maintain a financially sustainable,
competitive total remuneration program so that
the College is able to attract, retain, and motivate
high quality employees who will, in turn, help the
College achieve its mission and vision
n

The College’s compensation program and wage
scales are reviewed annually using third party salary
market data such as College and University Professional Association for Human Resources, World at
Work, Economic Resource Institute, and Employers
Resource Council. In addition, we have established
a College-wide Joint Health Care Committee, made
up of representatives from each of our bargaining
units and several of our non-bargaining staff, that
meets regularly to explore alternative health care
cost containment possibilities and provide feedback
from their respective constituency groups.

Content area

Faculty performance related to student
engagement, presentation methods, and
classroom organization
n

n

Effective professional relations with students

n

Academic and professional standards

n

Professional development

Part-time and adjunct faculty are evaluated by the
same characteristics but on a different timeframe.
Because of the number of part-time and adjunct
faculty, evaluations are conducted during the initial
semester and at least once every two academic semesters of employment at the College. Evaluations
often are completed by full-time faculty or program
managers.

Employee recognition is important to overall employee engagement. Five-year increment service awards
are presented to individuals by campus leadership
at an annual awards ceremony. In addition, employees receive longevity awards for seven years of service and above. This financial bonus is given to the
employee each year after seven years (non-bargaining) and 12 years (bargaining) of service. Communication is sent to each recipient prior to distribution,
thanking them for their service and dedication to our
students and the institution.

4P11

The College designs its employee
recognition, reward, compensation, and benefit systems to align with our strategic
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During the College’s annual convocation in the Fall,
the Ralph M. Besse Award for Teaching Excellence,
the Innovation of the Year Award, the Professional
Excellence Award, and the President’s Award of
Achievement are presented by the College President. Convocation attendees include the faculty,
staff and leadership of the College. Details of each
award follow.

feedback gives the College opportunities to make
modifications to efforts that are not articulated as
effectively as intended. One example is the Inclusivity Advisory Board, comprised of employees from
across all campuses, that helps identify opportunities that may impact motivation from the perspective of diversity and inclusion.
The revised performance management competency
framework will triangulate leadership development
processes and programs, employee performance,
and succession planning. The College will conduct
College-wide analyses of competency ratings to
determine areas of need. We continue to rely on
surveys and focus groups to improve employee
development offerings. These processes to identify
needs are intended to strengthen the capabilities of
employees at all levels and ensure that the College
environment is one where people do their best work
and expend the discretionary effort necessary to
drive high performance. Strengthening talent management processes also will enable leaders to drive
employee engagement across the College.

The Ralph M. Besse Award for Teaching Excellence is presented to a faculty member from
each campus who demonstrates exceptional
professional competence, including innovation,
leadership and commitment to academic quality. A faculty member must receive at least two
nominations to be eligible: one from a student
and one from faculty, administration, or staff.
n

The Innovation of the Year Award is open to all
employees. The honor is given for an innovation
that demonstrates quality, efficiency, cost effectiveness, replication, creativity and timeliness.
n

The Professional Excellence Award is given to
one non-faculty, full-time employee on each campus. The award recognizes outstanding service to
the College and its students through professionalism, outstanding customer service, dedication,
leadership and initiative.
n

4P13

The College provides for employee
satisfaction, health and safety, and
well-being through a variety of programs and evaluates them through employee feedback. In partnership with Workplace Dynamics, a third party vendor,
the College administered its first employee engagement survey in March 2011. Of the 2,631 employees invited to complete the survey, 1,376 (52%)
responded. The survey measured six workplace
factors through specific questions associated with
each factor. In addition, employees responded to
nine “custom” questions about the College. Survey
results are shown in 4R2.

The President’s Award of Achievement is given
to administrators and/or faculty who provide
exemplary work on behalf of the College. Recipients are chosen by the College President.
n

The College recognizes retirees at the Board of
Trustees meetings and hosts an annual event that
celebrates all retiring faculty and staff for the year.

4P12

The College determines key issues related to the motivation of
its faculty, staff and administrators in the hiring
process and by asking employees for input. In our
2008 Systems Portfolio we discussed the use of the
Targeted Selection® behavior-based interview process. This process helps us identify employees who
are a good “motivational fit.” In the PEP, supervisors
and employees jointly set objectives which allow for
employee input and creates commitment from the
employee. Town Hall and All-Hands meetings (5P7)
provide forums for employees to offer feedback to
College leaders; cross-campus committees also
provide feedback on key employee issues. This

AQIP CATEGORY 4

Through the College health and wellness initiative,
all full- and part-time employees are encouraged to
complete an annual Health Risk Appraisal (HRA),
biometric screenings, and participate in a variety of
wellness programs and services. Full-time employees are eligible to earn a monetary incentive for
successful completion of required activities in an
effort to keep healthy employees healthy and to
keep others from getting further away from healthy
lifestyles. Full-time employees track their participation in wellness activities through a system called
WellSteps. In order to receive the monetary incentive ($175) employees must complete the annual
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HRA, complete appropriate biometric screenings
(blood pressure, blood glucose, total cholesterol and
height/weight) and earn a required number of points
through WellSteps activities such as yoga, webinars,
and lunch and learns. Points translate into three
levels of rewards, bronze, silver and gold.

Over the past year, the College developed departmental scorecards for tracking progress on strategies that are designed to achieve our goals. Specific
measures are used to gauge success or the need
for improvement on a variety of issues. Scorecard
measures for Human Resources, available in June
2012, include:

The HRA has been available to College employees
for the past 12 years through a partnership with
the University of Michigan’s Health Management
Research Center (UM-HMRC). The HRA questionnaire is a tool that gives individuals an assessment
of their current health and quality of life. The UMHMRC HRA:

n

Percent of annual and midyear performance
reviews completed
n

Percent of employees attending culture-based
training
n

Raises health awareness for the participant

n

Reviews one’s personal lifestyle practices
and reveals health issues that personal choices
could impact

n

n

Percent of sick hours used to available hours

New employee satisfaction with the hiring and
onboarding processes

n

Hiring manager satisfaction with the hiring
process
n

Prioritizes the top three areas needed to
maintain and/or improve health
n

Allows individuals to monitor their health with
repeated HRA participation
n

n

Number of open positions

n

Time to fill open positions

College-wide engagement in the wellness
program
n

In addition, the HRA provides the College with a
summary assessment on the group health status of
the participating employees. Non-identifiable individual data are combined to generate specific reports.
The UM-HMRC analyzes data to support College
decisions on program offerings by monitoring and
evaluating employees’ health, health changes and
the overall health management program outcomes
over time.

n

Job evaluation turnaround time

Overall cost of medical and prescription
benefit plans
n

Voluntary retirement plan enrollments and
contributions
n

4R2

RE S U LT S ( R )

Several performance results related to
valuing people are listed below.

More than 100 employees have participated in the
Mandel Leadership program since its beginning in
2008. They include 41 emerging leaders, 37 faculty
and 31 executives. The external funders of this
program have been very pleased with its results and
recently increased their funding to the College.

4R1

Our 2008 Systems Portfolio outlined a
number of methods the College uses
for tracking and analyzing measures related to valuing people. Since then the College added a number
of follow-up surveys. One relates to New Employee
Orientation. One month after orientation, participants are asked for feedback on the content, delivery and relevance of the training. Another survey is
sent to managers at the end of a hiring process asking how well it worked and their satisfaction with the
process. Learning and Development also conducts
participant surveys after each training activity.

Valuing People

Voluntary and involuntary turnover

The employee engagement survey results included
an index score on six workplace factors. The percentage of College employees providing positive
responses on each factor are: 1) Managers – 83%;
2) Pay and Benefits – 78%; 3) Execution – 61%;
4) Career – 76%; 5) Direction – 76%; and 6) Conditions – 73%.
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The results for the nine custom questions for the
College are below, showing the percentage of
employees agreeing with each statement:

Within the last year, the College also began surveying hiring managers regarding their satisfaction with
the hiring process. All responses in Figure 4.3 are
based upon the percentage of managers who were
satisfied or highly satisfied with the experience in
each of the past three quarters.

1. The Wellness Program encourages me to
practice positive health habits – 95%
2. The Wellness Program provides what I need
to improve my health – 92%

Figure 4.3
Hiring Manager Survey Results

3. I receive constructive performance feedback
from my department head – 82%

Quarter
Ended
Aug. 2011

Quarter
Ended
Nov. 2011

Quarter
Ended
Feb. 2012

1. Satisfaction with
coordination of job
definition approval/
posting process

53%

57%

69%

2. Satisfaction with
review of applicant
pool

84%

86%

83%

3. Satisfaction with
HR manager’s ability
to address questions/
issues relating to the
process

68%

79%

92%

4. Satisfaction with
the overall quality of
service received from
HR

58%

64%

92%

4. Tri-C’s culture encourages inclusion and
respect – 80%

Hiring Manager
Survey Results

5. I receive the training I need to perform my job
– 80%
6. People with a wide variety of experiences are
appreciated at Tri-C – 80%
7. I receive timely performance feedback from
my department head – 79%
8. Tri-C encourages different points of view – 72%
9. There are many opportunities to provide
feedback within Tri-C – 67%
The College recently began surveying new employees 30 days after their orientation. All responses in
Figure 4.2, except for the first question, are based
upon the percentage of new employees who were
satisfied or highly satisfied with the experience in
each of the past three quarters.

4R3

The College tracks the measures for
each of the 2009-2014 strategic plan
goals (8R2). In addition, the College sets annual
goals, along with metrics for measuring the success
of each area. As discussed more fully in 4P10, the
PEP aligns individual performance with the goals of
the College and AQIP. Other evidence of effectiveness includes student evaluations, position fill rates
and agency ratings.

Figure 4.2
New Employee Survey Results
Quarter
Ended
Aug. 2011

Quarter
Ended
Nov. 2011

Quarter
Ended
Feb. 2012

1. Applicants whose
initial response to
application was
within 1 - 3 weeks

47%

50%

70%

2. Satisfaction with
interview process

90%

87%

93%

3. Satisfaction with
the quality of communications throughout
the interview process

90%

74%

86%

4. Overall satisfaction
with Day 1 of
orientation

86%

96%

100%

New Employee
Survey Results

4R4

The College results for the performance of processes related to valuing
people can be compared on a couple of dimensions.
The Human Resources office has a goal to minimize
a compliance culture and move toward more of a
consultative/coaching environment, as shown in
the following diagram. Our processes are seen as
a best practice in the State of Ohio, with numerous
requests from other area colleges and universities
to share our successes.
Compliance

AQIP CATEGORY 4
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that demonstrate unique approaches to improving
the wellbeing of the workplace and employees, and
excel in innovation and initiatives. As a participant
in the UM-HRMC's annual HRA process, we receive
comparative data on wellness. In 2010, the most
recent results available, our average wellness score
was 85.6, compared to the overall average of 84.7.
This score is based upon three components: use of
preventative services; the total number of risk factors (Figure 4.5); and the interaction of the risk factors that lead to disease. This score is a reflection of
a person’s health behavior more than health status.

Annually, the college compares its health care costs
with those of other colleges and universities of similar
size and Ohio companies of 500+ employees. The
results of this benchmarking are shown in Figure 4.4.
Although the College costs are slightly higher than the
comparative institutions, we consider this a strong
recruitment benefit that the College consciously
pays a higher proportion of the total benefit cost,
rather than passing the cost on to the employees.
Figure 4.4
Average Total Health Benefit Cost per Employee

Figure 4.5
Risk Status

$14,000
$12,000
$10,000
$8,000

70.0%

$6,000

60.0%

$4,000

50.0%

$2,000

40.0%

$
2008
n CCC

2009

2010

n College/Univ. 500+

30.0%

2011

20.0%

n Ohio 500+

10.0%
0.0%
Low (0 – 2 Risks)

Medium (3 - 4 Risks)
n CCC

Edington Associates and UM-HRMC recently awarded the College health and wellness initiatives with
the first Edington Annual Next Practice Award Great
Beginnings Honoree in the category of Self Leadership. The Next Practice Award recognizes organizations that are actively engaged in the pursuit of a
healthy, high-performing workplace and workforce.
The Award specifically acknowledges companies

High (5+ Risks)

n HMRC

In addition to the wellness score, UM-HMRC also
provides the College with data regarding compliance
with preventative services recommended for specific age and gender groups. The results of College
compliance against the UM-HMRC comparison are
shown in Figure 4.6.

Figure 4.6
Comparison of College Compliance with
Recommended Preventative Screenings

Pap Test
Mammography Screen
Tetanus Shot
Flu Shot
Dental Exam
Colon Cancer Screen
Cholesterol Screen
Blood Pressure Screen
0.0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
n CCC
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ment goals of AQIP, the College determines how
any contemplated changes might affect students.
If a suggested improvement has operational value,
but negatively impacts students, other options are
reviewed to gain efficiencies or effectiveness, while
ensuring that student success remains a priority.

IMPROVEMENT (I)

4I1

Since the 2008 Systems Portfolio, the
College made a number of improvements
in this category that impact the College and all of its
employees. Details of the following improvements
are discussed in the process questions above.
n

New Employee Orientation

n

HR Managers at each of our campus locations

n

Mandel Leadership Program expansion

n

Executive Succession planning process

n

Wellness Program

With the hiring of a new Vice President for Human
Resources in 2010, a Strategic Plan for 2012 –
2014 was developed based on the newly created
mission that reads: The Office of Human Resources
partners with our colleagues in the College community to foster a culture that inspires excellence and
engages people to fulfill the College’s mission. The
mission statement led to four goals, detailed action
plans and success metrics to move HR forward.
The goals are:

Health Risk Assessment and biometric
screening requirements for incentives
n

Goal 1:
Provide excellent service and accurate, timely
information to all stakeholders using a consultative and proactive approach.

Custom videos for healthy eating and the
Wellsteps tracking system
n

We are reviewing our current work to align specific
job requirements and continuous improvement
efforts with competencies for community college
leaders as published by the American Association
of Community Colleges. The revised competencies
will provide the College with a framework for the PEP
and will impact employee and leadership development programs, succession planning and talent
acquisition.

Goal 2:
Support the One College culture of excellence
and consistency through the creation of best-inclass programs, processes and tools.
Goal 3:
Embed diversity and inclusion in all people,
processes and programs.
Goal 4:
Protect the College through risk avoidance
programs and compliance with laws, regulations
and collective bargaining agreements.

4I2

The College’s culture and infrastructure
help us select specific processes to
improve and to set targets for improved performance results based on the strategic plan and
annual goals. The strategic and annual goals are the
foundation supporting the work that is done and the
improvement projects that are undertaken to value
our employees. In addition to ensuring alignment
with the strategic plan and the continuous improve-

AQIP CATEGORY 4

The Human Resources mission statement is our
foundation and will continue to drive us toward our
commitment to the development of all employees.
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C A T E G O R Y F I V E : Leading and Communicating addresses how your
leadership and communication processes, structures and networks guide your
organization in setting directions, making decisions, seeking future opportunities, and communicating decisions and actions to your internal and external
stakeholders.
For non-academic personnel, such as staff within
the Administration and Finance (A&F) division,
operational planning is directly linked to the overall
Strategic Plan and the AQIP improvement process.
A&F leadership holds quarterly meetings with
department leaders to mark progress and goal
alignment. In addition, as part of the annual budgeting process, the College president holds a budget
kickoff, carefully reviewing the mission, vision and
values, as well as how each function relates to student success.

PROCESSES (P)

5P1

The mission of Cuyahoga Community
College is to provide high quality, accessible, and affordable educational opportunities and
services – including university transfer, technical
and lifelong learning programs – that promote individual development and improve the overall quality
of life in a multicultural community. Our organizational mission was set at the College’s founding in 1963
and has been reviewed, reaffirmed, and expanded
since that time. The mission, vision and values are
reviewed annually by the Board of Trustees and the
College President.

We have further enhanced our ability to align high
performance with our mission, vision and values
through discussions among the key leadership
groups within the College. In addition to the President’s Executive Cabinet, leadership groups include
the College-wide Cabinet, which includes those in director positions and above; Deans’ Council; Campus
Leadership Teams; and the Joint Faculty Senate.
Discussion agendas for these meetings are tied to
the Strategic Plan and institutional annual goals
achievement. In addition, newly adopted Meeting
Efficiency Guidelines, developed through the work
of the Internal Communications Committee, suggest
that meeting organizers link agendas directly to the
College Strategic Plan.

Within the College, the Executive Cabinet (College
President, Executive Vice President's and Campus
Presidents – see Organizational Chart in Overview),
in discussions with the College community, review
the mission, vision and values as part of the fiveyear Strategic Planning process (Category 8).These
tenets also are a key agenda item at the annual
President’s Leadership retreat and individual departmental retreats and strategic planning sessions.
Additionally, a very public review of the institution’s
mission takes place every five years when the citizens of Cuyahoga County have the opportunity to
approve a property tax levy to support the institution. Since 1980, voters have approved the levy
each time it has been on the ballot.

The mission, vision and values are also embedded
into individual performance expectations. Each fulltime college employee is required to complete an
annual Performance Excellence Plan (PEP), which
includes a written plan and a mid-year assessment.
Individual performance goals are linked to the 2020
Vision, the Strategic Plan and the AQIP category
processes and are reviewed bi-annually. In addition, the A&F division implemented a process called
MOSTAP: Mission, Objectives, Strategies, Tactics,
and Action Plans. This process is based on a workflow analysis of how each unit receives information
(inputs), key internal and external customer relationships, specific functions and defined outputs to
each key customer group. Through this process, the
mission, vision and values are clearly defined for

5P2

College leaders set directions and
expectations related to mission, vision,
values, exemplary performance, individual development and initiative, organizational learning and
innovation in several ways. For the overall institution, the mission, vision and values are linked to the
2020 Vision, the five-year Strategic Plan, and the annual goals developed by executive leadership. This
process was designated as a strength in our 2008
Systems Portfolio.

Leading and Communicating
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each unit and individual. The Workforce and Economic Development Division (WEDD) has also implemented a similar process for aligning performance
with the College mission, vision and values.

develop effective training programs. Workforce training programs within the Advanced Manufacturing
and Engineering unit area are developed in conjunction with area manufacturing executives at the
Brook Park Ford Manufacturing Plant, for example,
to ensure that program outcomes align with the
industry needs.

Furthermore, College leaders are active participants
and leaders statewide and nationally in organizations such as the League for Innovation in the Community College, the Council for the Advancement
and Support of Education, and the Ohio and American Associations of Community Colleges, where
innovative concepts are discovered and discussed
that help the College adjust direction to better align
with its mission, vision and values.

As required by the Ohio Board of Regents, the College has a program Advisory Committee for each
technical program we offer. Currently, there are 51
active industry program Advisory Committees that
work with program managers, deans, and faculty to
ensure that program outcomes align with community and industry needs (9P2.) Each year, we hold
an annual Advisory Committee appreciation breakfast and an award is presented to the Advisory
Committee of the Year.

Leaders frequently visit other institutions and
benchmark the College’s performance by comparing
results with those participating in national initiatives
and activities such as Achieving the Dream, NoelLevitz Student Satisfaction Inventory (SSI) surveys,
and the Community College Survey of Student
Engagement (CCSSE). Surveys of the College’s current students and graduates each year also provide
feedback on our performance.

At the campus level, community relations officers
at each of our four campuses assist in providing
feedback from key stakeholders such as employers
and community and political leaders. This process
allows us to create programs that are responsive
to community needs and aligns with our strategic
focus of Expanding our Reach. In monthly meetings
attended by the Campus Presidents, Government
Relations and Marketing staff, community relations
officers share recent external information and the
attendees determine the next steps for communicating internally and externally. These meetings and
efforts are developing stronger external and internal
communications and overall have helped us better
meet the needs and expectations of current and
potential students and external stakeholders.

5P3

The directions of the College take into
account the needs and expectations
of current and potential students by centering those
decisions on student success. We develop initiatives based on student and key stakeholder survey
results, as well as feedback from program Advisory
Committees. This process was designated as a
strength in the 2008 Systems Portfolio.
We also conduct In-Depth Interviews (IDIs) to seek
input regarding programs that have been designated by the College President and the Ohio Board
of Regents as Centers of Excellence; these include
Hospitality Management, Contemporary Music and
Nursing. Through the IDI process we ask questions
of current students, alumni, industry experts, and
potential employers who hire Tri-C graduates. This
feedback is integrated with the information from
program Advisory Committees, allowing the College
to assess current programs and adjust curriculum
and student experiences to better meet employer
and community needs. IDI results also inform specific
communication materials for our programs’ stakeholders; these materials target both current and
potential students as well as potential employers.

5P4

The College President’s Executive Cabinet (Mini-Cabinet) is the primary guide
for seeking future opportunities while enhancing a
strong focus on students and learning. This leadership group discusses potential opportunities that
may include national student success initiatives,
civic projects, or new employers relocating to our
region. If the executive leadership determines the
opportunity aligns with our mission, the appropriate
departments are assigned to gather the appropriate intelligence. Units that often participate in the
environmental scanning and data analysis include:
Academic and Student Affairs, Administration and
Finance, WEDD, and Government Affairs. Opportunities are researched in relation to the educational

Leaders within WEDD seek ongoing input from
manufacturing industries and corporations to
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needs that the opportunity may drive. They seek to
answer such questions as:
n

enabling executive leaders to make informed decisions. The decision-making process as described
in the 2008 Systems Portfolio was considered a
strong one.

How do our current programs meet the needs?

Have we identified gaps in our current
programming?
n

n

How were the gaps identified?

n

How will any changes impact current students?

One example of this decision-making process in
action was when the College leadership determined
that the opening of a new casino presented a need
for additional training and moved to expand the
Hospitality Management program. Conversely, in
2011, College leaders decided not to shift to a
four-day summer work week after seeking feedback
from numerous stakeholders. The input gathered by
a cross-functional task force brought to light critical
concerns from students and staff, and the data
analysis indicated that the schedule change would
save less money than expected.

What is the timeframe of the opportunity and
can we realistically meet that timeframe?
n

What are the recommendations for moving
forward based on the environmental scans,
outreach, surveys, etc.?
n

What kind of resources would be needed to
undertake the opportunity?
n

Our Board of Trustees is policy and strategy-oriented
and recognizes that executive leadership gathers input from College-wide or campus specific taskforces
and committees before making final decisions. The
Board structure includes five standing committees:
Community Affairs, Academic and Student Affairs,
Management, Investment, and Audit. Each committee includes three Board members, an executive
vice president and the appropriate staff; committees meet seven times a year and provide regular
reports to the entire Board.

The information is reviewed and discussed by the
Mini-Cabinet for decisions on next steps. While information frequently confirms opportunities, there are
also opportunities that are rejected based on the
information gathered.
Ideas are also gleaned from our AQIP continuous
improvement processes and from participation in
forums and activities sponsored by Ohio Board of
Regents, the League for Innovation in the Community College, the American Association of Community
Colleges (AACC), the Northeastern Ohio Council on
Higher Education (NOCHE), the Ohio Association of
Community Colleges, and the National Council for
Marketing and Public Relations (NCMPR). Through
these efforts, best practices and innovations are
identified and assessed for a fit within our college.
These activities were detailed in our 2008 Systems
Portfolio and designated as a strength.

5P6

Data, information and our own performance results play a key role in our
decision-making. In addition to the collaborative
decision-making process discussed above (5P5),
we include data, information and performance
results for goal-setting and short- and long-term
assessment. Once a decision has been made
and implemented, we have a standard practice of
reviewing performance results and assessing the
impact of the decision on students, employees and
stakeholders. This information is used to refine the
process resulting from the decision.

5P5

Our leadership and college infrastructure are used to make decisions. Five
standing governance committees, with representation from faculty, staff, students, administrators,
and unions, oversee Information Technology, Human
Resources, Institutional Effectiveness, Enrollment
Management, and Curriculum. In addition, leadership appoints ad hoc cross-functional task forces,
where appropriate. The decision-making process
is a collaborative one. We aim to build consensus
among stakeholders impacted by decisions while
maintaining the concerns of students and employees is a high priority in decision-making. Ideas,
concepts, best practices, and other information related to decisions flow up and down the organization

Leading and Communicating

One example of this practice is the emergency closing and notification protocol, recently implemented
and followed for situations involving severe weather,
electrical outages or other emergencies that cause
the College to close one or more of our campuses.
Timely notification is critical, as we are a non-residential community college with more than 52,000
credit and non-credit students attending four separate campuses and several off-site facilities. After
receiving negative feedback on closing instance
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campus president has a leadership cabinet and an
overall campus cabinet that meets monthly to discuss key agenda items that have been brought forth
from College leadership. Campus presidents also
host regularly scheduled Town Hall meetings open to
any campus employee where issues of current interest are addressed. A Marketing and Communications staff person is in attendance at each of these
meetings to gather key messages for dissemination.

activities, College leaders created a more collaborative emergency closing decision process by including
academic, finance and marketing personnel rather
than relying solely on College police and facilities
departments. To gather College-wide input, Marketing and Communications, Facilities and Operations,
and Campus Police departments facilitated Town
Hall meetings across the College. Based on the
feedback gathered, the emergency protocol was
adjusted to ensure that closing decisions be made
early enough to ensure sufficient notification.

Expanded emphasis on social media has opened
new channels of communication for the College. We
continually monitor posts on Facebook and Twitter accounts, addressing all issues and questions
posted by faculty, staff, students and potential students. The immediacy of Web-based communication
enables the College to note and respond to issues
as they arise. The Alumni & Friends Association also
communicates regularly with its members, which
include those employed by the College or still taking
classes. (An alumna/e is defined as anyone who has
taken a class at the institution.)

5P7

Communication occurs between and
among levels and units of the College
through technology-enabled methods, face-to-face
meetings, and intentional communication vehicles.
Our internal communication processes have been a
focus of significant efforts since our 2008 Systems
Portfolio, where feedback indicated the lack of a
deliberate and purposeful system for cascading
information throughout the institution. Feedback
from the previous Systems Portfolio also highlighted
the College’s heavy reliance on face-to-face meetings for communicating, noting that many members
of the College community were excluded from these
meetings. As a result, the College is committed to
building a culture in which internal communications
is embedded in all College activities. Internal communications is now part of the 2020 College Vision
(see Overview), and is a goal in the 2009-2014
College Strategic Plan, as well as the Administration
and Finance strategic plan.

In 2010, the College President created the Internal
Communications Committee (ICC), a 12-person
team of faculty, staff and administrators, to assure
the achievement of improved communications. An
AQIP Action Project in 2010-11, to develop an internal communications infrastructure, laid the foundation for the development of the ICC and its work.
The first steps for the new ICC involved reviewing
data from the 2008 Examiner Survey, conducting
a communications audit and, subsequently, reviewing recent employee engagement data gathered in
2011. Three major actions emerged as priorities for
the Committee. They were:

All employees have access to e-mail, the College
Intranet (my Tri-C space) and KnowledgeWeb, the
information sharing system. Any key documents or
information from College-wide Cabinet meetings,
A&F Cabinet meetings, and planning documents
originating from the President’s office are posted on
these Web sites. In 2009, Marketing and Communications hired a manager of internal communications whose initial project was to develop a weekly
electronic newsletter. Inside Tri-C is sent via email to
every College employee during the academic year; it
contains news about College-wide priorities and initiatives, and includes spotlights on individual faculty
and students.

n

Develop policies and practice guidelines –
including stronger oversight and approval – for
orderly, campus-wide communications
n

n

Rationalize existing communications media

The AQIP Action Project to develop the internal communications infrastructure expanded in 2011-12 to
focus on the implementation of a new infrastructure
and that Action Project continues. Details on the
ICC results are in 5R2. The ICC is now a standing
committee at the College, continuing to create and
review potential guidelines, and to meet with groups
across the College to share new communications
guidelines as they are approved.

To ensure consistent communication, the Vice President for Marketing and Communications meets both
formally and informally with the College President,
executive vice presidents and campus presidents.
In addition to the College-wide infrastructure, each
AQIP CATEGORY 5
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tinuous improvement activities as we move toward
becoming a high performance organization.

5P8

College leaders communicate a shared
mission, vision and values that deepen
and reinforce the characteristics of high performing
organizations through several avenues. As a starting
point, messaging about our mission, vision and values are visible on our external Web site and internal
intranet site, my Tri-C space. New employee orientation for all new staff and full-time faculty introduces
and emphasizes the importance of the College’s
mission, vision, goals and values. Adjunct faculty attend specialized campus-specific orientations where
the mission, vision, goals and values are presented
as the foundation of our work. The office of Faculty
Development and Training has worked with individual campus deans to ensure that information is
consistent across all campuses.

Finally, the College mission, vision and values also
are communicated through external publications.
The primary themes of all external messaging
continue to be based on the mission, emphasizing
high quality, accessible and affordable education.
All advertising, media relations and social media
messaging focus on these components. The College
reinforces its performance in the community by
reviewing and calculating its economic impact and
presents the findings in a publicly circulated report.
The report demonstrates the institution’s direct
impact on the community.

5P9

Development of leadership abilities
among faculty, staff and administrators are part of our employee retention strategy as
discussed in 4P3 and 4P5. The Mandel Leadership
Program, which targets faculty, executive leaders
and emerging leaders, is a key strategy for developing leaders of promising high-performing employees.
Additional leadership development opportunities
are available at the annual President’s Retreat and
through College-wide Cabinet, where internal and
external leaders communicate and share knowledge
and expertise through presentations. Employees are
encouraged to strengthen and develop their professional skills by attending conferences. A common
practice within the organization is for employees
to communicate new information or skills with
appropriate staff and departments after attending
such external opportunities. Increasingly, departments are also participating in both externally
produced and internal webinars.

As part of the College Strategic Plan, we developed
a program called One College Connection, a joint
effort among Academic and Student Affairs, Administration and Finance, and Workforce and Economic
Development divisions. Throughout 2010 and 2011,
leadership of each division attended a series of
meetings where each division discussed current
initiatives, and the group discussed how those initiatives supported the strategic plan and the overall direction of the College. As a follow-up to that process,
a College-wide Vice Presidential council was created
which meets regularly to discuss ongoing initiatives
and share ideas.
The PEP process, as discussed in 5P1, makes
expectations related to mission, vision and values position specific. As we expand and modify
the employee performance process, individuals
are more clear about the performance outcomes
expected from their work. On a departmental level,
monthly Key Performance Indicators (KPI's) track
our progress toward mission-related goals. Messaging related to mission, vision and values are
repeated and reinforced at meetings and in written
communications throughout the year; messages are
continually enhanced and refined by Marketing and
Communications for effectiveness.

As individuals take on leadership roles, they are
recognized within their units, on their campus and,
as appropriate, through college-wide forums such as
Convocation, faculty conference days and divisional
retreats. Faculty members are recognized at an annual Convocation event for scholarly activities that
include publications, book chapters, books, creative
art and performances; other significant awards and
advanced degrees also are acknowledged.

As Category Owners, appropriate vice president-level
staff with accountability for processes in each of
the nine categories, lead our AQIP efforts. Category
owners work with a cross-functional team throughout the year to address specific improvements
and are responsible for posting documentation on
KnowledgeWeb to create a permanent record of con-

Leading and Communicating
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Leaders ensure that our organization maintains its focus on mission,
vision and values by incorporating performance
expectations related to the College core compo-
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nents into all job descriptions, through the PEP
process, and through the MOSTAP process (5P2).
Based on our 2008 Systems Portfolio feedback, we
have developed a succession planning process that
starts with the President, the Campus Presidents,
Vice Presidents, Executive Directors and Directors. This process is detailed in 4P5. In identifying
potential successors we are able to target employees who have already demonstrated understanding
and commitment to our mission, vision and values.
The College also takes advantage of the AACC and
League for Innovation leadership training programs.
Often employees who are in line for succession are
supported in attending these programs. Succession
plans are shared with our Board of Trustees to demonstrate that strategies are in place to reduce the
risk of unexpected departures of College leaders.

Leadership efforts
n

Comparison with peers on awards (annually)
Popular Annual Financial Report (PAFR)
results (annually)
n

n
n

NCMPR results (annually)

Promotion of Mandel participants (annually)

Tracking of participation of board and external
organizational leadership (annually)
n

5R2

Results for several leading and communicating processes and systems are
presented here. One of the most important results
is the passage of the property tax levy every five
years, an indicator of the College’s communicated
presence and importance to the County. The College
has won every election since 1980 and the most
recent levy, in 2009, passed with nearly 60% of the
vote in a harsh economy.

RE S U LT S ( R )

5R1

We collect and analyze both internal
and external performance measures of
Leading and Communicating that include:

Attitude and awareness surveys about the College
confirm the high ratings on awareness, preference
and importance to the economy. In addition to the
fact that 85% of Cuyahoga Community College
graduates stay and work in Northeast Ohio, other
results indicate that:

External Communications efforts
Triad Research survey results of public perceptions of the college (annually)
n

90% of voters know enough about the College
to rate it; 88% rate the College favorably and
77% feel very or somewhat informed about the
College. About 80% of voters know someone who
has attended here
n

Social Media including, Facebook (monthly),
YouTube channel (monthly), Twitter feeds (daily)
n

n

Call center tracking to 1-800 number (monthly)

n

Web site utilization
n

58% of the 18- to 59- year olds in Cuyahoga
County are either very or somewhat familiar with
the College

Top ten searches (collected daily/
reported monthly)

n

n

Number of visitors/trends (collected
daily/reported monthly)

36% of the 18- to 59-year olds in the County
named Cuyahoga Community College as their
first choice of college; 51% indicated they or
someone in their household was very likely or
somewhat likely to take classes at the College in
the near future

n

Tracking of advertised programs (as
needed, tied to specific advertising schedules)
n

Internal Communications efforts
n

Internal communications audit (2009)

n

Inside Tri-C
n

Open rate (weekly)

n

Stories clicked (weekly)

AQIP CATEGORY 5

Tracking measures show that 7.1 million people visit
the College Web site annually, with 1.2 million new
visitors in the last year. The Web continues to be
the most highly accessed institutional communication vehicle. We recently enhanced our social media
efforts and set improvement targets based on the
findings in Figure 5.1.
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Figure 5.1

erable of the ICC and is described in Category 4. The
development of the employee feedback system is a
2012 AQIP Action Project. ICC efforts continue on:

Social Media Comparisons as of February 2012
Facebook
Likes

Twitter
Followers

YouTube
Videos

Cuyahoga
Community College

4,496

365

74

Cleveland State
University

11,426

881

35

Lorain County
Community College

5,202

622

252

Institution

Lakeland Community
College

The effective deployment and appropriate
messaging for the College’s hi-viz system, a
series of television screens located on individual
campuses;
n

Guidelines for electronic and printed newsletters for internal and external audiences; and
n

Benchmarking and metrics to measure the
effectiveness of the internal communications
infrastructure
n

2,434

N/A

27

Five sets of guidelines from the ICC have been finalized and shared with executive leaders. Implementation is expected by June 2012 for the following:

The College Call Center provides monthly statistics
regarding students usage of innovative communication methods such as Financial Aid TV (FATV), Live
Chat, ask TRI-C and Speech Connect to the College
community.

E-mail guidelines designed to decrease the
volume of e-mail and allow for prioritization of
messages
n

5R3

There are several performance results
related to processes for Leading and
Communicating that we can compare to other higher
education organizations and organizations outside
of higher education. We compare our external
marketing efforts through the NCMPR. The NCMPR
awards program is the only national competition
that exclusively honors excellence among marketing
and public relations professionals at two-year colleges. Since 2008, the College has been recognized
with international level gold (3), silver (4) and bronze
(4) Paragon awards (see Figure 5.2). We also received district level gold (16), silver (15), and bronze
(11) Medallions of Merit in the same time period.
The College has won awards each year for the past
10 years in our six state region.

Voice mail messaging and e-mail signatures
designed to maintain consistency of the College
branding efforts
n

Social media guidelines delineating personal
and institutional use of interactive media channels
n

Meeting efficiency guidelines designed to use
technology more efficiently, including specific
toolkits and training materials for using conference calls and the CISCO MeetingPlace Express
software, and guidelines on how to effectively
communicate information from specific meetings
to appropriate audiences
n

A new employee feedback system providing a formal
two-way communication format is another key delivFigure 5.2

Comparison of NCMPR International Paragon Awards Winners 2008 – 2010
College

# Won

Ivy Tech

11

Cuyahoga Community College

10

Tidewater Community College

7

Columbus State Community College

2

Leading and Communicating

2008
Gold
1

Silver

Silver
2

2

3

1

1

1

2

1
1
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2010

Gold

2
1

2

2009
Bronze

Bronze

Gold

Silver

2

1

Bronze
4

1

1

1
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award winners across all three categories and less
than 2% (69) went to colleges or universities.

Over the past four years, the College has been
awarded three top honors from the Government
Finance Officers Association: PAFR Certificate of
Achievement in Financial Reporting (CAFR), and
the Distinguished Budget Presentation Award. As
a comparison, in 2010 (the latest results available
publicly), the College was the only institution in Ohio
to receive the CAFR. That year, there were 3,751

For comparing our internal communications, the ICC
Benchmarking and Measurement sub-committee
surveyed a number of community colleges and
conducted one-on-one phone interviews with other
institutions to learn about their internal communication processes and metrics.

Figure 5.3
Peer College Internal Communications Process Review
Yes

No

1) Specific staff person
responsible for Internal
Communications?

5

3

2) Formal employee
feedback system?

1

5

3) E-mail or social media
protocol or policy?

6

2

Most were protocol rather than policy; of those who answered
yes, involved restricted access for “send all”; of those who
answered no, one had social media protocol, but no e-mail
protocol.

4) Employee newsletter

8

0

Both electronic and hard copy (2); electronic only (4); hard copy
only (2); weekly e-mail “bullet” list of activities and events (2).

5) Protocol or policy for
creating or distributing
newsletters?

5

3

Questions

Somewhat

Notes
From those who answered no, one staff member said department was in charge of student communications; another
answered that the whole department was in charge. From those
who answered yes, one staff member reported to HR, one to
marketing, one to institutional advancement.

2

Of those who answered somewhat, one indicated “answer
boxes” that were not effective and are no longer in use; one
answered “series of meetings and brown bag lunches,” more
informal; one mentioned specific process with union reps.

Of those who answered yes, most were protocol rather than
policy; one who answered no indicated “unspoken rule” that
newsletters went through Public Relations.

*E-mail surveys and phone conversations February 14 - 28, 2011 with 11 community colleges who had communications departments with APR level staff.
Total of eight responded.

in 2009 to share consistent information across all
campuses to all employees. Results of a readership
survey led to a revamping of Inside Tri-C a year later
to include more photos, to allow for quick scans of
items of interest, and to provide better tracking of
the articles most clicked on by employees. Survey
responses also indicated that employees are most
interested in stories about fellow employees; faculty
spotlights and “behind the scenes” stories on employees have since been added.

IMPROVEMENT (I)

5I1

The most significant improvement the College has made in the processes related to
leading and communicating is the focus on internal
communications. The College contracted with an
outside firm with expertise in internal communications at major corporations and institutions, to assist in the development of a communications infrastructure. A three-phase process was established:
phase 1 – research and discovery; phase 2 – create
a plan; and phase 3 – implement the plan. Implementation is an on-going activity, led by the ICC.

Another internal communications improvement is
the implementation of a video conferencing system.
The conferencing system allows meeting schedulers
to offer the option of online attendance either from
a desktop or through systems conveniently located
across the campuses. This option has significantly

An initial attempt to improve internal communications was a weekly electronic newsletter established

AQIP CATEGORY 5
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increased meeting participation, especially at
meetings convening employees from more than one
campus or location. The conferencing system saves
time and the cost of driving. Employees’ use of
the system indicates their satisfaction with the
improvement; polling after several multi-campus
meetings produced very positive feedback from
online attendees.

of an Individual Development Plan also was added
to the Mandel program providing each participant a
defined pathway to follow after completion.
The College also formalized the process of appointing leaders to chair our internal campaigns such as
the United Way, Community Shares, United Negro
College Fund joint campaign for the community;
the annual student scholarship luncheon; and
campaigns related to the five-year levy passage
that provides local financial support to the College.
These events and activities provide leadership opportunities for employees that allow them to give
back to the community while demonstrating civic
responsibility to our students.

Since 2008 the College branded its knowledge
management SharePoint system, which is now
known as KnowledgeWeb. There are over 500
collaboration sites through which data and information are shared at various levels of the organization (e.g., unit, department, project). We also have
enabled extranet capabilities that allow our Board
of Trustees to collaborate with each other and the
President’s office fully online ensuring seamless
communication. We utilize the same functionality for
various grant and community-focused initiatives in
which we collaborate online with external partners.

Finally, a major communication improvement is that
for the past two years, College executives and Joint
Faculty Senate leaders have met several times to
discuss and collaborate on strategic issues related
to the College mission.

5I2

Along with the changes in internal communications,
the College restructured its Marketing and Communications unit. An internal full-service marketing agency was created to provide an array of
services and enhance the speed to marketing for
clients within the College. Internal clients include
Board members, College leadership and individual
campus-based projects, which come from campus
presidents, individual program directors and academic departments. As part of the reorganization
process, Marketing and Communications developed
a Graphic Standards and Style Guide to provide a
cohesive communications system that represents
the College in a consistent fashion. Consistency protects the College image and provides uniformity in
the way in which it is being promoted. Marketing and
Communications also created a strategic marketing
unit to measure its effectiveness by conducting ongoing and segmented external market research, and
to decrease mailing costs through more effective
targeting of specific audiences.

Our culture and infrastructure help us
select specific processes to improve
and set targets for improved results in Leading and
Communicating through a shared language that is
used across the College. The infrastructure supports
the systematic strides made toward achieving our
strategic goals, often using KPI’s to track progress.
Increasing numbers of cross-functional and crossunit meetings now occur in an effort to improve
internal communications. Academic representatives
regularly attend staff meetings in Administration
and Finance and vice versa.
Effective internal communications is a critical
component for any institution in fulfilling its mission.
College leadership recognizes the vital importance
of internal communications, and has made it a
priority in our Strategic Plan and 2020 Vision. We
are committed to building a culture in which effective two-way internal communications is embedded
throughout the College. The fundamental goal is to
ensure that decisions within the College are communicated to all employees, are based on employee
input, and that a culture of two-way communication
is created and sustained.

Leadership process improvements include modifications to the College’s Mandel Leadership Program
goals to parallel those of the AACC leadership
program. When employees complete the Mandel
Program, they are better prepared for advancement
within the College or to assume a leadership position at another community college. The development
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C A T E G O R Y S I X : Supporting Institutional Operations addresses
the organizational support processes that help to provide an environment
in which learning can thrive.
To identify support service needs of other stakeholders, the College uses several approaches. The
College’s Foundation and Office of Resource Development collects feedback related to stakeholder
needs from community members, philanthropists
and foundations. In 2011, the College launched an
Alumni & Friends association to actively connect
with our alumni through focused communications
and feedback, engagement in networking and
mentoring opportunities and providing job search
assistance. Additional collaborations with external
stakeholders are discussed in Category 9.

PROCESSES (P)

6P1

The College identifies support service
needs of our students and other stakeholders by listening to those groups. We gather input
by engaging in discussions, reviewing responses
from targeted e-mails, and through the use of surveys. The following processes for identifying support
service needs of students were discussed in detail
in our 2008 Systems Portfolio and were considered
to be College strengths: placement assessment;
counseling; instructor/student interactions; student
success workshops; student/staff interactions during the orientation process; the Student Ambassador Program; Student Board Scholar; surveys and focus groups. Modifications have been made to many
processes as we continue to focus on improvement.

6P2

The administrative support needs of
our faculty, staff and administrators are
identified through both formal and informal methods. Internal surveys, focus groups and on-campus
meetings are among the common methods used
in the process. These processes were more fully
discussed in our 2008 Systems Portfolio and were
considered to be College strengths.

A major improvement to the process of identifying
student support service needs was the implementation of a cross functional Rush Planning Team
in 2010. Led by the Vice Presidents of Enrollment
Management, Information Technology Services and
A&F, key players in the enrollment process from all
campus locations now gather for a debrief at the
end of the rush period. The goal of creating the team
was to identify steps in the enrollment process that
are ineffective and brainstorm possible solutions
to the issues our students face at the beginning
of each term. Initially the team met a few weeks
before the start of each semester for a planning session and a few weeks after the semester began to
debrief. Currently one meeting per semester is held
four to six weeks after the start of the semester.
Examples of support service process improvements
that have been implemented as a result of the debrief sessions include: elimination of the in-person
course drop requirement; implementation of a no
late registration policy; redesign of the College’s call
tree; kiosk deployment; and a more aligned student
communication plan. In addition, a Rush Period
Scorecard was developed to track key metrics from
one academic term to the next and to identify
potential improvement areas. An abbreviated
version of that scorecard is shown in Figure 6.2.

Supporting Institutional Operations

A primary focus area for the last four years has
been the improvement of Information Technology
(IT) administrative support services. The College’s
internal technology users group helps in seeking and assessing constituent needs based on
1) programming and service requests that come
into the ITS department via the e-Tech Gateway; 2)
individual review and analysis of available technologies, resources and functionality; and 3) through
end-user discussions. In addition, the Tech Forum,
a cross functional group of executives representing
the three divisions of the College, works with faculty,
staff and administrators to identify and prioritize
technology funding needs College-wide. The mission
of the Tech Forum is “to ensure technology-based
projects are fully researched, planned, approved,
funded and implemented consistent with the College’s Strategic Plan. It is also the responsibility to
develop, recommend and obtain approval for policies and procedures in areas related to technology.”
In 2008, executive leadership recognized an extraordinary opportunity to gain efficiency, reduce cost
and drive value in relation to customer/student ser-
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vice expectations through optimization of Banner,
Tri-C's Enterprise Resource Planning. The College
entered into a 10-year strategic partnership with
SunGard Higher Education (now known as Ellucian)
that called for, among other efforts, ongoing business process alignment efforts and the strategic
selection of new products and services.

specific regulatory requirements, such as Occupational Safety and Health Administration, Federal
Emergency Management Agency, National Incident
Management System and Homeland Security. Our
College-wide Safety Committee and Site Safety
Committees are used to help define the safety risks
at all locations. The Campus Police and Security
Services unit is currently undergoing accreditation
by the Commission on Accreditation for Law Enforcement Agencies. By accrediting the safety forces, we
maintain comprehensive written directives for risk
situations; strengthen accountability; gather stakeholder input; support continuous improvement; limit
liability; and set a path to performance excellence.

Estimating that we were effectively utilizing only 30
to 40 percent of Banner’s true functionality, College
staff, in partnership with the Ellucian consultants,
scheduled several highly detailed assessment
discussions to examine the services and business
processes of specific operations and systematically identify performance gaps. Cross-functional
teams reviewed 34 processes and identified nearly
300 process improvement initiatives; the teams
also defined new baseline Banner functionality for
implementation. Workshops on Key Performance
Indicators (KPI's) were held for 16 of the initiatives
to design measures for the intended performance
improvements that would result from the assessments and subsequent initiatives. This series of
assessments, process improvement initiatives and
KPI activities was collectively called BannerizeIT!
The KPI workshops later were held for other work
groups within the A&F division and resulted in an
AQIP action project. The goal of the action project
was to develop scorecards for seven departments
within the A&F unit for the purpose of aligning the
departments’ goals with the strategic objectives of
the College. The project also ensured that initiatives
were in place to achieve the goals and appropriate
metrics were defined.

The College documents and communicates safety
and security processes in numerous ways. Processes are documented in Emergency Procedure
Guides, which are designed and maintained for
each site. Key elements of these guides are posted
on the Campus Police and Security Services Web
site. Incident Report forms are posted on my Tri-C
space. These forms are used to notify the Business
Continuity department of any accidents or incidents
that occur on our sites. These reports receive the
appropriate follow-up by the police forces, Plant
Operations, or accident investigations to resolve any
underlying issues.
Safety training is provided via safety videos and
hands-on training. Online safety videos are targeted
for a general audience and include topics such as
Distressed Students and Safety Practices at Tri-C.
Hands-on training is geared toward specific audiences and topics such as Lab Safety for faculty and
Lock-Out/Tag-Out and Tow Motor safety for Plant
Operations staff. The College has been recognized
by Midwest Employee Casualty Company as a
best practice worksite for Worker’s Compensation
programs, due mainly to the amount of time and
effort that is put forth to train our faculty and staff.
See Figures 6.3 and 6.4 for results. In addition, the
College is conducting table top exercises internally
and externally with the Cuyahoga County Emergency
Management department that will help develop and
reinforce procedures during emergency situations.

Each year, units and departments set annual goals
towards achievement of the Strategic Plan. The
goal-setting process also identifies resource needs.
College-wide discussions are held on the budget
process each year that open lines of communication
on needed support services. The internal communications infrastructure (Category 5) also provides
opportunities for faculty, staff and administrators
to raise concerns and needs around administrative
services.

6P3

The College designs, maintains and
communicates the key support
processes related to safety and security based upon
standards and best practices. Many of our safety
protocols and procedures are designed to meet
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With a presence on every campus and location,
the College police department conducts routine
processes that contribute to our physical safety at
the College. Patrols are made by uniformed officers
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throughout the campuses via patrol car, bicycle
and on foot. Security cameras are installed and
monitored to ensure the safety of anyone on the
campuses. Doors to commonly used areas and main
campus doors are locked at the end of each day and
opened each morning. Throughout the day, doors for
secured areas such as science labs are unlocked as
needed for classes or other supervised activities.
In addition, the College has recently installed a new
Fire Alarm/PA system at each location that includes
an emergency voice notification system, to allow
safety forces to provide direction in the case of an
emergency.

the Student Code of Conduct and Judicial Process.
Each year during campus convocation, student conduct reporting procedures are reviewed with
faculty and staff. The Dean of Student Affairs at
each campus uses a Web-based database and
reporting system to gather and share information on
conduct cases. From January 2009 to now (Spring
Semester 2012), the BIT's have addressed 194
cases of threats and/or behavioral concerns.

6P4

The College manages key student, administrative and organizational support
service processes by mapping the services at the
departmental level, monitoring KPI's and targeting
interventions where data indicates improvements
are needed. These processes were discussed in
detail in our 2008 Systems Portfolio and were considered to be a College strength.

Tri-C Alert, our emergency notification system, is
used to send phone messages or text messages to
all students and employees who have opted in to the
system. To encourage students to log-in, a pop-up
screen appears the first time a student logs into my
Tri-C space each term, asking them to update their
emergency contact information or opt out. Currently
96% of faculty and staff and 68% of students have
opted into this system. Notifications are also posted
to the Tri-C Web site and Facebook page. Campus
Police and Security Services issues an annual report
on crime statistics that contains three years of data
and can be located at http://www.tri-c.edu/administrative/campuspolice/Pages/ CrimeAlertsStatistics.
aspx. In addition to the annual report, crime logs for
each location are posted and updated as needed.

As a result of Rush Planning Team debrief meetings, the College monitors service processes in real
time during peak periods. Examples of monitored
processes include call volume and dropped calls;
traffic on the Live Chat function and CPU (Central
Processing Unit) usage and availability. Other critical functions are monitored on key dates to ensure
that students can access the systems and services
as needed. Campus managers are empowered to
make decisions regarding assignment of their staff
to match the flow of student needs. As an example,
if a large number of phone calls are being dropped
and there are short lines for service on site, staff
members are moved from walk-up windows to
answer phones. The offices of Admissions, Registration, Student Records, Business/Student Payments
and Financial Aid were reorganized to form one-stop
service locations called Enrollment Centers (3I1).
Kiosks have been added near the Enrollment
Centers so that students can transact their business online if they choose. During peak registration
times, Student Ambassadors and volunteers from
other areas of the College work the lines to assist
students in using the online services.

In 2008-09, the College formed Behavior Intervention Teams (BIT) at each campus. The teams review
issues reported by faculty, staff and students
on individuals that may be threatening their own
well-being, threatening others, or creating a disruptive environment. Each campus team is led by the
Dean of Student Affairs; other members include the
campus psychologist, a campus police administrator, the Director of Counseling, an EEO Specialist
and the Assistant Dean of Student Affairs. Team
members are trained on how to analyze behavioral
issues and threats using a risk assessment rubric.
As needed, the team calls on members of Access/
Disabled Student Services staff and counselors to
assist in reviews and to make decisions on referrals
to psychological or medical services for treatment.
In cases where an individual has created a serious
threat or violated the law, Campus Police take immediate action. Those cases are also addressed using

Supporting Institutional Operations

Support services are analyzed to ensure that
customers are getting the best service possible. In
some cases, services have been outsourced. One
example is the bookstore, which was outsourced to
Barnes & Noble in 2009. This partnership has led to
extensive improvements for students such as online
purchasing, textbook rental and electronic books.

71

AQIP CATEGORY 6

Cuyahoga Community College J U N E 2 0 1 2

Students’ desire for lower textbook prices drove the
offering of textbook rentals and electronic books.

RE S U LT S ( R )

The College manages the IT HelpDesk, which supports students, faculty and staff, by outsourcing
help desk calls to Ellucian. All services are provided
through the college’s ITS department. Requests are
monitored internally by our ITS staff to track the
time to completion and the customer satisfaction
which is measured through follow up evaluations.

6R1

The measures of student and administrative support service processes
that are collected and analyzed regularly are shown
in Figure 6.1. In general, the College measures
participation, volume, cycle-time, effectiveness, and
satisfaction.

6R2

Results for some of our student support services are listed below. Figure
6.2 summarizes rush period metrics and Figure
6.5 shows 2009 Noel-Levitz SSI survey results with
comparisons to the national average. Other student
services results are in Category 1 and Category 3.

6P5

At the College, processes are documented to encourage knowledge sharing, innovation and empowerment by using process
maps and work instructions. In mapping support
processes, those who know and do the work are
brought together to describe process steps, identify
concerns and suggest possible modifications for
process improvement. Through this, employees are
empowered to become a part of the solution, making them more inclined to take ownership of the improved process and results. Appropriate measures
are identified to track performance and the results
are made available on KnowledgeWeb, our information sharing system.

6R3

Performance results for administrative
support processes are summarized

below.

Worker’s Compensation claims have been analyzed
and benchmarked by Midwest Employers Casualty
Company (MECC), a third party vendor. The College
has been benchmarked against institutions with a
similar employee profile. Results in Figures 6.3 and
6.4 show the College performance below the benchmark and within the Best Practice Performance Levels in both categories. Best Practices organizations
comprise the top 10% in performance.

The College’s KnowledgeWeb is the primary technology tool used for sharing information. Each department and many projects have a site where they
post documents, project tasks and metrics.
KnowledgWeb allows users to update and share
documents, with the ability to save a number of
previous versions of the document for referencing.
my Tri-C space is a section of our intranet where
employees access a wide variety of information
such as vacation balances, budgets, college forms,
or information on various departments. Information
that integrates with the Banner system is available
through self-service, online modules. Use of my Tri-C
space for annual benefits enrollment has helped
employees to get timely information and make
changes to their benefits from their desktop.
Students use my Tri-C space to check their financial aid status, to register and pay for classes, or to
request transcripts. They also access Blackboard,
our online learning system, through my Tri-C space,
which also provides general information about support services, counseling offices and scholarship
opportunities.
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Figure 6.1
Key Student and Administrative Support Services, Needs and Measures
Support Services
Support Need

Service Area

Measures

Academic Services
(Category 1)

•
•
•
•
•
•
•

Developmental education
Placement assessment testing
Tutoring
Academic advising and counseling
Library
Learning Resource Centers
Technology Learning Centers

•
•
•
•
•

Enrollment Services
(Category 3)

•
•
•
•
•
•
•

Registrar
Enrollment Processing Center
Financial aid, scholarships and grants
Enrollment and registration support
Payments and payment plans
Orientation
Community and student outreach

•
•
•
•

Student Services
(Category 3)

•
•
•
•
•
•
•
•
•
•
•

my Tri-C space (student Web portal)
My Tri-C Card (College ID and debit card)
Book Stores
Career Services Centers
Disability Services
Veterans Services
Personal Counseling
Campus Dining
Campus Police and Security Services
Student Health and Wellness
Emergency Notification System (ENS)

• Financial Aid $$ held on My Tri-C Card
for campus purposes
• Book store customer satisfaction;
% of used books to new
• # of students accessing online counseling
• Dining customer satisfaction
• Annual crime rate
• % of students opted in on ENS

Student Life
(Category 3)

•
•
•
•

Athletics (intercollegiate and intramural)
Student Government
Student Ambassadors
Student activities (clubs, learning cohorts, etc.)

• Noel-Levitz SSI data
• CCSSE data
• Student survey results

Facilities Management
(Category 6)

• Facilities planning and development
• Building and grounds maintenance, and
custodial services
• Space management
• Sustainability

• Capital project diversity
• Cleanliness audit/satisfaction scores
• Energy usage

Foundation and Office of
Resource Development
(Category 2)

• Grants management
• Scholarship and endowment support

• #/$ of grants received
• #/$ of scholarships provided

Information Management
(Category 7)

• Information Technology network and security,
including Wi-Fi
• ERP Management
• Business Intelligence
• Knowledge Management
• Internet, Intranet and Extranet
• IT Help Desk and Desktop Support
• Data Center Operations

• System availability
• Help desk first call resolution
• Data breach/compromise

Marketing and
Community Outreach
(Categories 3 & 9)

•
•
•
•
•

Alumni relations
Government relations
Public relations
Web site development and support
Marketing and brand awareness

• # of alumni/friends
• Image and Attitude survey results
• Web site hits

Business and Financial
Services
(Category 6)

•
•
•
•
•

Budget planning and analysis
Accounting (student/general/grants) and payroll
Procurement and contract management
Enterprise risk management
Treasury management

•
•
•
•
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Noel-Levitz SSI data
Student persistence rates
Placement results
Graduation rates
Number of counseling/advising contacts

Financial Aid – # of applications processed
FATV views
F/A (or loan) processing cycle time
Call Center – average speed to answer;
dropped call percentage
• Live Chat sessions
• ask TRI-C questions asked

% of student pmts received via self-service
#/$ spend using ACH
#/$ of Worker's Compensation claims
LT Pool performance
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Figure 6.2
Rush Period Metrics
Fall Semester
2008

Fall Semester
2009

Fall Semester
2010

Fall Semester
2011

4,546

5,726

24,062

26,680

No data

892

1,219

4,616

$3,660,250

$4,839,750

$7,668,750

$8,583,093

% of Phone Calls Abandoned

36%

13%

14%

22%

Average speed to Answer –
College Information Center (in mins)

1.04

0.52

0.38

0.17

No data

No data

3.84

5.03

Average speed to Answer –
Admissions/Records/Registration (in mins)

5.52

3.19

3.19

3.34

Average speed to Answer –
Business Services (in mins)

6.00

3.59

1.15

4.14

Average speed to Answer –
Financial Aid (in mins)

8.15

14.54

14.30

14.24

Measure – Number of:
FA Applications Processed
FATV Views
FA Book Authorization Dollars Loaded to the
Book Line of Credit

Average speed to Answer –
Counseling (in mins)

Live Chat Sessions

No data

4,689

5,237

5,931

ask TRI-C Questions Asked

No data

11,871

14,857

22,637

80.6%

83.1%

83.8%

86.2%

% of Registrations made Online
# of Student e-Communications Sent

155

171

200

218

Financial Aid $$ Held on My Tri-C Card

$60,000

$100,000

$120,065

$319,604

3,681

6,429

7,012

5,369

Book Store Sunday Sales

No data

$35,055

$80,472

$77,563

Book Store Online Orders

No data

1,200

4,090

4,248

Semester Parking Permits Sold

% of Student Payments Received
via Self-Service

40%

60%

60%

49.3% *

IT Systems Performance (% of peak)

No data

65.3%

70.9%

80.4%

Payment Gateway (CORE) Inquiries

No data

30,618

64,794

42,087*

Payment Gateway (CORE) Payments

No data

8,071

17,024

12,391*

Luminis Portal Traffic – % of capacity

100%

39%

76%

69%

Help Desk Calls During Peak Period

4,588

4,143

5,320

8,390

Help Desk – First Call Resolution

84%

80%

87%

84%

Self-serve Kiosk Units Deployed

63

71

74

98

3,248

7,574

10,301

11,394

Self-serve Kiosk Hours

* A change was made in this calculation in 2011. Prior to 2011, all payments for the fall term were included; beginning with Fall 2011, only rush period
payments and inquiries (from August 15 to September 1) are included.
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Figure 6.3

Flexible Registration was implemented in 2010,
at which time 121 students utilized this option.
By mid-point of the Fall 2011 semester, 421
students registered through Flexible Registration,
a 350% increase in less than one year.

Worker's Compensation Claims
Ultimate Number of Claims
100

BannerizeIt! allowed for new cross-unit collaboration among Student Affairs, Human Resources,
Payroll, and Finance to successfully implement
ePAF (electronic personnel action form) functionality for Fall Registration 2011 adjunct faculty
hires. In previous semesters a minimum of two
weeks and two employees were required to
complete the data entry for 3,000 assignments.
This new functionality allowed the process to be
completed in 8 minutes.

80

n
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0
2009

2010
Tri-C

Benchmark

2011
Best Practice

In 2008, service analysis identified that only
37% of student-facing and internal operational
processes were supported in Banner; by the
end of 2011, the number of Banner-supported
processes increased to 61%.

Figure 6.4

n

Worker's Compensation Claims
per $1 Million Payroll
Claims per $1 Million Payroll
0.80

6R4

Key student, administrative and organizational support areas use information
and results to improve services by defining performance measures for key processes. Scorecards for
the Executive Vice President and Vice Presidents in
A&F show performance results for the key drivers of
their units. In addition, scorecards were developed
to measure the day-to-day transactional processes
in several A&F operations departments, which
include the Bursar, Enrollment Centers, Financial
Aid, Book Stores and Food Service. The scorecard
results are discussed at monthly meetings to identify areas for improvement.

0.70
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0.40
0.30
0.20
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Tri-C
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The results for the BannerizeIT! process improvements are described below.
37 business process models and nearly 300
actionable initiatives were identified to implement across five divisions; at the close of 2011,
153 initiatives had been completed; 79% were
either complete or actively in process.
n

6R5

We compare the performance of
many of our organization’s operational
processes through the Noel-Levitz SSI survey results
which measures the impact of institutional operations on students. The most recent gap analysis
results (2009) are shown in Figure 6.5. Note that
these scores predate the implementation of the
Enrollment Centers, Rush Planning Team, and
BannerizeIT! initiatives. Results from prior year
administrations of Noel-Levitz SSI (2003, 2005)
cannot be compared to 2009 data as the survey
methodology at our College changed in 2009. NoelLevitz SSI will be administered again in Fall 2012
and the 2009 results will serve as the new baseline.

BannerizeIT! has resulted in the implementation of 18 additional Banner products, modules
or related products.
n

Through 2009, all non-credit course registrations were completed without the benefit of
a “shopping cart” approach or online option.
Students registered in-person or by calling one
of the offices supporting non-credit programs.
n
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Figure 6.5

IMPROVEMENT (I)

Noel-Levitz SSI College-wide Results: Key
Measures of Supporting Institutional Operations
Cuyahoga
Community
College
Performance
Gap 2009

National
Group
Comparison
Performance
Gap 2009

The personnel involved
in registration are helpful

1.03

0.73

Adequate financial aid is
available for most students

1.15

1.09

Personnel in the
Veteran’s Services program
are helpful

0.14

0.33

Financial aid counselors
are helpful

1.26

1.05

Library staff are helpful
and approachable

0.41

0.39

The campus is safe and
secure for all students

0.82

0.76

The amount of student
parking space on campus is
adequate

1.48

1.55

Admissions staff are
knowledgeable

0.97

0.74

There are convenient ways of
paying my school bill

0.51

0.63

Item

Billing policies are
reasonable

0.71

0.70

Book Store staff are helpful

0.52

0.46

6I1

Recent improvements made in this
category are presented in many of the
Category 6 process questions above. The most significant improvements include: Rush Planning Team;
Emergency Response System; Behavioral Intervention Teams; Enrollment Centers; and outsourcing
of our book stores and ITS HelpDesk. Results are
shown in 6R2, 6R3 and 6R4.
Specific process improvement made in the
BannerizeIT! Project include: Flexible Registration;
new Chart of Accounts; Student Loan Processing;
Standards of Academic Progress; Banner Relationship Management; Concurrent Curriculum; Student
Appointment Reservation System Grid; and
Accounts Payable Travel Module. For each of the
BannerizeIT! process improvements, a KPI scorecard was developed to track results, which are
shown in 6R3. BannerizeIT! is a comprehensive
and strategic set of processes that will continue to
identify opportunities for quality improvements.

6I2

The College culture and infrastructure
help us select specific processes to
improve and to set target results through a focus on
our Strategic Plan and annual goals. Action plans in
the College Strategic Plan outline data-driven action
steps that will lead to goal achievement. Along with
AQIP alignment, action plans are the foundation supporting the strategic, as well as continuous improvement projects, to undertake. With all improvement
activities, student success remains the priority.
Other inputs into the selection of improvement initiatives include feedback from internal audits, regulatory changes and grant requirements.

Comparisons of our Worker’s Compensation performance are shown in Figures 6.3 and 6.4.
The College was a Special Honoree for the Ellucian
2012 Performance Award, which included $5,000
for student scholarships. Nomination for the award
is open to all Ellucian clients, nationally and internationally, and provides the opportunity to celebrate
customer ingenuity and creativity to further performance improvement and student success. The
College received this honor for transforming its
administrative and business processes through the
BannerizeIT! Revitalization project.

AQIP CATEGORY 6

The College experienced a culture shift as a result
of BannerizeIt! activities. Linking these initiatives to
the Strategic Plan and AQIP efforts, plus the creation of KPI’s, further engaged the College community in the conversation of continuous improvement
and measurable performance. The ITS division and
its Enterprise Resource Planning (ERP) group are
included as partners with the business units, just
as the Institutional Research analysts are with the
academic units, in planning initiatives and metrics
to facilitate achievement of the College goals.
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C A T E G O R Y S E V E N : Measuring Effectiveness examines how your
organization collects, analyzes, distributes, and uses data, information, and
knowledge to manage itself and to drive performance improvement.
Figure 7.1

PROCESSES (P)

OII Users

7P1

The data selected to support Tri-C’s
instructional and non-instructional
programs and services is driven by our Strategic
Plan, annual goals and the need for information to
make decisions. Measuring Effectiveness is Goal 4
in our 2009-2014 Strategic Plan. Overall leadership
and vision for the identification, design, generation,
and delivery of meaningful intelligence, reports and
dashboards is overseen by the One College Intelligence Council (OCIC), which is made up of leaders
from Academic and Student Affairs, Administration
and Finance, and Workforce and Economic Development Division (8P5).

Viewers
Executive Viewers
Power Users
Analysts
Beta Group

View and
customize
reports
Create
personalized
views
Design, test,
and deploy
reports, views
and dashboards

Data reporting that supports instructional and noninstructional programs and services, the budget
process, enrollment forecasting and registration
is available by campus, division and courses.
Position-specific access to real time operational
data is available to a limited number of employees, although most data analysis is conducted by
District-level analysts in Academic and Student
Affairs and Administration and Finance. The office
of Institutional Research (IR) manages, analyzes,
and distributes student data and information and
utilizes technology to enable end users to review
selected data whenever needed. This self-service
functionality provides a significant amount of data
through on-demand standardized reports. Student
data currently are pulled from the One Institutional
Intelligence (OII) system that was described in detail
in the 2008 Systems Portfolio and was seen as an
organizational strength.

as well as report viewers, are shown in Figure 7.1; it
is expected that the number of users will grow as a
result of the shift to the new ODS/EDW system. In
addition to these enhancements, an analysis conducted in FY 2011 indicated that the College was
only using a fraction of the reporting capability that
is available through our Banner system. In an effort
to increase the utilization of these reports and our
overall efficiency, the College conducted BannerizeIt! with several units across the College (6P2).
Another recent Banner addition is the Concurrent
Curriculum function. This helps improve reporting
on major fields of study. Additional data is available
from the Ad-Astra tool, which supports and makes
the course scheduling process more efficient. Data
is also available from a new section review tool
(SRT) that was developed in-house in 2011. Together, data from Ad-Astra and SRT are ensuring that the
College is offering courses as needed to promote
efficient degree and certification completion while
maximizing our classroom space. Student support
services such as counseling, placement testing and
tutoring are supported by the Student Appointment
Reservation System (SARS), an application that
provides a structure for scheduling student appointments, tracking drop-in visits, and maintaining advisor schedules. The Web-based components of SARS
allow students to manage their own appointments

The College began the development of a modified
version of the OII system in Fall Semester 2011
(7P3), as a result of conversations with data users
and to Banner, Tri-C's Enterprise Resource Planning
System. The new version will enhance our ability to
make more data available to an expanded set of users within the organization. The new Banner operational data store/enterprise data warehouse (ODS/
EDW) will be available for College-wide use by the
end of 2012. The types of users on the OII system,
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has developed a set of metrics that allows us to
measure progress toward the goals of the current
Achieving the Dream-Developmental Education
Initiative (ATD-DEI). We designed an evaluation
process in which the academic performance of students in the ATD-DEI interventions is compared to a
matched group of students not in the interventions.
Outcome data in initial developmental math and
English courses, as well as in courses taken in subsequent terms, are collected. By tracking these students over time, we are able to determine whether
effects of the interventions, benefits which accrue
in the short-term, are persistent over a longer period
of time. Results of these analyses are shared with
members of the ATD core team for discussion and
program improvement.

(eSARS) and converse with a counselor electronically (eAdvising). In addition, eSARS enables advisors
to work with students from off-site.

7P2

We select, manage and distribute data
and performance information to support our planning and improvement efforts based on
compliance reporting and the goals of our Strategic
Plan. The current 2009-2014 Strategic Plan sets the
agenda for evaluating the success of the institution
and drives the design of the systems that measure
our performance overall. In particular, goal 4 of our
2009-2014 Strategic Plan is titled “Measuring Effectiveness.” Outcomes are defined as part of the planning process, and tracking systems are designed
to evaluate the outcomes. Data analyses also are
completed for the Ohio Board of Regents and for
Federal government required reports. In addition,
we provide data and information for the Program
Review and Planning process (PR&P) (Category 1);
evaluation of outcome focused programs such as
Achieving the Dream; improvements associated with
AQIP Action Projects; and strategic requests from
executive leadership. These analyses enable us to
measure the impact of our various programs and
grant-funded initiatives on overall student success,
contributing to our efforts at improving retention,
continuation and graduation.

The use of the Tk20 system (1P1) to track student
learning outcomes will significantly increase the
College’s ability to track general education and
program outcomes, and make improvements to
courses and curriculum where necessary.
An outcome of a recent AQIP Action Project was the
delivery of KPI Scorecards for each business function and the Vice President of Administration and
Finance. During the course of the project, 10 unit
scorecards and one Vice President Scorecard were
developed, reflecting the most important measures
for each group. AQIP’s review of the Action Project
indicated that this was a best practice and that the
process should be shared outside the College. The
College now has 36 scorecards, reflecting both strategic and operational priorities, which are reviewed
by leadership on a regular basis for planning and
improvement efforts.

The PR&P process defined a set of metrics that
all programs are required to analyze and interpret.
Metrics include enrollment trends over several
years; full-time equivalent students and instructors; student-faculty ratios; graduations rates and
number of students who graduate; and cost versus revenue ratios. In addition to these standard
metrics, IR also created a number of parameterdriven reports that enable managers and faculty
to examine their programs from multiple perspectives. One of these reports enables the program to
determine student progress by tracking cohorts of
students who complete a sequence of courses over
a defined period of time. Another report examines
the relationship between students’ performance in a
prerequisite course and a course of interest taken at
some subsequent period of time. The generation of
these reports follows an iterative process, in which
a report is written, deployed on the Web site, and
refined as questions and comments are received
from people who use them [7R1].

7P3

We determine the needs of departments and units related to the collection, storage and accessibility of data and
performance information through OII and a data
request system. The College recently evaluated
the efficiency and effectiveness of the OII system
through conversations with OII users and non-users.
The need to increase data accessibility, as well as
the increase in data requests, led to the decision to
modify the OII system. The OCIC made the choice
to move from a single data warehouse environment
to a combined operational data store (ODS) and
enterprise database warehouse (EDW). This change
will reduce the need for individual, department and
campus data users to maintain personal Microsoft

As an Achieving the Dream institution, the College
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Access databases to store data, and will decrease
the number of queries made directly to the Banner
production system. The College’s Information Technology Services (ITS) and IR offices are working with
users to create standardized reports using Argos, a
new report-writing tool. With the introduction of the
ODS/EDW and Argos, we expect an increase in users accessing parameter-driven self-service reports,
which decreases error and an increase in the Banner system’s speed of operation, which impacts all
users across the College.

The IR office coordinates all requests for analysis.
College-wide metrics pertaining to student persistence, continuation, and graduation, as well as other
outcomes are shared at College-wide cabinet and
deans’ council.

7P5

In determining the needs and priorities
for comparative data, the College looks
at measures of student success and accountability
as its priority. Comparisons are related to the College’s Strategic Plan and its goals such as: retention
of students; completion of developmental courses
within two years of enrolling; length of time from initial enrollment until graduation; number of degrees
and certificates awarded each year; and quality of
education. In measuring institutional effectiveness,
we look for comparisons in the areas of: employee
satisfaction; employer satisfactions with College
services and students as employees; community
perception of the College; and the College’s financial
strength and fiscal health.

The ODS/EDW implementation team is following
a project plan and working to validate data, add
College-specific fields to the system, and oversee
the development of reports and tables that are used
to provide information to specific users. This plan reflects both the centralized and decentralized nature
of the process used for the collection, storage and
accessibility of program and departmental needs
for data. These new systems and tools will allow individuals to run reports as needed on a self-service
basis while maintaining centralized management of
the system.

The main criterion the College uses in selecting
sources for comparison is to identify similar institutions. We choose large, urban, publically-supported
community colleges within and outside of Ohio
as our peers. The College also uses other Banner
schools for some comparisons. The type of comparisons wanted drives which institutions are used in
our analyses.

7P4

At the organizational level, we analyze
data and performance information
through analysts employed by the College. We have
a centralized IR office that conducts student-related
analyses; Business and Human Resources analysts
provide data for their units. Campuses and operational departments currently use a data request
form to obtain information and reports from the
analysts.

There are limited sources of comparison outside
higher education. The College’s primary comparisons are made with data from the Ohio Board of
Regents where we compare graduation rates, retention rates, numbers of degrees and certificates. The
National Community College Benchmarking Project
(NCCBP) allows comparison on a larger number of
metrics such as: transfer rates; graduation rates;
success in developmental education and college
level courses. NCCBP gathers data from community
colleges across the United States. The College participates in a number of externally funded programs
that provide access to national comparisons and
best practices.

Analysts produce standardized reports that are
available through a number of sources, such as the
IR Web site, the my Tri-C space employee portal,
enrollment bulletins, annual reports, and committee
reports. Many of these reports will be available
on a self-service basis through the new Argos
reporting system. One example of these reports is a
dashboard of strategic plan metrics developed in OII
(8P5).
Predefined security levels allow for appropriate
dissemination of private information. Some departments store information on shared drives that require appropriate log-in security. If information is not
available via these methods, or additional ad hoc
reports are needed, a data request form is available
on KnowledgeWeb, our information sharing system.

Measuring Effectiveness
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When departments look at new software options,
ITS provides information on current College applications to help maintain consistency across the
system. A ten-year schedule for the replacement of
depreciated leased equipment, including desk-top
computers and servers, ensures that college staff
has access to the latest technology.

Personnel Association (CUPA) for position and salary
comparisons and the Accounting and Finance Office
uses the National Association of College and University Business Offices (NACUBO) for various financial
comparisons.

7P6

We ensure that department and unit
analysis of data aligns with the College’s Strategic Plan by having departments and programs build their unit strategic plans based on the
College’s strategic plan. Student progress reports,
Key Performance Indicators (KPI), and unit-specific
reports are produced for tracking progress toward
our strategic goals, and the Program Review and
Planning process.

The Office of Safe and Secure Computing (OSSC)
oversees all aspects of security. Security capabilities are examined as part of the decision-making
process. While OSSC is part of the ITS department,
it works autonomously so that the security aspects
of all systems are monitored independently for
confidentiality and privacy. All systems are password
protected, data is backed up off-site, and security
policies and procedures are in place and actively
monitored by OSSC. The College uses protective
measures such as anti-virus software and quarterly
system audits to ensure the highest level of security.
If a security issue is identified by OSSC during a
project implementation, it is resolved prior to full implementation. When existing systems are replaced
with new systems, such as the replacement of the
current OII environment with the new ODS/EDW, the
two systems are run in parallel for a period of time
to assist with data validation prior to going live with
the new environment. As replacement systems are
implemented, we monitor new system usage versus
old system usage to ensure full migration across the
College.

Reports and KPI’s provide a balance between centralized and decentralized analysis as information is
provided to departments to align with the Strategic
Plan and annual goals. Deans, faculty, program
managers, and operational unit leaders now use
data to plan improvements to instructional and
non-instructional programs and services.
The PR&P process, which is conducted on a threeyear cycle, also helps align departmental programs
with strategic directions of the College. This process
uses a standardized set of metrics for analysis in
the check-up process. During the three-year review,
or as questions arise regarding specific program
data, additional analyses are conducted for program
staff and executives to better understand the cause
of any unexpected results.

The College has a centralized Help Desk to streamline the reporting of issues and to prioritize the most
critical issues for faster resolution. The College also
has Disaster Recovery plans in place so that a major
failure at one campus will not significantly impact
other locations. Special monitoring occurs during
the enrollment rush periods at the beginning of
each semester. During these peak periods, ITS
asks users to restrict their use of Microsoft Access
queries and databases to ensure students can
access Banner for information access, registration
and payment services.

7P7

The College ensures the timeliness,
accuracy, reliability, and security of
our information systems through an Information
Technology Services (ITS) governance process
that oversees all hardware, software, network and
communications systems. The primary objectives
are to: standardize applications whenever possible,
ensure system security, provide training and support
for commonly used systems, and strive for 99.99%
system uptime. The ITS department provides strong
leadership of the process related to selecting
hardware or software. Applications and systems
are designed and developed in accordance with
state-of-the-art standards. Maintenance and license
agreements with vendors are kept up to date and
ITS professionals are assigned to work based on
their knowledge, skills and availability.
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the production environment, a change control form
must be submitted. Technical representatives from
ITS and the appropriate academic unit (eLearning
and Innovation (eLi), the Learning Centers (TLC),
Libraries, etc.) discuss each proposed change at
weekly control review meetings to address all issues and concerns before approving any proposed
changes. The group also discusses the distribution
of College-wide communications to notify end-users
of the upcoming change. If needed, additional detailed communications are exchanged with specific
populations affected by the change.

could be a design failure of the system. A review of
the data shows the uneven pattern of usage that
occurred on the OII system from July 1, 2011 to
December 31, 2011.
In addition to the utilization statistics, the College
also collects and analyzes feedback from OII users.
One measure of the effectiveness of the OII system
is the number of parameter-driven reports produced
for this process. The PR&P process requires program managers and faculty to review a number of
metrics to assess the strengths and weaknesses of
their programs. Reports were created by the IR analysts, with input from program managers and faculty,
and were designed to address specific questions.
As of Spring 2012, IR produced six unique program
review reports that have been used by program staff
in all 31 programs involved in the PR&P process
since it began in 2010-11. Feedback received during the 2011-12 process will be incorporated into
revisions and expansions when the new ODS/EDW
system is fully implemented.

RE S U LT S ( R )

7R1

The measures of the performance and
effectiveness of our system for information and knowledge management that the College collects and analyzes regularly have improved
since the implementation of the OII system. Knowing
that OII would have a critical impact on employees’
ability to access data, usage reports were written to track activity on the system and to provide
statistics on the frequency of use of each analytical
report. Usage reports include a list of users of a
given report or set of reports over a specific period
of time, and the number of times a specific report is
accessed on any given day within a set time frame.

To measure the performance and effectiveness of
its systems, the College also tracks KPI’s relative to
system availability and uptime, especially for systems that impact student success. ITS also tracks
KPI’s for student financial aid, enrollment management, campus services and retail operations for
the campus rush periods. Rush statistics for Fall
Semester 2008 to Fall Semester 2011 are shown in
Category Six, Figure 6.2

Data from these monitoring reports can be aggregated at several different levels to provide a
comprehensive picture of the way the OII system is
being used. A review of the data from these reports
reveals that, during the period from July 1, 2011 to
December 31, 2011, College employees accessed
reports deployed in the OII Web site 8,964 times.
Of the reports used, 5,483 (61%) concerned some
aspect of institutional research, 24% pertained to
Banner security issues, and 671 (7.5%) pertained
to miscellaneous Web applications. An examination
of the remaining 641 “hits” reveals that they were
distributed among 12 broad reporting categories.
This uneven pattern of usage, predominantly in IR
only, was a factor in the College’s decision to move
from the original OII system to OII/EDW.

KPI’s for ITS core application uptime from July 2011
to January 2012 are in Figure 7.2. Outages that
result in less than 99.99% availability are shaded.
The ITS KPI’s are reviewed every month by ITS leaders who take action as necessary to resolve any root
causes of system unavailability.

7R2

The primary evidence that our system
for measuring effectiveness meets our
organization’s needs in accomplishing its mission
and goals is a set of disaggregated usage statistics
of the OII system and an anaysis of the A&F KPI’s.
Figure 7.3 details the list of reports available in
OII and, further, that 90% of report usage was in
only three categories: Scheduling Reports (42.2%),
Program Review Reports (32.1%), and Enrollment
Reports (15.6%).

To the extent that a module shows little activity, the
OII system appears not to be meeting the needs of
those for whom it was intended. It could be that users have not been sufficiently trained on OII or there
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Figure 7.2
Core Application Uptime July 2011 – January 2012
Measure

Target

Luminus (MTCS): Average Up-time
(excluding scheduled maintenance)

actual

AQIP CATEGORY 7

Jan.

100.00%

99.97%

100.00%

100.00%

100.00%

99.93%

100.00%

100.00%

100.00%

100.00%

100.00%

100.00%

100.00%

100.00%

100.00%

100.00%

100.00%

100.00%

100.00%

100.00%

100.00%

100.00%

100.00%

100.00%

100.00%

100.00%

99.93%

100.00%

100.00%

99.98%

100.00%

99.73%

100.00%

99.93%

100.00%

99.86%

99.94%

NA

NA

NA

NA

NA

99.88%

99.96%

99.97%

99.93%

100.00%

100.00%

100.00%

99.99%

actual
Blackboard 9.1: Average Up-time
(excluding scheduled maintenance)

Dec.

99.99%

actual
Blackboard 8: Average Up-time
(excluding scheduled maintenance)

Nov.

99.99%

actual
Banner (Student, FA, Payroll, etc.):
Average Up-time (excluding
scheduled maintenance)

Oct.

99.99%

actual
Oracle: Average Up-time
(excluding scheduled maintenance)

Sep.

99.99%

actual
FlexReg: Average Up-time
(excluding scheduled maintenance)

Aug.

99.99%

actual
Luminus-related apps (Nag screen,
Chloe, etc.): Average Up-time
(excluding scheduled maintenance)

Jul.

99.99%
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Figure 7.3
OII Reports Accessed by Category
Number of Accessed OII Institutional Research Reports – July 1, 2011 to December 31, 2011
IR Folder Reports – Report Title by Category

# of Times Accessed

% of Total

Fall 2008 ATD Demographics

1

0.0%

Fall 2009 ATD-DEI Enrollment Report

1

0.0%

Total ATD Report Utilization

2

0.0%

15th Day Distance Learning

4

0.1%

Distance Learning Grades by Type of Class

14

0.3%

Achieving The Dream (ATD)

Enrollment Reports

Distance Learning Sections by Subject

3

0.1%

166

3.0%

Count of PSEOP Students

57

1.0%

15th Day Developmental Education Course Enrollment

2

0.0%

278

5.1%

Campus Level Enrollment Metrics

15th Day Subject Area FTE
15th Day Three-year Enrollment Trends
15th Day Headcount By Subject Long Term (sub-report)
15th Day Three-Year Enrollment Trends by Percent (sub-report)

72

1.3%

108

2.0%

6

0.1%

Term to Date Current Student Headcount for All Classes

52

0.9%

Day-To-Day Enrollment Comparison

80

1.5%

Day-To-Day Demographics Report

4

0.1%

Registration Activity by Day in Term

6

0.1%

Student Headcount by Day in Term

2

0.0%

Total Enrollment Report Utilization

854

15.6%

Faculty Workload Reports
Faculty Workload by Department by Campus Assigned

31

0.6%

Faculty Workload by Department by Campus Scheduled

56

1.0%

Average Terms to Graduation by Degree Type

5

0.1%

Average Years to Graduation by Degree Type

10

0.2%

102

1.9%

Graduates by Degree Type

24

0.4%

Graduates by Ethnicity

3

0.1%

Graduates by Gender

3

0.1%

Graduates by High School

3

0.1%

Graduates by Major

59

1.1%

Graduates by Program Area

32

0.6%

Graduates by Program Area Chart

8

0.1%

Graduates by Zip Code

5

0.1%

Total Faculty Workload Utilization

Graduate Reports

Graduates by Program Area
Total Graduate Report Utilization
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Figure 7.3 (continued)
OII Reports Accessed by Category
Number of Accessed OII Institutional Research Reports – July 1, 2011 to December 31, 2011
IR Folder Reports – Report Title by Category

# of Times Accessed

% of Total

Program Review Completions Rate Report

66

1.2%

Program Review Course Sequence Completions

316

5.8%

Program Review Dashboard

260

4.7%

Program Review Demographics Report

557

10.2%

Program Specific Graduation Rates

369

6.7%

Program Review Demographics Percent Distribution (sub-report)

191

3.5%

1,759

32.1%

60

1.1%

Program Review Reports

Total Program Review Utilization
Scheduling Reports
Cancelled Sections by Campus and Subject

480

8.8%

Flexibly Scheduled Course Dates

Fill Rates Report

14

0.3%

Withdrawal Rates by Campus, Session and Course

12

0.2%

Fill Rates by Campus Course Section (sub-report)

334

6.1%

17

0.3%

Fill Rates Course Level Data (sub-report)
Fill Rates by Campus by College (sub-report)

422

7.7%

Fill Rates by Campus by Course (sub-report)

541

9.9%

Fill Rates by Subject (sub-report)

435

7.9%

2,315

42.2%

Total Scheduling Report Utilization

General Student Outcomes Reports
Course Prerequisite Analysis

185

3.4%

Course-to-Course Student Persistence

81

1.5%

Within-Term Student Persistence

6

0.1%

College Level Persistence (sub-report)

2

0.0%

Course-to-Course Student Persistence (sub-report)

11

0.2%

Subject Level Persistence (sub-report)

1

0.0%

Graduation Rates by First Semester GPA

6

0.1%

Graduation Rates by New Student Status

7

0.1%

299

5.5%

5,483

100.0%

Outcomes Utilization

Total Utilization

modate the needs of students who must balance
multiple responsibilities. Among the program review
reports, the student demographics reports were
used the most, though faculty and other staff made
extensive use of the graduation rates and course
sequence completion rates reports as well. Program managers want to know their students, track
student outcomes, and determine whether students

This detailed review of the specific reports accessed
provides a better indication of the way in which employees are using information to drive improvement.
Among the scheduling reports, the fill rates reports
were accessed the most. This highlights the importance that deans and other administrators place on
managing student/faculty ratios across the curriculum and devising course schedules that accom-
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who start their programs are completing them.
More importantly, if students do not complete the
programs, they want to know where in the programs
(in which courses) they are losing them.

has been made, and the requests are assigned
to an analyst. Activity reports are used to identify
requests which have gone unfilled and to take actions to ensure that such requests are addressed
on a timely basis. Statistics for report requests and
completions are shown in Figure 7.4.

Usage statistics like these confirm that the appropriate reports for course scheduling, student progress,
and student success are available and are being
used. They also indicate that operation units in A&F
are not OII users, which was a factor in the decision
to migrate from the OII reporting environment to the
Banner ODS/EDW system. Similar usage statistics
will be followed in the new environment.

Figure 7.4
Data Request Log
Status of Data Request Projects Logged by IR
June 2011 – February 2012

The ITS department reviews its KPI’s monthly to
ensure that systems are up and operational as
expected. It is imperative to keep Banner functioning as it is necessary for producing reports and
data that are used across the college for measuring organizational effectiveness. As noted in Figure
7.3, Banner experienced slight downtime in August
2011, October 2011 and December 2011. While
these particular incidents were all independent, the
KPI’s helped ITS identify causes and action steps
to restore system reliability and stability.

Status

% of
Total

Not Started

20

8%

In Progress

4

2%

Completed

214

87%

Cancelled

2

1%

Deferred

5

2%

245

100%

Total

Average
Days to
Completion

1.3

Statistics in the above table are used to assess the
effectiveness of IR in responding to ad hoc data
requests. Currently we have not found a source for
comparative data, though the College was recognized by the Lumina/Gates Foundations as an
Achieving the Dream Leader College, which was
based largely on our analytic capability and the
strength of data submitted to them.

7R3

Our results for the performance of our
processes for Measuring Effectiveness
led to a national award from Campus Technology.
The College was recognized as the 2008 Campus
Technology Innovator for Business Intelligence for
the development and deployment of our OII system.
Acknowledging the College’s work “to implement
a better way to access data quickly and prime it
for campus decision-makers,” Campus Technology
stated “At Tri-C, a recent effort to revolutionize business intelligence has resulted in a single version of
data truth and a single means for understanding
student success.” The OII solution received additional exposure in 2009 when Microsoft highlighted
the OII solution as a Customer Solution Case Study
for our use of the Microsoft SQL Server application
platform.

The College values the time that executive leaders
and managers devote to efforts like the Ohio Banner
Users Group (OBUG). The College’s CIO is currently
serving a three-year term as Chairman of OBUG,
which is made up of 26 Ohio colleges and universities. The College is also represented in the leadership of the Ohio Two-Year College Technology Group,
which is comprised of 30 two-year post-secondary
schools. These positions allow leaders to identify
innovative solutions to problems, implement best
practices early on, and integrate both into the College’s culture and infrastructure.
In an effort to define consistent KPI’s across Ohio
Banner schools, the College partnered with OBUG to
present KPI development workshops. These workshops helped teams to understand KPI development
as well as to define KPI’s for various Banner modules. It is hopeful that once more schools are using
these standardized KPI’s, there will be benchmark
data available to all OBUG member schools.

Internally, the IR office collects and analyzes data
regarding its own performance. In 2011, IR established its first on-line report request system, which
is used to track data requests and determine the
length of time to completion. College employees
complete an on-line information request form to
obtain information on any aspect of college activity that is collected. Requests are logged into a
database, IR is notified by e-mail that a request
Measuring Effectiveness
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not meet customer expectations. By leveraging the
capabilities of the Banner system, the College was
able to address these concerns, eliminating fragmentation and providing services in a more efficient
manner.

IMPROVEMENT (I)

7I1

During the past several years, the College
has taken a number of steps designed to
improve our systems for collecting, analyzing and
distributing data needed to carry out the work of
the College. From the standpoint of student performance and progress, the biggest change involves
the use of the OII database. Prior to the development of this system, such analysis was a cumbersome process, requiring analysts to extract data
from the Banner information system into a Microsoft
Access database developed specifically for the
particular project at hand. The process of extracting
and recombining data from multiple sources was
time-consuming, limiting the amount of information
that was available to decision makers. If College
leadership required similar data for a different
program to make a different decision, the whole
process had to be repeated. With the establishment
of the OII system, the College took a major step
toward improving this process. By using a single,
integrated source of data in which essential data
elements are pre-calculated, the OII system reduced
the amount of time that an analyst must spend
in extracting data and recombining it into a database. In addition, by permitting the development of
parameter-driven reports, the OII system enables
College decision makers to use a particular report
on a number of occasions, each time focusing on a
different program or service offered over a different
timeframe. The OII system greatly expands the range
of programs and services that can be addressed
by means of a single report. These capabilities will
be continued and expanded as we move to the new
ODS/EDW environment.

During the past several years, the College has greatly increased its ability to provide data and analyses
to decision makers at various levels throughout the
institution with a number of reports that were previously unavailable. This enables decision makers to
more clearly see the relationships between program
characteristics and student outcomes and to design
programs which more readily foster student success. At the present time, the College has developed
an analytical capability which can be used to measure progress toward the strategic goals, assess
the effectiveness of our course scheduling process,
describe our student population, and identify those
points in our academic programs at which students
drop out. By more effectively utilizing the Banner
system, we are able to more effectively provide services to students, thereby increasing the likelihood
that they will complete their degrees.

7I2

The College culture and infrastructure
help us to select specific processes
to improve and to set targets for improved performance results in Measuring Effectiveness by
creating an environment that places a strong
emphasis on student success and data-driven
decision making. Due to the College involvement
in AQIP, Achieving the Dream and other similar
outcome-focused programs, the College now
acknowledges and articulates the importance
of student access, success and performance
measurement in order to achieve its goals. The
shift to a data-driven culture also led to a more
integrated use of Banner and OII and created
an environment in which focused data analysis
is viewed as a critical component of any new
process and program activity.

The BannerizeIt! project made a similar improvement with regard to the use of Banner, itself. This
effort sought to optimize the College’s Banner
functionality by focusing on delivering efficient,
timely, accurate and superior services. By taking
fuller advantage of the Banner system, the College
has achieved a number of benefits. In the two-year
period following the first implementation of the BannerizeIt! project, the College significantly improved
72 internal and student-facing processes (Category
6). Further, there was an underutilization of the
College's enterprise resource planning (ERP) system
and a perception that Banner did not and could

AQIP CATEGORY 7

This approach to self-service data and information,
with continuous feedback from users, form a base
for the expansion of our analytic reporting capabilities and the development of informative and actionable measures of effectiveness.
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C A T E G O R Y E I G H T : Planning Continuous Improvement examines your
organization’s planning processes and how your strategies and action plans
help you achieve your mission and vision.
more collaborative over the past four years with expanded conversations among the College leadership
team. The College has moved from a finance-driven
process to one that is more inclusive and transparent. The budget planning process starts with a
general discussion of the projected revenues and
expenses. Projections fluctuate based on the state
budget and anticipated enrollment changes, which
are closely tied to economic and market factors.
Unit leaders provide draft budget requests built on
the unit’s strategic direction; priorities are set based
on annual goals; and the senior executives collaborate on the final budgets.

PROCESSES (P)

8P1
n

The key planning processes at
Cuyahoga Community College include:

Strategic planning that occurs every five years

Annual goal setting that aligns with the
strategic planning
n

Master planning primarily involving facilities
but driven by academic needs
n

n

Annual budget planning

Program review and planning with each
program; a full review every three years

The Program Review and Planning process, discussed in detail in 1P3, is led by the Vice President
of Academic Affairs. Plans and analysis for special
projects – such as target marketing, grant-funded
opportunities or the opening of Westshore Campus
– are completed by College-wide cross-functional
teams.

n

Ad hoc initiative-focused planning for special
projects like a new campus, program delivery
site, or collaborative opportunity
n

Through the strategic planning process, we define
our strategic goals every five years and identify the
baseline of where we are on those goals. Action
steps, timelines, metrics, and ownership are set for
each of the goals. Each year we set annual goals
designed to move us toward the strategic goals.
The annual goals are set by the President’s Executive Cabinet after analysis of recent improvements,
progress on actions steps, tracking movement from
the baseline to the goal metrics, and identifying the
areas that need focus to ensure that we are on track
to achieve each goal. The action steps are reviewed
twice a year and a status report is shared with the
Executive Cabinet. We currently are in the third year
of the 2009-2014 Strategic Plan; the status of the
action steps is shown in 8R2.

8P2

At the College we select short- and
long-term goals based on the strategic
areas of focus determined through the strategic
planning process. The process for designing the
current 2009-2014 Strategic Plan began with a 16member Strategic Planning Committee made up of
faculty, staff and administrators from across the
College, and facilitated by a consultant. The consultant and members of the Committee led about 60
one-on-one and group interview sessions with more
than 160 people, including Board of Trustees members, external stakeholders, executives and other
College leaders, faculty and staff at each campus,
alumni, and students. In each session, the participants were asked to discuss the following:

The Master Plan reviews facility needs to achieve
our academic goals over the next ten years. This
plan takes a long-term view of projected growth
across the College and defines facilities that will be
needed on each campus to meet the enrollment and
program planning needs. The Master Plan considers
programs that are projected to grow, the portion of
student enrollment at each of our campuses, and
the rates of growth expected at each campus.

The most significant uncontrollable issues

n

Perspective on Cuyahoga Community College

Performance on past strategic plan
implementation
n

The annual budget planning process has become
Planning Continuous Improvement

n
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n

Mix of academic programs

n

Positioning to ensure student success

n

Level of service provided to students
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n

Competition

Figure 8.1

n

2020 vision

n

Strategic issues

AQIP Systems Portfolio Feedback
and the Strategic Plan

n

Measures of success

Responses from all sessions were summarized and
the Committee determined high level themes and
focus areas that became the four goals: Student
Success, Broadening our Reach, Culture, and Measuring Effectiveness. Strategies for each goal were
developed by cross-functional teams, as subcommittees of the Strategic Plan Committee, to lead to goal
achievement.
Other ways that we select short- and long-term strategies are based on the budget process. Through collaboration among senior leadership, we select budget priorities based on strategic planning, but also
as partnership opportunities occur and align with
our strategic plan (2P1). The Achieving the Dream
grant is one example of an opportunity that became
part of our short- and long-term goal planning. Some
strategies are set based on enrollment projections
and are driven by new populations of students to be
served. Performance results also cause us to focus
on some short-term strategies to help us reach the
longer term goals. Finally, AQIP action projects are
developed for focused improvements on short- and
long-term strategies.

“STRATEGIC”

AQIP Strength

AQIP Strength

Not an Action Plan Step

Action Plan Step

“AT RISK”

“PRIORITY”

AQIP Opportunity

AQIP Opportunity

Not an Action Plan Step

Action Plan Step

goals. We planned the four goals to be broad and
flexible, allowing the annual goals and modified action plans to address the ever-changing environment
in which we operate.

8P4

We coordinate and align our planning
processes, organizational strategies,
and action plans across organizational levels
through common language. Each of the Strategic
Plan’s 31 action steps has an owner and a crossfunctional team that contributes to progress toward
the goal. The strategic plan identifies our four
focused directions and the AQIP process helps move
us toward goal completion by continuously improving our processes.

8P3

One key tool in developing the action
plans that support our current organizational strategies was the 2008 Systems Portfolio Appraisal Feedback Report. We utilized the comments
related to identified opportunities, as well as areas
that could leverage our strengths, to define appropriate action steps. The feedback allowed us to be
more collaborative in the action planning process
and in developing metrics for each of the strategic
plan goals. The matrix in Figure 8.1 shows how the
strengths and opportunities were applied in developing the Strategic Plan action steps.

We communicate the strategic goals to all levels of
the institution so that the campuses and operational
units college-wide can align their strategic plans
with the College plan, and identify elements of the
action steps that require unit level involvement for
achievement. As we implement action plans, we
provide service days for support staff, and training
for mid-level leaders through retreats, to ensure that
employees know and understand how they contribute to the College’s success. A document entitled
“Finding the You in AQIP” (Figure 8.2) helped facilitate conversations with faculty and staff at all levels
to demonstrate how everyone’s role and responsibilities fit with the strategic goals and improvement efforts. Individual connections to the plan are
documented through each employee’s PEP (4P3).

The specific action plans for each goal also were
developed by the subcommittees of the Strategic
Plan Committee. Some of the action steps are shortterm and others will occur over the five years of the
strategic plan. College leaders with responsibility in
specific areas (Enrollment, Marketing, Information
Technology) are assigned as the action step “owners” and are accountable for progression toward the

AQIP CATEGORY 8
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Figure 8.2

Category Five:
Leading and Communicating
Category Five addresses how our leadership and communication structures, networks and processes guide Tri-C
in setting directions, making decisions, seeking future
opportunities, and building and sustaining a learning
environment.
Do you ... communicate with others? make decisions about
communication processes? lead others in communication
activities? set direction for your program, division, campus?
communicate institutional expectations? participate in
leadership development? Are you improving any of your
activities or processes?

Finding the “You” in AQIP
External Measures Include:
Category One:
Helping Students Learn
Category One identifies the shared purpose of all higher
education organizations: the teaching-learning processes
within a formal instructional context.
Do you ... teach? write and edit learning objectives? design
programs and courses? assess student preparedness?
learn and use technology? discuss diversity? teach hybrid
or on-line courses? determine course sequencing and
scheduling? update handouts/exams with a new text? tutor students? use co-curricular activities in your courses?
assess student learning? Are you improving any of your
activities or processes?

Category Six:
Supporting Institutional Operations
Category Six addresses the support processes that help
provide an environment in which learning can thrive.
Do you ... keep our facilities in working order? plan new
facilities? process or analyze payroll, accounts, budgets?
develop business services? provide catering? deliver financial aid services? Are you improving any of your activities or
processes?

Category Two:
Accomplishing Other Distinctive Objectives
Category Two addresses the processes that contribute to
the achievement of the major objectives that complement
student learning and fulfill other portions of our mission.
At Tri-C, we highlight our process for seeking and implementing externally-funded grant opportunities as a
distinction for community colleges.
Do you . . . lead grant-funded initiatives? look for opportunities and write proposals for new programs or external
funds? develop relationships with partners in the community? create and implement new activities funded
through a grant? Are you improving any of your activities or
processes?

Category Seven:
Measuring Effectiveness
Category Seven examines how we collect, analyze and
use information to manage Tri-C and to drive performance
improvement.
Do you ... collect, store, manage or use information and
data? measure the effectiveness of your work? compare
your current results/enrollments/counts with past results,
or with other organizations? analyze information and data?
Are you improving any of your activities or processes?
Category Eight:
Planning Continuous Improvement
Category Eight examines the planning processes and
how strategies and action plans are helping achieve
our mission and vision.
Do you ... align your activities with the Strategic Plan? set
performance measures or projections? participate in strategic planning activities? serve on an Action Project team,
governance committee, or other college-wide group that is
driven by our mission? hold others accountable for achieving our mission? Are you improving any of your activities or
processes?

Category Three:
Understanding Students’ and Other Stakeholders’ Needs
Category Three examines how we work to understand
student and other stakeholder needs.
Do you ... counsel students? survey students? talk to
students about their career/life plans? respond to issues
raised by students? have an Advisory Board? build relationships with employers? Are you improving any of your activities or processes?
Category Four:
Valuing People
Category Four explores our commitment to the development of faculty, staff and administrators, since the efforts
of all are required for student success.
Do you ... attend faculty development or training workshops? recruit and hire others? complete a performance
evaluation? participate in recognizing and rewarding
others? determine workforce needs? Are you improving
any of your activities or processes?

Planning Continuous Improvement

Category Nine:
Building Collaborative Relationships
Category Nine examines our relationships – current and
potential – to analyze how they contribute to accomplishing our mission.
Do you ... identify potential collaborators – both inside Tri-C
and outside? develop relationships with other institutions or
community partners? align your activities with internal and
external partners? Are you improving any of your activities
or processes?
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viewed annually for progress, and the annual goals
are set to provide additional focus. The master plan,
which is a ten year facilities plan, and our Strategic
Plan are used to advise us on what future resources
are necessary to meet each plan’s goals. We use
trend analysis of historical data and environmental
scanning (particularly in the Program Review and
Planning process) to advise what resources will be
needed in the future. The resources that are not currently available or may not be sufficient in the future
become the targets for our resource development
strategies. We have become very strategic in seeking external funding to supplement resources available through our traditional revenue streams (2P2).

8P5

In defining objectives, selecting
measures and setting performance
targets for our organizational strategies and action
plans, we look primarily to the teams of people who
are accountable for implementing the actions. The
action step owners and teams identify the baseline
on the Strategic Plan metrics associated with their
action plan (8P3). If metrics do not exist, the action
step teams define, develop, and monitor appropriate measurable outcomes for their segment of the
goal. Additionally, if we are pursuing or have been
awarded grant funding to assist in implementing any
of the action steps, we incorporate the funder’s expected measures of student’s learning and targets.
In recent years the College also aligned its strategic
plan to the University System of Ohio’s 10-year plan,
and on guidelines or policy changes from the Ohio
Board of Regents.

Figure 8.3
Integration of the Strategic Plan
Action Steps and AQIP

In addition, we formed the One College Intelligence
Council (OCIC) to assist in decisions about measures and targets. The OCIC is a cross-unit vice
president level leadership team that sets the standards for overall institutional measurements, creates common definitions related to data reporting,
and focuses the institution on outcomes and impact
measures related to student success rather than on
deliverables or outputs.

Cuyahoga
Community
College

There is also an OCIC Core/Implementation Team,
comprised of data users, programmers and the
Director of Institutional Research, that advises
the OCIC on the availability and relevance of the
measures to outcomes. Each action step metric is
reported on a predefined basis (monthly, quarterly,
per semester, annual) and tracking scorecards are
stored on the KnowledgeWeb intranet site. The
scorecards and reports are reviewed by the OCIC
and feedback is given to the action step owners and
teams. Often the IR team assists with the tracking
and analysis of data; IR may provide supplemental
data to help create a more complete picture of the
outcomes.

2. Broadening our
Reach
(BOR)

Helping
Students
Learn

SS 1, 3,
4, 6, 7,
8, 9

BOR 4,
5, 6, 9

Accomplishing
Other Distinctive
Objectives

SS 1, 3,
4, 5, 7,
10

BOR 2, 3

Understanding
Students' and Other
Stakeholders’ Needs

SS 1,
2, 5

BOR 1,
2, 7

Valuing People

SS 10

Leading and
Communicating
Supporting Institutional Operations

SS 2

BO 2,3

Measuring
Effectiveness

3. Culture 4. Measur(C)
ing Effectiveness
(ME)
C 2, 4

ME 2, 7

C 1, 2

ME 7

C 3, 4

ME 2, 5

C 4, 5

ME 4

C 1, 2
C5

ME 1, 2, 6

Planning Continuous
Improvement

SS 3, 8

BOR 1, 5, 6

C 2, 3, 5

ME 3

Building Collaborative Relationships

SS 2

BOR 1, 7, 8

C 4, 5

ME 7

While the Strategic Plan is the framework for our initiatives and improvements, it is also flexible enough
for the College to take advantage of opportunities,
particularly related to new resources that may become available. The economic times dictate that we
must remain adaptable and constantly balance the
strategic needs of our students and their success
with resources.

8P6

At Tri-C we link strategy selection and
action plans by using our Strategic
Plan, the master (facilities) plan, the annual budget
planning, and our commitment to AQIP to drive action step plans. Figure 8.3 shows the crosswalk of
the Strategic Plan action steps with the nine AQIP
categories. Our current five-year strategic plan is re-

AQIP CATEGORY 8

1. Student
Success
(SS)
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component of the redesign and implementation of
the Enrollment Centers (3I1). Faculty development
is coordinated by a Director and team in the Office
of Teaching, Learning and Academic Professional
Development (4P9). Additional ways of preparing
employees for changing requirements are through
assignment to cross-functional teams and committee assignment; succession planning; performance
reviews; and the Mandel Leadership Program (4P3).

8P7

We assess and address risk in our planning processes through the use of data,
environmental scanning, stakeholder discussions
and building partnerships that can balance the risk.
In our planning processes, we use historical data,
data trends and projections. We identify challenges
and collect data to confirm or alleviate concerns
about risk. We look at environmental scans and create surveys, focus groups, and in-depth interviews
to get a full picture of the potential risk. Budget
planning is greatly informed by State budget decisions. Finally, in some situations, we have teamed
with other organizations to mitigate risk. An example
is the recently opened Brunswick University Center,
in Medina County, an adjacent county to Cuyahoga.
The College was presented with an opportunity to
open a new delivery site; data confirmed that this
location would be more accessible for many current students who are driving farther to another
Tri-C site. Our enrollment projections analysis for
the site showed that, because of population shifts
in the region, we also had the opportunity to draw
new students to the College. By teaming with two
other universities and the Brunswick community, we
determined that the advantages of moving forward
outweighed the risk of pursuing this location.

Finally, when the college undertakes an improvement that requires new capabilities, or writes a
proposal for a new program or initiative, we add
training into the budget and action plans when seeking external funding. An example of this is the ATDDEI grant. In order to implement the Supplemental
Instruction (S.I.) approach to teaching and learning
(1R5), we provided professional development and
coaching in S.I. by bringing experts to the College to
conduct the training. Bringing experts to campus is
a model we often use with new teaching methods.
To ensure that the significant growth of online curriculum is developed effectively, the College joined
the Quality Matters (QM) Program (1P11). QM is
a faculty-centered, peer review process that is
designed to certify the quality of online and blended
courses. QM is a leader in quality assurance for
online education and has received national recognition for its peer-based approach and continuous improvement in online education and student learning.

8P8

The College ensures that we are developing and nurturing faculty, staff and
administrator’s capabilities to address the changing requirements demanded by our organizational
strategies and action plans in several ways. We
begin with our new employee orientation where we
initiate employees to the culture of the College. We
emphasize the notion that everyone has a role in the
student success agenda. We stress that we are a
learning organization and employees are expected
to actively participate in their own professional
development. The concept of continuous process
improvement is introduced.

RE S U LT S ( R )

8R1

The utilization of the Srategic Plan at
all levels of planning – organizational,
unit, department, individual – is a measure of the
effectiveness of our cascading planning process.
Another is the process the College uses to set annual goals based on the five-year Strategic Plan.
This annual process is strengthened by the design
of the strategic plan, which ensures that the College
remains focused on long-term priorities, while providing flexibility to add or modify specific goals that
support the four strategic areas. Finally, tracking related to effectiveness and improvement processes
occurs across the College, as discussed in each of
the AQIP categories.

The Learning and Development (L & D) team within
Human Resources maintains a catalog of development opportunities and training courses offered
internally. L & D staff work with supervisors and
managers to assist in identifying appropriate training based on the skills and capabilities needed for
implementation of action plans. Training was a key

Planning Continuous Improvement
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Figure 8.6

8R2

The College provides updates to the
progress on the action steps contained
in the Strategic Plan. The latest status report,
Figure 8.4, shows that more than half of the
action plans already have become part of the
College infrastructure.

Metric 2: Average Number of Years from Initial
Class to Graduation Among Full-time Students
10.0
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Figure 8.4
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Figure 8.7
Metric 3: Fall to Spring Retention of New Students
(New from High School and Delayed Entry Students)
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Metric 4: Retention – Fall to Fall (New Students)
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8R5

Figure 8.9

The evidence that our continuous
improvement system is working can
be seen in the examples of Strategic Plan metrics
in 8R2. Discussions about goals and targets were
not present throughout the College in the past.
Now, a culture of evidence exists and requests for
data, tracking and KPI’s are common College-wide
(7P2). In addition, we have completed a number of
action projects that led to standing committees and
standard processes of the College. The inclusive
process used for the 2009-2014 Strategic Plan
allowed all employees the opportunity to contribute
to the plan’s development. Attendance at the oncampus sessions was evidence of participation in
our improvement processes.

Metric 5: Combined Percentage of Dev. Ed.
Students at All Levels Completing Dev. Ed. English
Within One Year of Entering the College
75%

80.0%
60.0%
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20092010

20102011

20.0%
0.0
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n Complete Dev. Ed. English Sequence

20122013

20132014

n Target

IMPROVEMENT (I)

8R3

Targets for the action plan metrics,
where set, are in the figures above.
Also, the College is beginning a series of conversations with faculty, to be completed this summer, to
gather their input around how to shape our student
success and completion work for the next academic
year. With the release of the AACC 21st Century
Commission on the Future of Higher Education’s
report, “Reclaiming the American Dream,” and in
the context of increasing accountability demands
for outcomes from the State funding process, and
the national Voluntary Framework of Accountability
(VFA), the discussions will serve as a target-setting
update for the next two years of our existing
Strategic Plan, as well as provide a basis for future
planning.

8I1

While the College has always tracked
enrollment, budgets and student success,
one improvement in this category is the development of a set of defined metrics for other goals,
such as Culture and Measuring Effectiveness. Using
cross-functional teams, evaluating new and redesigned processes, developing common datasets and
KPI’s, training employees on how to access and use
data for decisions, and measuring employee satisfaction were not a part of our performance results in
the 2008 Systems Portfolio. Another improvement
is the availability of comprehensive metrics, by campus, that help track enrollment, retention, degree
completion and business services.
Online availability of the AQIP Systems Portfolio and
Feedback Report, the Strategic Plan and metrics,
and data reports and survey results, is an improvement that provides access to our plans, improvements and goals for the entire college community.

8R4

As mentioned in 6R5, the College was
an honoree for the 2012 Eullucian
Performance Award, which recognizes ingenuity and
creativity in performance improvement. In addition,
at the request of the National Association of College
and University Business Officers (NACUBO), the
College was the featured presenter in NACUBO’s
webinar entitled “Scenario Building at Today’s Community Colleges” in 2009. The change in culture
around the budget process and its integration with
the strategic plan was the focus of the College’s
presentation.

Planning Continuous Improvement

A new data intelligence environment (7P1) and the
BannerizeIT! project (6P2) are the foundation that
allows continuous improvement to occur, not just
for some, but for all employees, as we focus on
data-informed decisions to improve student access,
progress and completion.
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8I2

The culture at the College has transformed since our participation in AQIP
began, and the infrastructure has adjusted in
response. With a clear focus on student success,
accountability and outcomes, process improvement
underlies discussions College-wide. Not only in the
processes related to operations and service, but in
planning and improving programs and initiatives,
performance and decision-making, the College is
now driven by the questions asked throughout the
Systems Portfolio – what are our processes and
how do we know if they are working.

AQIP CATEGORY 8
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C A T E G O R Y N I N E : Building Collaborative Relationships examines
your organization’s relationships – current and potential – to analyze how
they contribute to the organization’s accomplishing its mission.
Work with students to ensure they are collegeready, that students find the best possible fit
when choosing a college and that students have
the necessary financial resources to graduate
from college

PROCESSES (P)

n

9P1

We create, prioritize and build relationships with organizations that send
students to our college based on two primary
objectives: 1) to provide widespread college access
throughout Cuyahoga County; and 2) to reach students who are underserved, come from low income
households, are most likely to benefit from the College, or may not otherwise have access to college.

Increase community awareness about why
postsecondary education is so important
n

Gather data to create a College Success
Dashboard that will track the Compact’s
progress and accomplishments and will
serve as an annual update each Fall
n

The most significant of these organizations are
the K-12 school districts from across the county.
Relationships with the schools are built in several
ways. Our Campus Presidents lead an effort with the
school district superintendents in the geographic
areas that surround their campus. Each campus
president also has a Community Relations Manager
to assist in maintaining these relationships. In addition, college recruiters maintain relationships with
high school guidance counselors in their service
areas. Our College Pathways Programs also are
involved in building relationships with area schools.
The College operates 11 programs that provide
outreach and enrichment opportunities to more
than 7,000 K-12 students each year. Programs
include Post-Secondary Enrollment Options Program
(PSEOP), Early College, Dual Admissions Agreements, and Tech Prep 2 + 2 for technical education
students. In addition, we offer summer programs for
students in grades 1-12.

Plan an annual best practices symposium
beginning in 2012
n

Explore the development of additional
scholarship and financial aid programs
n

Another outreach activity involves College faculty
from various disciplines meeting with secondary
school faculty to discuss the preparation needed by
high school students to successfully enter college
level courses and limit the amount of remediation
that will be necessary.
The College serves as the fiscal agent and programmatic lead for the Tri-C Adult Basic Literacy
Education (ABLE) Consortium, which includes six
Cuyahoga County school districts and career center
partners and is the largest ABLE program in Ohio. In
conjunction with this consortium, Tri-C offers adult
basic literacy courses, the Graduate Equivalency
Degree (GED) program, and English as a Second
Language (ESL). In a recent program review, the
State of Ohio specifically noted the ABLE program’s
position within the Academic and Student Affairs
unit of the College as favorable to ABLE’s mission of
developmental education and supporting student
transition to credit coursework.

The students from the Cleveland Metropolitan
School District (CMSD) who enroll here are of special concern to the College. In 2011, we entered into
a new Higher Education Compact with Cleveland’s
Mayor and the CMSD. Along with 15 other Ohio
colleges and universities and more than 15 foundations and civic organizations, the Compact’s goals
are to:

We also build important relationships through our
Workforce and Economic Development Division
(WEDD). The College maintains a strong relationship
with our county Workforce Investment Board (WIB)
and our Executive Vice President for WEDD holds
a seat on the WIB. WEDD also maintains strong
relationships with each of the One Stop agencies

n Develop student-focused action plans at each
institution that will act as a roadmap for providing
better support for students in attaining their college degrees

Building Collaborative Relationships
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in the surrounding Metropolitan Statistical Area for
recruitment of prospective students to participate
in major grant-funded training programs secured
by the College. The Job Links Services Department
works with the One Stop agencies to ensure that
successful program completers secure employment. Established in August 2011, WEDD’s Job Link
Services (JLS) department maintains relationships
with all governmental job-training referral/sponsor
agencies including Trade Adjustment Assistance,
Workforce Investment Board, Bureau of Vocational
Rehabilitation, Bureau of Worker’s Compensation,
Ohio Rehabilitative Services Commission and the
Cuyahoga County Employment and Family Services.
JLS works with all credit and non-credit students
referred by an agency with responsibility to:

The college and university transfer relationships are
managed primarily by our Enrollment Management
unit that negotiates and monitors our transfer and
dual-admission agreements. The College currently
has 58 active transfer agreements and five dual
admission agreements with four-year colleges and
universities. We also have 60 program specific
transfer agreements. We maintain these relationships through semi-annual meetings to assess the
relationship and make mutually beneficial changes.
Analysis of data drives the improvements.
To manage relationships with employers, the College
created a dedicated Employer Relations department within our Career Centers. This department
identifies short- and long-term trends for cooperative education experiences, clinical experiences for
health care students, internship opportunities, and
job placement. As a result of feedback from employers who wanted a single point of contact, the College completed a major reorganization of the Career
Centers in 2011.

Report completion, placement and retention
information back to the sponsoring agency
n

Conduct two meetings per academic year with
the counselors/coaches that refer students to
the College to provide them with program updates and any changes to the JLS system
n

Industry-cluster employer relationships are managed by College subject-matter experts who serve
as liaisons with various industries. For example,
Tri-C WEDD representatives serve on Northeast
Ohio’s Manufacturing Advocacy and Growth Network
(MAGNET) and NorTech (a technology-based economic development organization). Our Vice President for Health Care Initiatives serves as the liaison
to our local health systems and groups such as the
Northeast Ohio Health Science and Innovations
Coalition comprised of the major health systems
in the region.

Maintain ongoing communication with referral
agencies through bi-monthly visits
n

One other important collaboration for WEDD and the
College is the Construction Apprenticeship Program
which provides customized curricula for skilled
trades in bricklaying, carpentry, cement masonry,
construction labor, electrical construction, ironworking, operating engineering, painting and allied
trades. These programs are offered in cooperation
with 15 Northeast Ohio Joint Apprenticeship Training
Committee partners. Students must be working in
a registered apprenticeship program in conjunction with the U.S. Department of Labor Bureau of
Apprenticeship and Training to participate in this
program. Classes are conducted at our facilities
and the Joint Apprenticeship Training Centers.

Following the feedback from our 2008 Systems
Portfolio, the College developed a new process for
managing key relationships with employers and
community members by utilizing the SalesLogix customer relationship database system. Each department leader provided, and continues to update, key
contact information to the database. Substantive
interactions with these contacts are documented in
the system. The new process allows for better coordination and information sharing within the College,
and more strategic and targeted interactions with
key contacts.

9P2

In creating and building relationships
with educational organizations and
employers, we prioritize based on the ability of the
partnership to increase opportunities for our graduates and to ensure that they are properly prepared
for those opportunities. Our relationships are with
both transfer colleges/universities and potential
employers.

AQIP CATEGORY 9

Our career-focused academic programs have Advisory Committees that are made up of employers
and other subject-matter experts. These Advisory
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Committees are critical to keeping our programs
relevant. Members are identified through program
managers, and recommended to the Provost and
Executive Vice President of Academic and Student
Affairs. The committee elects a Chairperson, vicechairperson, and a secretary, who also serves as
the Advisory Committee administrator. The Advisory
Committees meet at least twice per year. Once
a year, the Advisory Committee participants are
brought together for a recognition event where there
are more than 800 invitees. The event thanks members for their voluntary service and emphasizes the
importance the College places on their work. One
Advisory Committee is honored each year with the
Outstanding Advisory Committee of the Year Award
for exemplary service and collaboration.

ment; mental health and counseling; municipal and
community services; substance abuse and other
addictions; and support groups.
In 2011, the College’s Student Life, Student Government and Administration and Finance units collaborated to reach an agreement with the Greater
Cleveland Regional Transit Authority (RTA) to allow
our students to purchase discounted RTA passes for
public train and bus transportation. An agreement
was reached in which students have the option to
purchase the discounted pass and RTA and the
College share in the costs.
The College provides services for students with
disabilities through our ACCESS program that
maintains dozens of partnerships with agencies that
offer specific assistance. We have a single point of
contact for military veterans who attend the College including services at the VA hospital in Cleveland. This program offers a comprehensive array of
veterans’ services that are coordinated both within
the College and among many external veterans’
organizations. The College was recognized again in
2012 as a Military Friendly School. This is the third
consecutive year we have received this distinction
which honors the top 20 percent of colleges, universities and trade schools that are doing the most to
embrace America’s military service members and
veterans as students.

Our focus and priorities with employers and industry-clusters are driven by trend analyses that show
what jobs within various clusters will be growing over
the next 5 to 10 years. This analysis is also part of
the Program Review and Planning process described
in Category 1 (1P13).

9P3

The College creates and builds relationships with organizations that provide
services to our students based on the needs of the
students. Partners include a variety of government
and non-profit social service agencies and other
organizations, with student services managed primarily by our campus counseling offices. Research
results are often used for effective planning and
delivery of student services and, in some cases,
external grant funding is sought to understand or
fill the needs. We recently conducted a survey of
students to determine the types of non-academic
support they most need that currently is not offered
through the College. More than 1,800 students
responded and indicated needs in the areas of
health insurance, housing and transportation. The
survey results led us to form a partnership with
the United Way First Call for Help. The partnership is implementing new ways to refer and track
students so that follow-up can take place; analysis
of the services used will inform enhancements of
campus services available to our students. Some of
the areas of assistance include: employment and
income support; family support and parenting; food,
clothing and household items; health care; housing
and utilities; legal services and financial manage-

Building Collaborative Relationships

The Tri-C Foundation maintains relationships with
philanthropic donors who help fund a wide variety
of both academic and non-academic needs of the
students and faculty of the College. External vendors provide auxiliary services including the book
store (through Barnes & Noble) and food services
(through Aramark). These vendors are managed
by the Executive Director of Campus Services and
Retail.

9P4

Relationships with external vendor
organizations that supply materials and
services to the College are created and managed
through a variety of departments including Supplier
Managed Services; Plant Operations; Capital and
Construction; Health, Safety and Risk Management;
and Human Resources. Needs for materials and
services are determined through a collaborative
process between the internal departments and the
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purchasing unit of the College. Opportunities are
posted publicly, and vendors are identified through a
competitive process. Depending on the commodity/
service and the size of the contract, relationships
vary from daily contact with an account manager to
scheduled evaluation upon the conclusion of a contract. Our relationships with ellucian, Blackboard,
and other software technologies are managed by
cross-functional teams of people from the key user
departments. This relationship was discussed in
Category Six (6P2).

a consortium of 17 community colleges across the
Midwest to win significant funding for Health
Information Technology (HIT) programs in this
region of the country.
The College is very fortunate to receive taxpayer
support not only from the State of Ohio but also
from the citizens of Cuyahoga County. Every five
years volunteers from our employees, students and
the community at large bring information to the voters who decide on tax levies that provide our local
support. As a result, we have built strong relationships across the general community through our
Campus Presidents; the College President’s Cabinet
members; the Board of Trustees, who are appointed
by state and local elected officials; and our Foundation Board, comprised of members who are civic and
business leaders. College employees also are active
participants in the local United Way, Community
Shares and United Negro College Fund campaigns.

A recent improvement with external vendors is an
upgrade to our procurement modules, accounts payable modules, and contract modules that integrate
SciQuest with our current Enterprise Resource Planning System, Banner. SciQuest is an e-procurement
system specializing in the purchasing processes in
higher education institutions. The enhancement will
allow these departments to gain significant automation and efficiency in daily workflows and will roll-out
in phases over the next three to five years.

The College often enters into Joint Use Agreements
with area non-profit organizations that are seeking
state capital and equipment projects. The agreements, which require Ohio Board of Regents
approval, allow the College to build long-term relationships that have real value for our students and
the community at large. We currently maintain active
agreements with seven organizations including:
the Cleveland Museum of Art, One Cleveland, Ohio
College of Podiatric Medicine, Playhouse Square
Foundation, the Rock and Roll Hall of Fame and
Museum, Western Reserve Historical Society, and
Hospice of the Western Reserve.

9P5

Relationships with educational associations, external agencies, consortia
partners and the general community are prioritized
based on their connection to the College mission
and vision. In addition to our memberships in the
League for Innovation in Community Colleges and
the American Association of Community Colleges
(AACC) and OACC, we maintain a wide variety of
relationships in educational associations through
institutional and individual memberships. A master
list of memberships is maintained by the Office
of the Executive Vice President of Administration
and Finance.

Benefits to our students include guest lectures
from partner organizations, tickets to educational
events and access to facilities.

Other important external educational relationships
are maintained with the Ohio Board of Regents, the
Higher Learning Commission, and program accreditation agencies. College administrators maintain
relationships with these agencies based on their
job function.

9P6

We ensure that our partnership
relationships meet the varying needs
of those involved at the time the relationships are
formed and through a continuous evaluation process. Examples of evaluations are described below.

Consortia relationships are formed when the goals
and objectives of a proposed project would benefit
from an inclusive approach. The College has built
significant capacity to deal with consortia projects,
as discussed in Category Two. The College served as
the lead institution for a grant submission involving
21 of the 23 community colleges in Ohio, and led

AQIP CATEGORY 9

Relationships with organizations from which
we receive students are evaluated on the number
of students received from those organizations,
their preparedness and retention. The data allow
us to provide feedback to the schools about the
effectiveness of our communication and the
areas where the organization can assist students
before they enroll.
n
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The College assures integration and communication
across relationships through the following methods:

Relationships with governmental education
and job training referral agencies are evaluated
by the number of referral agencies we work with
and the number of students served. Because
funding for these programs can vary dramatically
from year-to-year, these numbers are not a complete reflection of our performance in this area.
Job Link Services is implementing a customer
service survey of these referral agencies to begin
in 2012.
n

KnowledgeWeb allows joint initiatives, partnerships, collaborations, governance committees
and ad hoc task forces to store and share documents and data
n

my Tri-C space is the internal employee and
student Web portal
n

“Town Hall” meetings on each campus bring
faculty and staff together with administrators for
two-way communication on current initiatives
n

Relationships with organizations that depend
on the supply of our graduates are evaluated
through regular contact with four-year institution
transfer partners to assess students’ preparedness and retention; program Advisory Committees, employer surveys and evaluation of student
placement rates to determine employer needs;
and meeting the education and training needs of
area health care organizations.
n

Newsletters are distributed to employees and
are available on either the KnowledgeWeb or our
public Web site. They include Inside Tri-C – the
College-wide internal newsletter; Info 2 Know –
the Administration and Finance newsletter;
Invest in People – the Cuyahoga Community
College Foundation newsletter; and Government
Relations News – the Government Relations and
Community Outreach newsletter.
n

Satisfaction with both cost and quality are
assessed through the contract evaluation of organizations that supply materials and services to
the College.
n

RE S U LT S ( R )

The effectiveness of the College is regularly
gauged by community perception surveys and our
levy passage rates (5R2).
n

9R1

The measures related to building collaborative relationships, internally and
externally, that are collected and regularly analyzed
are outlined in Figure 9.1.

9P7

We create and build relationships
between and among departments
and units based on the College infrastructure and
through both formal and informal methods. Formally, the College operates in accordance with a participatory governance policy which includes committees
charged with providing advice and recommendations on behalf of various College constituencies.
Also, individuals sharing the same job function on
each campus participate in “counterparts groups”
to achieve consistency in operations. Informally,
Academic and Student Affairs and Administration
and Finance units send designated representatives
to each other’s leadership meetings to assure interdepartmental communication and collaboration.
Cross-functional teams often are formed to inform
major new developments or changes to college
processes.

Building Collaborative Relationships

99

AQIP CATEGORY 9

Cuyahoga Community College J U N E 2 0 1 2

Figure 9.1

Vendors Providing Materials and Services to the College
• For big suppliers, quarterly review of financials, issues
and customer service; for smaller suppliers this information is reviewed upon the conclusion of the contract.

Measures of Internal and External Relationships
External Measures Include:
K-12 School Districts
• School district participation in PSEOP / Early College /
Dual Enrollment programs
• Articulation agreements with career centers
• Number of students transferring from career centers to Tri-C

External Agencies
• College accreditation
• Program accreditation

Cuyahoga County ABLE/GED Consortium and Ohio
Department of Education’s Statewide ABLE/GED network
• Tri-C’s continuation as fiscal agent and programmatic
lead for the Cuyahoga County ABLE Consortium
• Program enrollment, persistence, completion and
transition to post-secondary is also measured

Internal Measures Include:

General Community
• Community perception and market research surveys
• Inside Tri-C open rates and stories clicked on
• Employee Engagement Survey
• Results of recent comprehensive communications audit
consisting of faculty and employee focus groups at all
Tri-C campuses, focus groups with campus presidents
and their cabinets, an all-employee survey, one-on-one
discussions with senior leadership and a review of existing communications tools
• FAMIS work order system for employees to request
maintenance services – recent survey found services to
be favorable in customer satisfaction, low in customer
response rate. Based on the results of the survey, steps
were immediately taken that significantly improved the
customer feedback issue
• Housekeeping audit inspection reports produced by third
party contractor to monitor and improve the effectiveness
of nightly housekeeping services provided by GCA Service
• Veterans Services tracks the following internal referrals
of veteran students:
• Scholarships/Financial Aid assistance
• Scheduling assistance
• Other campus services (tutoring, etc.)
• Veterans Upward Bound referrals (college prep and
transition assistance)
• Workforce and Economic Development course
referrals (fast-track certifications)
• Career Place referrals (career skills building,
resumes, etc.)
• Assistance transferring into Tri-C

One Stop / WIB / TAA System
• Job Link Services survey of referrals beginning in 2012
Labor Unions
• Unduplicated enrollments in Joint Apprenticeship Training
Center programs
Four-year Institutions
• Number of Tri-C students who transfer
• Number and type of college transfer agreements
• National Clearinghouse data on student transfers
Employers
• Employer and graduate surveys
• Number and type of written agreements for health care
clinical opportunities
• Number and type of contracts signed for training through
Corporate College, WEDD and business relationships
documented in the “SalesLogix” database
• Number of program Advisory Committees, Advisory
Committee membership, curricula changes as a result of
Advisory Committee feedback
Veterans Administration and other
Veterans Service Organizations
Number of students receiving assistance with:
• GI Bill counseling/assistance
• Job Placement/Referrals
• Referral to external local agencies (i.e., Cuyahoga County
Veterans Commission)
• Veterans Administration Counseling Referrals
• Veterans Administration Benefits Restoration
• Enlistment contract issues
• Pre-deployment assistance
• Assistance with military course credit transfers

9R2

The results for many of the key
performance measures listed in
Figure 9.1 are summarized below.
Figure 9.2 shows the number of High Schools and
the Number of Post-Secondary Enrollment Option
students attending Cuyahoga Community College.
Note that Cuyahoga County Census counts indicate
that the number of high school students began
decreasing in 2010.

Philanthropic Donors
• Level and type of external funding commitments from
foundations, government agencies, companies and other
sources
Vendors Providing Auxiliary Services to Students
• Aramark provides an annual strategic update and performance review, which relates its annual activities directly
to the College’s goals
• Barnes and Noble also provides an annual sales report
and action plan
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Figure 9.2

n

Persistence rate: 77%

PSEOP Enrollment

n

Students completing: 913

n

Students progressing at same level: 336

Year

Number of High
Schools

Number of
Students

2008

95

1,186

2009

93

1,435

2010

95

1,660

2011

93

1,437

Students exiting without completing
a level: 363
n

Students obtaining unsubsidized
employment: 354
n

The College’s work with labor unions to increase
participation in Joint Apprenticeship Training
programs has resulted in steady enrollment
increases since 2007 as shown in Figure 9.3;
the five-year increase is 34%.

JAT Centers Enrollment
Unduplicated
Headcount

2007

2,897

2008

3,096

2009

3,390

2010

3,437

2011

3,890

n

GED’s earned: 70

n

Transition to post-secondary education: 38

In the first year of transitioning to the SalesLogix
customer relationship database system, 73 organization accounts have been created with more than
58,000 individual human contacts.

Our ongoing relationship with the Rock and Roll
Hall of Fame resulted in the recent location of the
Museum’s Library and Archives to the Center for Creative Arts on our Metropolitan Campus. This collection, for the first time in one location, is the world’s
preeminent research collection of written and
audiovisual materials relating to the history of rock
and roll. It includes books, dissertations, periodicals, sound and video recordings, and thousands of
boxes of archival materials such as personal papers,
correspondence, photographs, song manuscripts,
business records, contracts, press kits, posters,
flyers, and clippings. Researchers from across the
world are expected to visit the Museum’s Library
and Archives for access to these collected works
and other documents now located at the College.

The College maintains relationships with 51 active
industry Advisory Committees. The committees,
ranging in size from 9 to 33 members (average 17
members), recommended 458 curriculum changes
which were approved in 2011.
Our veterans programs have served more than
2,500 individuals each year since 2008. Nearly
3,800 have received counseling on the GI Bill; 1,015
have received counseling on applying for scholarships and financial aid; and 105 have been referred to the Career Centers for assistance with job
searches and resumes. More than 160 have been
referred to WEDD for placement in fast-track certification programs. Nearly 450 have been assisted
in transferring credits into Tri-C, and approximately
1,270 have been referred to other internal student
support services.

As the fiscal agent and programmatic lead for the
Tri-C ABLE Consortium providing Adult Basic Literacy
Education, the College tracked and reported the following results for 2010-11:

9R3

It is difficult to compare our performance results for processes related to
building collaborative relationships with those of other higher education organizations, or organizations

Total enrollment of 1,612 includes: 1,140 Basic Skills Students; 406 ESOL Students; and 66
GED Preparation Students
n

Building Collaborative Relationships

Students retaining current job: 28

In the Tech Prep 2 + 2 program for technical education students, the College currently works with 23
school districts/career centers; 14 of them are in
the North Coast Tech Prep Partnership. The number
of career technical education students transferring
to the College through the Partnership has steadily
increased in recent years from 844 students in Fall
2008 to 1,312 students in Fall 2011. The number
of articulation agreements with the school districts
and career centers has increased nearly 75%,
from 27 to 47 over the past four years.

Figure 9.3

Year

n
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Figure 9.5

outside of higher education. Category 2 discusses
our success in partnering with the community, as
well as other higher education organizations, to attract external funding for special projects. Another
direct measure of success with partners is the list
published each year by the Ohio Department of Education to show the colleges where PSEOP students
register. In every year from 2006 to 2009 (the most
recent statewide data available), Cuyahoga Community College has enrolled more PSEOP students
than any other higher education institution in Ohio.
Because these students are enrolled in both high
school and college, this success is reflective of our
strong relationship with area K-12 institutions.

TRIAD Research Group Surveys

Figure 9.4
Ohio Department of Education
on PSEOP Participation
Total
PSEOP
Students

Statewide
Rank

Cuyahoga Community College

1,488

1

Lorain County Community College

1,203

2

Kent State University

997

3

Stark Technical College

791

4

Cuyahoga Community College

1,261

1

Lorain County Community College

1,200

2

Year and Institution

887

3

655

4

Cuyahoga Community College

1,210

1

Lorain County Community College

1,060

2

Kent State University

747

3

Edison Community College

604

4

Cuyahoga Community College

1,104

1

Lorain County Community College

2

659

3

Edison Community College

648

4

Rate the quality of education at Tri-C.
Excellent = 25%
Good = 47%
Fair = 13%
Poor = 1%
Don’t Know = 13%

Our culture and infrastructure help us to
select specific processes to improve and
to set targets for improvement in building collaborative relationships because of the cultural shift to an
environment focused on the goals of the Strategic
Plan: Student Success, Broadening Our Reach, Culture, and Measuring Effectiveness. To further state
the College commitment to building collaborative
relationships, one of the 2011-12 annual goals is to
“Create partnerships, collaborations and alliances
that support the College mission, assist in the meeting of student needs and result in cost-effective
measures.” Our process of setting annual departmental and personal goals to align with the College
goals helps departments and employees see their
role and contribution to goal achievement.

One other comparative measure is shown in Figure
9.5. The TRIAD Research Group conducts perception surveys for Tri-C, as well as for the Ohio Association of Community Colleges. Results from similar
questions across the survey populations show
higher ratings for the College than for the group of
Ohio’s community and technical colleges.
AQIP CATEGORY 9

Rate the quality of
education at Ohio’s
two-year community
and technical colleges.
Excellent = 16%
Good = 43%
Fair = 9%
Poor = 1%
Don’t Know = 30%

Agree = 78%
Disagree = 11%
Don’t Know = 11%

9I2

2006

1,009

As a taxpayer, I feel I get my
money’s worth from Tri-C.

The College has made a number of
improvements in the category of Building
Collaborative Relationships. The most significant improvement is the implementation of SalesLogix, the
software tool that improves our processes for tracking employer and community relationships (discussed
in 9P2). We also have built and improved a number of
collaborative relationships to advance the College’s
mission, vision and goals. Figure 9.6 is a summary of
the College’s recent improvements, the process used
to make each improvement, and the relationships
needed for or impacted by the improvement.

2007

Kent State University

As a taxpayer in Ohio, I feel
I get my money’s worth
from our community and
technical colleges.
Agree = 75%
Disagree = 15%
Don’t Know = 11%

9I1

2008

The University of Akron

Cuyahoga Community
College Survey 18 - 59 year
olds in Cuyahoga County
Survey Question and
Results 2010

IMPROVEMENT (I)

2009

Kent State University

OACC Statewide
Survey
Registered Ohio Voters
Question and
Results 2010
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Figure 9.6
Summary of Recent Improvements in Building Collaborative Relationships
Systematic Process/Evidence
used to make the improvement

Collaborative Relationships
and Outcomes

Opening of the new Westshore Campus

Lower market share of high school
students in the western county suburbs
entering Ohio colleges and universities
compared to the rest of the county

Westshore community relationships –
general community, government, K-12
institutions, employers

Creation of the Tri-C Alumni and
Friends Association

Internal and external surveys revealed
an interest; research showed success in
alumni organizations at two-year institutions similar to four-year

Relationship with our alumni and
community supporters

WEDD strategic recruitment plan and
creation of Job Link Services

Enrollment data; interviews with
governmental job-training referral
agencies showed a need

K-12 and Career Centers system,
One Stop/WIB/TAA

Serving as the fiscal agent for the
Cuyahoga County ABLE/GED consortium

Made at State request

Relationship with the Cuyahoga County
ABLE/GED providers

Opening of the new Brunswick
University Center

Analysis of student residence data
revealed Brunswick as an underserved
area; community partners invited the
College

All Brunswick community relationships –
general community, government,
K-12 institutions, employers
Relationships with four-year institution
partners in the Center

Creation of a dedicated Employer
Relations Department with the Key
Career Centers

Feedback from employers indicated
a need for a single contact for co-op,
interns, and job placements

Relationship with employers

Relationship with Minute Men Staffing
Service to gain access to local day-today employment trend data

Review of labor market data showed a
time lag

Relationship with vendor and employers

Development of WEDD non-destructive
testing program, and bioscience professional development program

Environmental scans

Relationship with employers

United Way 211 partnership for student
access to community services

Student survey and focus group results

Relationship with organizations that
supply services to students

Centralizing Veterans Services under an
Executive Director; Opening “Veterans
Education Connection Center” at Louis
Stokes VA Medical Center; Veterans
Family Outreach Activities; Creation of
Veterans Campus Support Teams on
each campus

Surveys, focus groups, tracking of services most utilized by veteran students

Relationships with other community
organizations providing support for
veterans

Implementation of the SciQuest
system for supplier managed services;
strategic sourcing activities with
cross-functional teams

Review of previous bid documents,
resolutions

Relationship among Supplier Managed
Services, vendors and internal endusers within the College

Increased usage of KnowledgeWeb for
Advisory Committee Rosters and Community Events Calendar

Advisory Committee members feedback

Relationship among Advisory
Committee members
Relationships with college-wide community outreach and marketing staff and
campus community relations managers

Internal Communications Improvements:
• Hiring of Internal Communications
Manager
• Reconfiguration of my Tri-C space
Web portal
• Inside Tri-C improvements
• Use of video conferencing for
A&F “All Hands” Meeting

Results from a comprehensive communications audit; faculty and employee
focus groups; focus groups with campus
presidents and their cabinets; an employee survey; one-on-one discussions
with senior leadership; and a review of
existing communications tools

Improvement

Building Collaborative Relationships

Relationships with veteran students
at all campuses

Faculty, staff, students and community
partners expressed need

103

Relationship among and between
College units and employees
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LIST OF TERMS AND ABBREVIATIONS

DOL – Department of Labor

A&F – Administration and Finance

EDW – Enterprise Data Warehouse

AACC – American Association of
Community Colleges

EEO – Equal Employment Opportunity

AAUP – American Association of
University Professors

EOC – Educational Opportunity Center

ABLE – Adult Basic and Literacy Education

ERP – Enterprise Resource Planning
EVP – Executive Vice President

ACH – Automated Clearing House

FAQs – Frequently Asked Questions

AFA – Alumni & Friends Association

FATV – Financial Aid Television

AFSCME – American Federation of State,
County and Municipal Employees

FGAC – Faculty Grant Advisory Committee

AQIP – Academic Quality Improvement Program

GED – General Educational Development

ASA – Academic and Student Affairs

HCI – Healthcare Careers Initiatives

ATC – Advanced Technology Classrooms

HHS – Health and Human Services

ATD – Achieving the Dream

HIT – Health Information Technology

ATD-DEI – Achieving the Dream-Developmental
Education Initiative

HLC – Higher Learning Commission
HR – Human Resources

ATL – Alliance for Teaching and Learning

HRA – Health Risk Appraisal

BARS – Batch Audit and Registration System

ICC – Internal Communications Committee

BIT – Behavior Intervention Teams

IDCP – Individual Degree Completion Plan

BRM – Banner Relationship Management

IDIs – In-Depth Interviews

CADRE – Committee on Academic and
Degree Requirements

IQ – Indicators of Quality
IR – Institutional Research

CCA – Center for Creative Arts

ITS – Information Technology Services

CCSSE – Community College Survey of
Student Engagement

JAT – Joint Apprentice Training

CIO – Chief Information Officer

JLS – Job Link Services

CMSD – Cleveland Municipal School District

KPI – Key Performance Indicator

COMPASS – Computer-Adaptive Assessment
and Support Services

L&D – Learning and Development

Co-op – Cooperative Education Program

LRC – Learning Resource Centers

DARS – Degree Audit and Registration System

MMI – Minority Male Initiative
MOSTAP – Mission, Objectives, Strategies,
Tactics, and Action Plans

DEI – Developmental Education Initiative
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SAC – Staffing Advisory Committee

NCCBP – National Community College
Benchmarking Project

SARS – Student Appointment Reservation System

NCMPR – National Council for Marketing
and Public Relations

SEIU – Service Employees International Union

NEO – New Employee Orientation

SENSE – Survey of Entering Student Engagement
SI – Supplemental Instruction

NOCHE – Northeastern Ohio Council
on Higher Education

SRT – Section Review Tool

NSO – New Student Orientation

SSI – Noel-Levitz Student Satisfaction Inventory

OACC – Ohio Association of Community Colleges

STNA – State Tested Nursing Assistant

OBOR – Ohio Board of Regents

SURT – Surgical Technology Program

OBUG – Ohio Banner Users Group

TAA – Trade Adjustment Act

OCIC – One College Intelligence Council

TAGS – Transfer Assurance Guides

ODS – Operational Data Store

TLC – Technology Learning Centers

ODS/EDW – Operational Data Store /
Enterprise Data Warehouse

Tri-C – Cuyahoga Community College
TSCE – Technology, Supervisory and
Confidential Employees

OII – One Institutional Intelligence
OSSC – Office of Safe and Secure Computing

UTC – Unified Technology Center

OTM – Ohio Transfer Module

VA – Veterans Administration

PEP – Performance Excellence Process

VECC – Veterans Education Connection Center

PR&P – Program Review and Planning

VT – Veterinary Technology

PSEOP – Post-Secondary Enrollment Option Program

VUB – Veterans Upward Bound

QM – Quality Matters

WEDD – Workforce and Economic
Development Division

RTA – Regional Transit Authority

WIB – Workforce Investment Board
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