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UNIT NAME:  Student and Enrollment Services (SES) Advising	review contact:  Bill Horstman
phone: (972)377-1077							Email:   bhorstman@collin.edu 

Section I.  Are We Doing the Right Things?

1. WHAT DOES YOUR SERVICE UNIT DO?

A.  What is the service unit and its context? 
This section is used to provide an overview description of the service unit, its relationship to the college and the community it serves. Keep in mind the reviewer may not be familiar with your area. Therefore, provide adequate explanation as needed to ensure understanding.
Unit’s purpose (Include the unit’s purpose/mission statement if one exists.)
The Student Handbook identifies for students the definition of advising as:
· A process in which a student interacts with a Collin College academic advisor to define and achieve his or her academic goals (e.g., transfer requirements, choosing the correct transfer or workforce degree plan, etc.).
· In addition, the Student Handbook clarifies the purpose and value of students utilizing Academic Advising throughout a student’s college career:
· Academic Advising is dedicated primarily to assisting students in defining and achieving their academic goals (i.e., transfer, degree plans, choosing the correct transfer or workforce degree plan, etc.).
· Participating in the academic advising process is an integral component necessary for each student’s success at Collin College.
· Productive academic advising is dependent upon a continuous collaboration between the academic advisor and the student. Students can meet with an academic advisor at whichever campus is most convenient for them. 
· Successfully achieving academic goals requires active and timely participation from both students and academic advisors. Therefore, every student is strongly encouraged to meet with an academic advisor each semester prior to registering for classes to evaluate his or her progress and map the student’s academic pathway.
Academic Advising supports both the College’s Purpose and Mission as outlined below:
· Philosophy and Purpose: A program of student support services, including counseling and learning resources designed to assist individuals in achieving their educational and career goals.
· Academic Advising / Advisors strive to provide students with the academic information needed to make educated decisions regarding both their long and short-term learning and career goals.
· Mission: Collin County Community College District is a student and community-centered institution committed to developing skills, strengthening character, and challenging the intellect.
· Academic Advising / Advisors is a student-centered department within Collin College which encourages students to develop the skills needed to make decisions on their own.  
Services and products (i.e. reports, promotional materials, handouts, etc.) 
The Academic Advising webpage puts information at the fingertips of students, including:
· Collin College information:
· Programs and Courses 
· Online Resources
· Understanding courses and grading 
· Advising information:
· Advising Checklist 
· Campus location, hours and staff 
· Schedule Selection and Degree Planning
· Process to complete a degree audit (CougarCompass) 
· Students do not need to visit a campus for assistance, students can:
· Taking advantage of online advising
· Student can also email advising specific questions to academicadvising@collin.edu [via the Online Resources webpage and the Collin College Contact Us webpage
· Students can shorten their wait in line by utilizing CougarQ to place themselves in line before coming to any of the three campuses
· See Appendices 1 – Student and Enrollment Services documents
Service across campus/departments/district/community
Academic Advising and Career Center staff work closely as means by which students can consider career options in advance of meeting with an advisor.
· Primarily, Academic Advising works with admitted students, however academic advisors will meet with students considering enrolling at Collin College.
· However, true advising is limited until the student completes the Texas Success Initiative (TSI) Assessment. 
· Additionally, a student may have one or more holds which could limit advising
· Student and Enrollment Services (SES) through Academic Advising supports student success and thus College success through the Maximizing Academic Progress Program (MAPP).  The MAPP assists students whose cumulative GPA has fallen below a 2.0. Students in this status are required to meet with an Academic Advisor to develop an individualized plan for success.   The goals of MAPP include:
· Equip students with creative and innovative tools to become more engaged in pursuit of their educational goals and address any difficulties that resulted in probation.
· Create a positive climate for learning within the Academic Advising office. Academic Advising will place emphasis on responsibility, accountability, dignity, respect, and the pursuit of academic excellence.
· Augment EDUC 1300 or PSYC 1300 (Learning Frameworks) by providing additional instructional and student support services to probationary students.
· Educate students on availability of service involvement at Collin College.
Regulatory standards the unit must meet.
NA

B.  Executive summary:  briefly summarize the topics that are addressed in this self-study, including areas of strengths and areas of concern.  (Information to address this Executive Summary may come from later sections of this document; therefore, this summary may be written after these sections have been completed.)  Using the questions in the template as headings in the Executive Summary can provide structure to the overview document.
Academic Advising is a focal point for improving both student satisfaction and increasing retention. To this end the College, as part of the 2015 reaffirmation process (accreditation process) developed a unique Quality Enhancement Plan (QEP) theme ("There’s a Map For That!") designed to focus on helping students take charge of their own educational journey with guidance from faculty mentors, advising professionals and integrated software.  In addition, while not specifically mentioned in the 2020 Vision: Collin College Strategic Plan 2016 – 2020, Academic Advising plays a role in several points of the plan:
· Strategic Priority 2: Increase outreach and create streamlined pathways from high school.
· Strategic Priority 3: Increase the number of transfers and graduates to 23,000 by 2020.
· Strategic Priority 4: Increase the number of students in career and technical course and programs by 25%...
· Strategic Priority 6: Create an increasingly welcoming environment for students, community members, faculty, and staff.
Through innovative services, embracing relevant technology, staffing, working with other campus departments (career centers, Dual Credit, QEP office, etc.) and constant review Academic Advising strives to meet the needs on incoming, ongoing and returning students.
The changing student demographic requires adjusting the way programs and services are provided to meet student needs.  Programs such as Maximizing Academic Progress Program (MAPP) helps to move students from warning, probation or suspension back to Good Standing.  Providing on-line advising enables advisors to visit students where they are (home, work, out of country, etc.).  In addition, group advising and classroom visits allow advisors to work with large numbers of students at one time.
Something as simple as a robust Academic Advising webpage can provide students with much of the information needed to ensure their academic success.  Banner enables advisors (and other college staff) to provide ongoing support and direction to students.  Academic advisors help student understand and utilize Cougar Compass, an online degree audit tool, allowing students to know instantly their academic progress.
Academic advisors do not work in a vacuum.   The success and strength of this department is highly dependent on the level of collaboration with numerous divisions within the district.  As such, given the high volume of information that is needed to be communicated to the diverse needs of our students and community members, the ability to keep up to date provides an opportunity for both a strength and weakness of this area.  
Constant review and evaluation a key to continued academic advising improvement.  Upon completion of an advising session, students are asked to complete a Customer Experience Survey; which was developed to provide detailed information about the advising experience as well as an open comment section.  Additionally, Collin College regularly administers Noel Levitz student survey services.  Academic advising reviews these results and implement changes when and where necessary.
The following program review takes these general points into account and supports each with more in-depth information.  An examination of the Academic Advising program review will identify our present strengths and weakness.  

2. WHY DO WE DO THE THINGS WE DO?  UNIT RELATIONSHIP TO THE COLLEGE MISSION, CORE VALUES & STRATEGIC PLAN.
· Provide unit-specific evidence of actions that the unit supports the mission statement: “Collin County Community College District is a student and community-centered institution committed to developing skills, strengthening character, and challenging the intellect.”
· Provide unit-specific evidence of actions that support the case that the unit and its faculty contribute to fulfillment of the college core values:  “We have a passion for Learning, Service, Involvement, Creativity, Innovation, Academic Excellence, Dignity, Respect and Integrity.”
· Provide unit-specific evidence that supports how the unit supports the college strategic plan:   http://www.collin.edu/aboutus/strategic_goals.html

Academic advising can be defined as a synergistic alliance between student and advisor. This alliance exists in order to assist the student in the identification and development of individual educational and career goals aligned with personal interests, values and abilities. Academic advising also provides and gives guidance to the student regarding the multitude of instructional and personal support services available throughout the District. An essential element to maintaining and achieving this departmental objective is the availability of qualified staff as well as the delivery of correct and consistent information to enhance the educational experience for the student.
· What is the Unit relationships to the College Mission, Core Values and Strategic Mission?
· College Mission: Collin County Community College District is a student and community-centered institution committed to developing skills, strengthening character, and challenging the intellect.
· Academic advising has the Collin College Mission and Core Values posted for public display in each campus office.  Student and staff are reminded of basic tenets upon entering our resource area. Using the mission statement and core values as a basis for service, advisors provide academic assistance and individualized attention which in turn promotes each student's success. Advisors routinely share personal and professional knowledge, experience and insight they feel can benefit the student. As such, the advisor's role is to help the student evaluate and realize educational and career options by:
· Providing accurate and consistent information
· Assisting the student in identifying appropriate institutional resources
· Reviewing the student's program of study
· Clarifying program requirements, policies and procedures
· Facilitating relationships between the student and faculty
· Throughout this process it is important to remind students that the key tenet of academic advising is the student is responsible for his or her own decisions. Academic advisors exist because students require information and assistance to navigate Collin College procedures and processes in order to make appropriate decisions. The student's role in this relationship is to explore academic, career and personal goals by:
· Utilizing support services and resources
· Learning and understanding program requirements
· Seeking guidance from advisors throughout their progression
· Taking personal responsibility for actions and decisions affecting their academic progress
· Core Values: In following with Human Resources directives for annual staff evaluations, Collin’s Core Values are discussed with all staff members during their annual review. In response to question seven, “Demonstration of Core Values:
· Represents one’s self and the college in a positive, professional manner consistent with the Core Values which include a passion for learning, service and involvement, creativity and innovation, academic excellence, dignity and respect, and integrity”, staff have been asked to provide and record examples of how they emulate these core values within the context of their current position. 
· In addition, prior to the reorganization of the Student & Enrollment Services division in 2016, which includes academic advising, a specific Core Value awareness campaign was conducted. Throughout academic years 2013, 2014, and 2015 one core value was highlighted each month. Staff were encouraged to submit a favorite/famous quote reflecting the monthly core value. In turn these were printed and displayed at all staff workstations and offices throughout the District.  The purpose was to assist students and campus visitors to recognize Collin College’s commitment to our original Core Values as well as provide a constant reminder to staff of our call to passion integral to the establishment of the college. Although a simple concept, staff involvement throughout the District was positive based upon the quotations submitted.
· Another example of Core Value integration would be the Maximizing Academic Progress Program (MAPP) program. The mission of MAPP is to “assist students who are not in good academic standing”. This program is guided be specific goals and objective directly tied to the Core Values (http://www.collin.edu/gettingstarted/advising/MAPP.html).  These various awareness initiatives have assisted in maintaining a departmental awareness by all staff of Collin College’s Core Values.
· Academic Advising demonstrate their adherence to Learning and Academic Excellence through staff development and training.  
· Each Friday morning from 8:00 - 9:00 am, during off-peak registration periods (excluding the months of January, July and August), is reserved for team meetings and training. Each campus associate dean is responsible for developing their campus staff training schedule. Some of the topics discussed have been Cougar Compass (new degree auditing software), instructional program review such as ESL, Developmental Education, and MAPP (student with poor academic standings), and services offered through other areas like ACCESS and Career Center. Designated staff development and training has been a corner stone of the academic advising department for many years.  These weekly training sessions have been instrumental in increasing the staff sensitivity and more accurate and positive responses to students seeking assistance in academic advising. This is evident based upon the most recent Noel Levitz Student Satisfaction Inventory, as well as the locally administered Customer Experience surveys. Collin College has shown marked improvement on the following survey questions from 2014 to 2018:
· Noel Levitz Student Satisfaction Inventory (administered every 2 years)
· I am clear about the next steps for completing my degree/certificate requirements. 2014 (59%) 2018 (66%)
· My academic advisor is knowledgeable about my program requirements. 2014 (52%) 2018 (63%)
· My academic advisor is knowledgeable about the transfer requirements of other schools. 2014 (50%) 2018 (62%)
· Customer Experience Survey (immediate feedback)
· The staff member acknowledged all of my questions. 2014 (83%) 2018 (89%)
· All my questions were answered during my visit. 2014 (83%) 2018 (87%)
· The staff member's responses were helpful. 2014 (80%) 2018 (87%)
· I received information about other Collin resources. 2014 (68%) 2018 (77%)
· This department has worked the last several years to actively support the Core Values of Dignity and Respect and Integrity through a shift of staff culture and personal interactions.  Emphasis has been placed upon welcoming student is a warm and friendly manner, reconfiguring office layouts, and developing a more seamless transition from admissions to advising. Starting in February 2015 all students who signed in to CougarQ using their cell phone number were sent a text with a link to the Customer Experience survey at the close of the advising appointment.  These survey results are tabulated and sent out to supervisor for review at the start of the following week. This has allowed for immediate feedback and discussion with staff on both positive and negative comments and results. The success of this initiative is evident when it was utilized by the Leadership Team to recognize the positive student impact of specific SES staff members during the fall 2018 All College Day program. 
· The staff member greeted me in a friendly and welcoming manner. 2014 (81%) 2018 (87%)
· The staff member demonstrated a willingness to assist me. 2014 (82%) 2018 (87%)
· Overall, I am satisfied with the service I received today. 2014 (76%) 2018 (85%)
· Strategic Mission: Academic Advising directly supports the strategic mission and the most recent Vision 2020 plan of Collin College in a couple ways. Looking at strategic goals #3 and #6, academic advising has made direct contributions that have made positive impacts in the service and support of our students.
· Priority 3: Emphasize Student Achievement and Streamline Pathways to Four Year Colleges and Universities.
· Goal 3A: Enhance strategies that position students for success.
· Strategy 3A3: Explore innovative practices to develop a program of intrusive advising for developmental education, transfer, and career and technical education to help students identify and meet their goals and persist in completion of awards, certificates, and degrees.
· Response: Student and Enrollment Services implemented a "Campus Lead" position on each campus to support the admissions, advising, student engagement, counseling and ACCESS departments.  These campus lead positions assist in implementing best practices for student service, with a focus on student completion initiatives.  Intrusive advising practices include: requiring all students to run a degree audit prior to or while meeting with an advisor; focused triage to streamline services of first-time-in-college students as well as returning students; students who place in developmental level courses are required to either meet with an advisor or complete an online survey; intensive advising for student on academic warning (cumulative GPA below 2.0). Cougar Compass was launched October 2, 2017, based upon reports from IT Department from through December 9, 2018, students have self-initiated a cumulative total of 27,567 audit reviews.  This number is a duplicate count since student have the ability to create a new audit, review current audits and run “what if” simulations as they keep track of the degree/certificate progression.
· Priority 6: Create an Increasingly Welcoming Environment for Students, Community Members, Faculty and Staff.
· Goal 6A: Foster Collin College’s Core Values on Campus – Learning, Service and Involvement, Creativity and Innovation, Academic Excellence, Dignity and Respect, and Integrity.
· Strategy 6A4: Establish welcome Centers at all campuses with consistent layout (repurpose information centers into Welcome centers).
· Response: Student & Enrollment Services reconfigured the physical layout and workspaces within each campus admissions and academic advising area.  In addition, the staffing and workflow was also altered by designating these areas as “New Students” and “Returning Students”. The aim was to focus of the specific needs of students within these two broad categories. To accomplish this open area workstations were removed to allow for more private and FERPA compliant conversations with students.  Student are now greeted by advisors in the waiting area and then escorted back to offices while establishing a more positive relationship with the student.  The CougarQ system was modified to have students enter their CWID number so advisors could look up basic student information prior to meeting the student in anticipation of their needs and/or concerns to the visit.  Overall satisfaction among students with these changes have been noted in both the Noel Levitz and Customer Experience survey reports.
· The space where academic advisors meet with students is adequate. 2014 (58%) 2018 (71%) Noel Levitz Student Satisfaction Inventory
· My academic advisor is approachable. 2014 (50%) 2018 (66%) Noel Levitz Student Satisfaction Inventory
· The staff member greeted me in a friendly and welcoming manner. 2015 (81%) 2018 (87%) Customer Experience Survey
· I would recommend this office to another student. 2015 (74%) 2018 (85%) Customer Experience Survey
· I would recommend this staff member to another student. 2015 (77%) 2018 (85%) Customer Experience Survey
· Overall, I am satisfied with the service I received today. 2015 (76%) 2018 (85%) Customer Experience Survey

3.  WHY DO WE DO THE THINGS WE DO?

A.  Make a case with evidence to show that the primary functions/services of the unit are necessary as they are, or they should be modified, or eliminated.  

Academic advising takes place in situations in which an institutional representative gives insight or
direction to a college student about an academic, social or personal matter.  The nature of this direction might be to inform, suggest, counsel, discipline, coach, mentor, or even “teach”. (https://www.nacada.ksu.edu/Resources/Clearinghouse/View-Articles/Definitions-of-academic-advising.aspx) 

Picture a student enrolling in College without the advantage of direction.  The image is similar to a person starting a cross-country trip without access, to maps or travel insight.  Consider all the options the traveler needs to consider.  What direction(s) / route(s) to follow? What mode of transportation is best?  What areas need to be avoided or visited?  Students don’t know what they don’t know.  They don’t know how to start the trip or keep moving till they reach their destination (graduation and post-graduation).  This is the purpose of academic advising.  Students may not know or understand the bureaucracy of the institution, nor do they always how Collin College works.  Academic advisors meet this educational relationship between the college and the student.
While not required of students attending Collin College, Academic Advising is offered so as to assist students in the process of starting college, progressing through and subsequently graduating and moving into either the workforce or transferring to a four-year college or university.  Good advising is an ongoing process, as such, students are encouraged to meet with advisors regularly while enrolled.  A hallmark of Collin College advising is that a student can visit the Academic Advising office at any of the College’s four campuses to get advising as needed.  
Historically, at Collin College and other institutions of higher education, the purpose of advising remains unchanged.  Advisors, through interaction with a student, help the student define an academic plan to get the student to the student’s self-defined goal.  Because the student’s goal may change, academic advising is designed and offered in such a way that the student can return as many times as necessary to help the student as he / she needs.
The real question is what would happen if students were required to self-advise.  If tracked, looking at data of students using advising would be the picture of a bell curve.  That is to say, at one end would be students who don’t use advising because they have the self-confidence and self-awareness of their goals to academically self-advice.  At the other end would be students who self-advice because for a number of reasons these students chose to self-advice.  In the middle would be the majority of students who want to take advantage of advising.  Recall Collin College does not require students to seek academic advising.  So, without advising the majority of our students would be forces to self-advice.  Research indicates that advising is often considered to be the second most important aspect of college, second only to teaching (Lynch, 2000).  With this idea in mind, students would miss out on a key aspect of student success.  Additionally, the State of Texas launched in 2015 the 60x30 plan to increase the number of students who complete post-secondary education.  Without the assistance of advisors, we are limited in our ability to help the state reach its goals of an educated workforce.
Clearly, the service which requires the most resources in advising.  Obviously, there is the task of one-on-one advising.  However, there are other forms of advising that utilize staff.  Academic advisors respond to student phone calls and emails on a daily basis.  In addition, academic advisors do extension work on the campuses.  This includes visiting classes, new student orientation, and other settings for group advising.  At the same time, the advising, either one-on-one, through emails and phone calls, or group advising, all of these provide the greatest value to the College.  As such, there are no conflicts between the two.
The College offers a number of sources to help students move through their academic tenure at Collin College.  For many of the College’s First Time In College (FTIC) student, the College’s imbedded high school College and Career Counselor is their first contact regarding their academic pursuits.  Once on campus, in addition to academic advisors, students can take direct advantage of resources such as the Career Center and Workforce Coaches.  In addition, there is the indirect resource of course professors helping student make academic choices.  Thus, while there is an overlap of sources, and sometime duplication, this replication of services / sources only serves to benefit the student.
Student and Enrollments Services (SES) leadership is responsible for the general oversight of Academic Advising.  Specifically, the SES Associate Dean on each campus is responsible for the advising on their individual campus.  In addition, the SES Associate Dean meet regularly to ensure consistent advising across the campus, which, in turn, guarantees dependable advising throughout the district. The SES Associate Deans continually strive to consider the needs of students regarding academic advising and how to best respond to these needs.
Academic advisors help students on their trip through College.  In the end, as Collin College grows to meet the needs of Texas in general and Collin county specifically, academic advising needs to grow and adjust to the meet the needs of our students.  Changes may include more advisors for new campuses and the anticipated growth of students.  As the College follows the trend of on-line learning / course / programs, advisors will be needed specific to this population of students.  More and more high school students are taking advantage of Dual Enrollment.  These students require a unique type of advising.  The end vision has to be one of getting Collin College students to the point of either entering the workforce or transferring to a four-year college or university.

Lynch, M. (2000). Assessing the effectiveness of the advising program.  In V. N. Gordon, W. R. Habley & Associates (Ed.), Academic advising: A comprehensive handbook (pp. 325).  San Francisco, CA: Jossey-Bass.
NACADA. Definitions of academic advising.  Retrieved January 10, 2019 from the World Wide Web; https://www.nacada.ksu.edu/Resources/Clearinghouse/View-Articles/Definitions-of-academic-advising.aspx
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B. Benchmarking:  Review two or three comparable, colleges for the way they accomplish these services.  Discuss what was learned and what new ideas for service improvement were gained


Primary self-study questions were adopted from “Structuring the Six Self Study Questions”, Michigan State University, 2008.                                                            3

Presently Academic Advising doesn’t benchmark against other colleges.  However, Academic Advising does compare important points from year to year.  Outlined below are three areas of constant review by Student and Enrollment Services (SES).  Each of these three are the focus of our Continuous Improvement Plan (CIP).

Customer Experience Survey:   Customer experience / satisfaction is an ongoing priority for Academic Advising across the district.  Because students are not required to seek academic advising, ensuring repeat business is imperative to ensure student success.  Figure 1 Identifies points of customer satisfaction [2017 n = 2,046 / 2018 n = 2,162].   From figure 1, perhaps the most important question is number 9, Overall, I am satisfied with the service I received today.   A review of all the questions reflects little different from 2017 to 2018.  Academic advising strives to see an increase in all areas, for the Continuous Improvement Plan (CIP) Academic Advising has set a goal of raising the overall satisfaction level from the present 83% to 90% in the next two years.


Figure 1
	
	2017
	2018
	2017
	2018
	2017
	2018
	2017
	2018
	2017
	2018

	1. The staff member greeted me in a friendly and welcoming manner.
	80/4%
	91/4%
	43/2%
	62/3%
	54/3%
	50/2%
	116/6%
	115/5%
	1747/86%
	1845/85%

	2. The staff member demonstrated a willingness to assist me.
	94/5%
	125/6%
	52/3%
	59/3%
	47/2%
	52/2%
	83/4%
	86/4%
	1756/86%
	1833/85%

	3. The staff member acknowledged all of my questions.
	89/4%
	97/5%
	50/3%
	57/3%
	39/2%
	58/3%
	93/5%
	88/4%
	1768/87%
	1849/86%

	4. All my questions were answered during my visit.
	113/6%
	123/6%
	44/2%
	56/3%
	47/2%
	48/2%
	102/5%
	92/4%
	1726/85%
	1838/85%

	5. The staff member's responses were helpful.
	130/6%
	141/7%
	35/2%
	65/3%
	42/2%
	43/2%
	90/4%
	78/4%
	1737/85
	1827/85%

	6. I received information about other Collin resources.
	198/10
	220/10%
	53/3%
	57/3%
	112/6%
	119/6%
	132/7%
	132/6%
	1530/76%
	1621/75%

	7. I would recommend this office to another student.
	135/7%
	163/8%
	30/2%
	53/3%
	70/3%
	75/ 4%
	100/5%
	87/4%
	1701/84%
	1769/82%

	8. I would recommend this staff member to another student.
	157/8%
	194/9%
	31/2%
	43/2%
	43/2%
	35/2%
	72/4%
	70/3%
	1730/85%
	1806/84%

	9. Overall, I am satisfied with the service I received today.
	142/7%
	164/8%
	58/3%
	70/3%
	38/2%
	48/2%
	71/4%
	80/4%
	1728/85%
	1798/83%



Cougar Compass.  The Collin College degree audit program, Cougar Compass is available to students for individual use.  Cougar Compass affords students the opportunity to track and review their academic progress from wherever they are.  Last year, 2018 was the first full year for Cougar Compass.  Advisors were asked to educate students regarding Cougar Compass when meeting with students.  Figure 2 reflects the number Cougar Compass degree audits completed each month of 2018.  In addition, the graph provides the number of Cougar Compass degree audits of the district for the month by both number (district and student) and percentage of audits each month by students.  At the end of the first year, the number of Cougar Compass degree audits for the district and students has increased steadily.  Proportionately the number of Cougar Compass degree audits completed by students has increased as well.  For 2018 there were 84,243-degree audits completed for the district, of these 28,333 (or 34%) were completed by students.  Academic Advising staff continue encourage usage of Cougar Compass, including educating students on its various features.  Academic advising strives to see an increase of student access and use of Cougar Compass.  For the Continuous Improvement Plan (CIP) Academic Advising has set a goal of raising student access of Cougar Compass from the 2018 overall use of 34% to 75% in the next two years.

Figure 2


Student Wait Time: In 2014 Student and Enrollment Services (SES) initiated Cougar Q (a QLess product) a means by which students are able to register to meet with a student in advance of coming to campus.  In addition, it allows Academic Advising to track a number of aspects of the advisor / student relationship.  
One of these is the length of a student’s wait time to see an advisor.  Of special interest is the length of time a student has to wait during the peak times (January, July and August).  Figure 3 displays the average wait time across the for the months of 2014 - 2018.  For the months of January, July and August 2018 the average wait time was 33 minutes.   For the Continuous Improvement Plan (CIP), Academic Advising has set a goal of lowering the wait average wait time for these three months from 33 minutes 27 minutes.





Figure 3




4.  HOW DO WE IMPACT STUDENT OUTCOMES?

Make a case with evidence to show effects of the service unit on student outcomes.

**According the SSI, personalized attention prior to enrollment as an enrollment decision factor increased from 5.34 in 2016 to 5.48 in 2018; Collin is at par with peers in providing personalized attention prior to enrollment (61 percent for both). 

Figure 4 below presents the three SSI summary items (96, 97 and 98) that gauge the bottom line overview of how students feel about their overall college experience. It is noteworthy that, with the exception of 2016, average response scores for the three items were significantly higher for Collin than counterparts at other junior and technical colleges in the comparison group, (dark green cells in Fig 3). 

A comparison of Collin’s 2016 and 2018 data indicates statistically significant3 improvement in the average scores for the three items: 
· Item 96: So far, how has your college experience met your expectations (0.22**)
· Item 97: Rate you overall satisfaction with your experience here thus far (0.20**)
· Item 98:  All in all, if you had to do it over, would you enroll here again (0.26***)

Average scores for response to how students’ college experience has met expectations, rating of their overall satisfaction with college experience, and whether they would re-enroll by year for Collin and peers. The increase in satisfaction scores still suggest that Collin is meeting the expectations of students based on the SSI data.  The items on the SSI are grouped to form 12 scales. 

Figure 4
	
	2012
	2014
	2016
	2018

	
	Collin
	Peers
	Collin
	Peers
	Collin
	Peers
	Collin
	Peers

	96. So far, has your college experience met your expectations?
	5.03
	4.81
	4.98
	4.86
	4.83
	4.87
	5.05
	4.92

	97. Rate your overall satisfaction with your experience here thus far.
	5.71
	5.46
	5.64
	5.51
	5.47
	5.52
	5.67
	5.55

	98. All in all, if you had to do it over again, would you enroll here?
	6.21
	5.72
	6.05
	5.74
	5.83
	5.75
	6.09
	5.78


Notes:
· Dark green fill indicates significantly higher than peer institutions
· Light green fill indicates higher than peer institutions, but not significant
· Pink fill indicates lower than peer institutions, but not significant


Figure 5 compares the mean satisfaction scores for Collin for 2016 and 2018; the means were higher for every scale in 2018 compared to 2016,
and all of the 12 scales experienced statistically significant increases in their mean satisfaction scores. Students’ ratings on these scales provide an overview of what matters to students.  

Figure 5



· Academic Advising/Counseling: assesses the comprehensiveness of academic advising program. Academic advisors and counselors are evaluated on the basis of their knowledge, competence, and personal concern for student success, as well as on their approachability.
· Academic Services: assesses services student utilize to achieve their academic goals. These services include the library, computer labs, tutoring and study areas etc. 
· Campus Climate: assesses the extent to which the College provides experiences that promote a sense of campus pride and feelings of belonging.
· Campus Support Services: assess the quality of support programs and services which students utilize to make their educational experiences more meaningful and productive.
· Concern for the Individual: assesses commitment to treating each student as an individual.
· Instructional Effectiveness: assesses students’ academic experience, the curriculum, and the campus’s overriding commitment to academic excellence
· Registration Effectiveness: assesses issues associated with registration and billing
· Service Excellence: assesses the perceived attitude of the College’s staff, especially front-line staff, toward students.
· Student Centeredness: assesses the College’s efforts to convey to students that they are important to the College. This scale measures the extent to which students feel welcome and valued.

How does the service unit influence the student environment and/or safety?
The student environment is influenced tremendously by the successful transition of students into the workforce or by their transfer to our 4-year partners.  The review of academic advising as a component for the QEP over the last several years has afforded the district the opportunity to make some significant changes to how students are serviced.  
Academic advising is an extremely personal thing for students given that success is often associated with being able to get “all the classes” in the order a student wants at the exact times that they want. Students also attribute a successful experience that by the end of the session they will walk away with the perfect schedule that the advisor has registered them for.  This, of course, is not a reasonable expectation nor does it empower the student to support their future success.   
While figure 6 shows that Academic Services (6.42) vs Academic Advising (6.40) is higher it’s important, in terms of satisfaction per the SSI, to note the big picture by comparing the scales for Collin College to those of national peers. 
· In 2014, 10 out of 12 scales had higher student satisfaction scores for Collin College compared to peers and the differences were statistically significant for eight scales. 
· In 2016, six scales showed higher satisfaction scores for Collin College compared to peers and the differences were statistically significant for three scales. 
· In 2018, all 12 scales showed higher satisfaction scores for Collin College and the mean satisfaction scores for Collin were statistically significantly higher than the peers.

Hence, the results from 2018 survey indicate that Collin students were more satisfied with their College experiences, activities, and services as measured by these 12 scales than were students, in aggregate, at the comparison institutions.
In what ways does the service unit influence student retention, persistence and/or completion?

Academic advising is a pivotal part of the retention process of a student and their success towards completion of their desired goals. Our services in relation to course evaluation, program review and transfer requirement assist students with next steps in the educational process. From the SSI survey the data suggest that academic advising is on par with its national counterparts. The work done by QEP for increased professional development and training for academic advisors along with special initiatives to increase the amount of those available for the process have shown improvements in the SSI survey data (figure 6) for student satisfaction.

Figure 6.
	
	
	Collin County Community College District – SSI
	National Community Colleges

	
	
	Importance
	Satisfaction / SD
	Gap
	Importance
	Satisfaction / SD
	Gap

	
	Academic Advising / Counseling
	6.40
	5.55 / 1.43
	0.85
	6.27
	5.46 / 1.37
	0.81

	6
	My academic advisor is approachable
	6.47
	5.69 / 1.64
	0.78
	6.33
	5.63 / 1.61
	0.70

	12
	My academic advisor helps me set goals to work toward.
	6.24
	5.22 / 1.88
	1.02
	6.15
	5.29 / 1.74
	0.86

	25
	My academic advisor is concerned about my success as an individual
	6.25
	5.27 / 1.82
	0.98
	6.24
	5.33 / 1.72
	0.91

	32
	My academic advisor is knowledgeable about my program requirements 
	6.51
	5.58 / 1.71
	0.93
	6.40
	5.59 / 1.63
	0.81

	40
	My academic advisor is knowledgeable about transfer requirements for other schools
	6.51
	5.57 / 1.65
	0.94
	6.28
	5.39 / 1.66
	0.89

	48
	Counseling staff care about students as individuals
	6.40
	5.85 / 1.47
	0.55
	6.19
	5.50 / 1.52
	0.69

	52
	The school does whatever it can to help me reach my educational goals
	6.45
	5.68 / 1.51
	0.77
	6.31
	5.46 / 1.50
	0.85


The comprehensive SSI survey is not limited to academic advising, but rather the overall satisfaction for student services one could infer that the references to student completion are held within the satisfaction of experience and continued enrollment references from below (figure 7).	

Figure 7
	
	Collin County Community College District – SSI
	National Community College

	Summary
	
	

	So far, how has your college experience met your expectations?
	5.05
	4.92

	1 = Much worse than I expected
	1%
	1%

	2 = Quite worse than I expected
	2%
	1%

	3 = Worse than I expected
	5%
	6%

	4 = About what I expected
	27%
	33%

	5 = Better than I expected
	27%
	25%

	6 = Quite a bit better than I expected
	14%
	13%

	7 = Much better than I expected
	20%
	18%

	Rate your overall satisfaction with your experience here thus far
	5.67
	5.55

	1 = Not satisfied at all
	0%
	1%

	2 = Not very satisfied
	3%
	2%

	3 = Somewhat dissatisfied
	4%
	5%

	4 = Neutral
	9%
	11%

	5 = Somewhat satisfied
	12%
	15%

	6 = Satisfied
	41%
	40%

	7 = Very satisfied
	27%
	24%

	All in all, if you had to do it over, would you enroll here again?
	6.09
	5.78

	1 = Definitely not
	1%
	2%

	2 = Probably not
	1%
	3%

	3 = Maybe not
	2%
	3%

	4 = I don’t know
	6%
	8%

	5 = Maybe yes
	8%
	10%

	6 = Probably yes
	29%
	30%

	7 = Definitely yes
	50%
	41%



Analyze the evidence you provide.  What does it show about the Service Unit?
Given the data within the executive summary from the Noel Levitz SSI, Academic Advising is continuing to improve service to students and is effective in advising and counseling students as they move forward in their selection of degree program or workforce opportunities.
 
Section II.  Are We Doing Things Right?

5.   HOW EFFECTIVELY DO WE COMMUNICATE AND HOW DO WE KNOW?

A. Make a case that the printed literature and electronic communication are current, provide an accurate representation, and support the college’s recruitment, retention and completion plans.  
All printed literature and electronic communications are constantly under review to provide students with consistent, accurate and up to date information as changes are made by the departments.  Student and Enrollment Services (SES) began reviewing all advising processes in fall 2016.  Collin College adopted a new degree audit system, Cougar Campus.  This system was launched with the 2015-16 catalog, running in parallel with the previous degree audit system.  Since students are able to select any catalog year they are enrolled (but not to exceed a five-year period), both systems needed to be operational simultaneously.  Effective fall 2019, the old degree audit tool will be retired.  

B.  Provide unit website URLs.   If no website is available, describe plans for creation of website or explain the absence.

Academic Advising: http://www.collin.edu/gettingstarted/advising/index.html

C.  Describe the process used to keep all literature and electronic sites updated.
Student and Enrollment Services (SES) administrators designate Campus Leads, Student Development Specialists, and other staff members to monitor and review all websites and printed literature.  All forms are scheduled to be reviewed and updated in spring 2019 to reflect new changes in the processes and printing options.



Unit Literature Review Table
	

Title
	Type (i.e. URLs, brochures, handouts, etc.)
	Date of Last Review/Update
	
	Responsible Party

	Academic Advising Website
	http://www.collin.edu/gettingstarted/advising/index.html

	12/13/18
	X Current
X Accurate
X Relevant
X Available
	SES Administration

	Course and Grades Website
	http://www.collin.edu/gettingstarted/advising/courses_grades.html

	5/21/2018
	X Current
X Accurate
X Relevant
X Available
	SES Administration

	Schedule Selection & Degree Planning
	http://www.collin.edu/gettingstarted/advising/schedule_degree_plan.html

	11/29/2018
	X Current
X Accurate
X Relevant
X Available
	SES Administration

	Degree Audit Instructions
	http://www.collin.edu/gettingstarted/advising/degree_audit_instructions.html

	5/24/2018
	 Current
X Accurate
X Relevant
X Available
	SES Administration

	Learning and Study Strategies Inventory (LASSI) PDF Instructions Form
	http://www.collin.edu/gettingstarted/advising/LASSI%20Agreement-Updated%208-9-16.pdf

	8/9/16
	X Current
X Accurate
X Relevant
X Available
	SES Administration

	Student Semester Progress Report PDF
	http://www.collin.edu/gettingstarted/advising/Student%20Semester%20Progress%20Report%20updated%202017.pdf

	10/12/17
	X Current
X Accurate
X Relevant
X Available
	SES Administration

	Ready to Register PDF
	http://www.collin.edu/gettingstarted/register/Spring%202019%20Registration%20Tips.pdf
	Fall 2018
	X Current
X Accurate
X Relevant
X Available
	SES Administration

	
	Handouts (see appendices 1 for all handouts)
	5/8/2018
	X Current
X Accurate
X Relevant
X Available
	SES Administration



6. HOW WELL ARE WE LEVERAGING PARTNERSHIP RESOURCES AND BUILDING RELATIONSHIPS, AND HOW DO WE KNOW?
Partnership Resources:  List any business, industry, government, college, university, community, and/or consultant partnerships, including internal Collin departments, to advance the service unit outcomes.  If a formal agreement is involved, indicate its duration.	

Partnership Resources
	Partner/Organization
	Description
	Formal Agreement Duration, if any
	Briefly explain the Partnership’s Value to Service Unit

	See below
	
	
	



· Plano Mayors Office – Summer Intern, Family First event (Capital One)
· In preparation for the Southern Association of Colleges and Schools – Commission on Colleges (SACSCOC) 2015 reaffirmation process, Collin College developed procedures and initiatives to enhance academic advising by helping student take charge of their own educational journey” through guidance by a larger group of stakeholders. The plan was to develop team members and resources from academic advisors, faculty coaches, and student peers from across the District. The initiatives developed as part of the Quality Enhance Plan are as follows:
· Academic Planning Syllabus: Developed to address information consistency and serve as the initial step of encouraging students to take ownership in their academic planning process, as well as clarifying the basic steps for developing an academic plan.
· Impact (from the QEP Year 2 Annual Report):
· Approximately 4,600 academic advising syllabi were distributed to FTIC student during New Student Orientation and meetings with academic advisors and planning consultants in 2016-2017
· Impact: (from the Academic Planning Experience Survey (APES) through the QEP)
· Students will identify academic goals: baseline data 78.2% increased to 80.8% (spring 2017)
· Academic Planning Coaches: Selected faculty provide additional assistance to students who desire to have extra support and/or need additional mentoring from a faculty/coach to help articulate their goals and take tangible steps toward completing them.
· Impact (from the QEP Year 2 Annual Report):
· Number of Faculty volunteers who serve as coaches: fall 2014 (QEP Yr. 0) – 60, fall 2015 (QEP Yr. 1) – 69, fall 2016 (QEP Yr. 2) – 78, fall 2017 (QEP Yr. 3) – 102
· Percentage of students meeting with advising at beginning vs. End of year: fall 2014 (QEP Yr. 0) – 71.2% vs. 58.9%, fall 2015 (QEP Yr. 1) – 74.9% vs. 65.8%, fall 2016 (QEP Yr. 2) – 74.4% vs. 71.4% 
· Student identifies academic planning goals increased from fall 2015 74% to fall 2017 81%.
· Clear Pathways Website: Specific website used to channel first-time-in-college students through a pathway that begins with admissions and progresses to selecting a degree/certificate program.
· Impact:
· The District increased the scope of this project and as a result, the entire college website was redesigned and launched late fall 2018.  As a result, that is no data at this time.
· Degree Audit & Planning Software: The purpose of this initiative is to give all students access to a user-friendly system that allows them to track their degree/certificate program progress.  This is a key resource in empowering and helping students beyond the physical advising space and formal advising relationships.
· Impact: (from IT weekly degree audit reports December 2017-december 2018)
· 27,567 student initiated degree audits have been run using the CougarCompass (U.Achieve) degree audit software (Figure 8).


Figure 8
	Month – Year
	Monthly total

	December 2017
	435

	January 2018
	1,186

	February 2018
	677

	March 2018
	766

	April 2018
	2,465

	May 2018
	2,437

	June 2018
	1,093

	July 2018
	2,685

	August 2018
	2,716

	September 2018
	2,295

	October 2018
	3,092

	November 2018
	5,189

	December
	2,531

	Total
	27,567



· Impact: (from the Academic Planning Experience Survey (APES) through the QEP)
· Student’s ease of understanding remaining degree completion requirements: baseline 47.4% to 46.9% (spring 2017)
· Student’s satisfaction with progress of degree completion: baseline 61% to 61.2% (spring 2017)
· Students' ease of viewing personal degree plan/audit on CougarWeb: baseline 50.1% to 46.3% (spring 2017)
· Knowledge of required prerequisites: baseline 54.8% to 68.5% (spring 2017)
· Knowledge of required semester credit hours: baseline 66.2% to 65.6% (spring 2017)
· Knowledge of required core courses: baseline 69.5% to 75.1% (spring 2017)
· Knowledge of required electives: baseline 53.7% to 57% (spring 2017)
· Knowledge of appropriate course sequencing: baseline 46.1% to 52.2% (spring 2017)
· Redesign Advising Space: The initiative allows for our historically traditional advising department to make a strategic shift to offer more holistic academic planning services to students. Students need an academic advisor and planning consultant who is available to invite them into their office for a private, comprehensive conversation about their academic goals and challenges.  As a result, quick service counters were taken down and replaced with individual, enclosed office spaces.
· Impact: (from the Academic Planning Experience Survey (APES) through the QEP)
· Student ease in discussing private information: baseline 81% to 88.5% (spring 2017)


7. ARE WE HIRING QUALIFIED STAFF, AND SUPPORTING THEM WELL WITH PROFESSIONAL DEVELOPMENT, AND HOW DO WE KNOW?
[image: ]service unit Review[image: ] 	             		REV. 10-01-2018

Make a case with evidence that staff are qualified, keep current, and fulfill roles that advance the service unit and the college.  List service unit employees (full-time and part-time), their roles, credentials, and known professional development activity in the last four years
Primary Self Study Questions were adapted from Academic Program Review “Structuring the Six Self Study Questions,“ Michigan State University, 2008.                               13


Employee Resources
	
	Role in Unit
	Credentials
	Professional Development since Last Program Review**

	Deirdre Bates
	Part-Time Advisor
	B.S.
	Appendices 2 – Professional Development since Last Program Review

	Cherry Brown
	Part-Time Advisor
	M.BA
	Appendices 2 – Professional Development since Last Program Review

	Jenny Buck
	Part-Time Advisor
	B.A.
	Appendices 2 – Professional Development since Last Program Review

	Jeremy Carter
	Full-Time Advisor
	M.Ed
	Appendices 2 – Professional Development since Last Program Review

	Lori Carr
	Part-Time Advisor
	B.B.A
	Appendices 2 – Professional Development since Last Program Review

	Shawna Chamberlin
	Full-Time Advisor
	M.A.
	Appendices 2 – Professional Development since Last Program Review

	John Ciccia
	Full-Time Advisor
	B.S.
	Appendices 2 – Professional Development since Last Program Review

	Jimmie Dearman
	Part-Time Advisor
	B.S.
	Appendices 2 – Professional Development since Last Program Review

	Tammie DeVoe
	Part-Time Advisor
	B.A.
	Appendices 2 – Professional Development since Last Program Review

	Suzie Fendrick
	Part-Time Advisor
	M.Ed
	Appendices 2 – Professional Development since Last Program Review

	Elisa Garcia
	Full-Time Advisor
	M.BA
	Appendices 2 – Professional Development since Last Program Review

	Lisa Gibbs
	Full-Time Advisor
	M.LA
	Appendices 2 – Professional Development since Last Program Review

	John Guillory
	Full-Time Advisor
	M.A.
	Appendices 2 – Professional Development since Last Program Review

	Candace Hamilton-Meserole
	Campus Lead 
	M.PA
	Appendices 2 – Professional Development since Last Program Review

	J.T. Henderson
	Full-Time Advisor
	B.A.
	Appendices 2 – Professional Development since Last Program Review

	Aaron Hinojosa
	Part-Time Advisor
	M.Ed
	Appendices 2 – Professional Development since Last Program Review

	Tori Hoffman
	Full-Time Advisor
	B.S.
	Appendices 2 – Professional Development since Last Program Review

	Aleka Jones
	Full-Time Advisor
	M.S.
	Appendices 2 – Professional Development since Last Program Review

	Jordan Joshua
	Full-Time Advisor
	B.S.
	Appendices 2 – Professional Development since Last Program Review

	Nadia Khedairy
	Campus Lead
	M.Ed
	Appendices 2 – Professional Development since Last Program Review

	Kathy Lacy
	Part-Time Advisor
	M.S.
	Appendices 2 – Professional Development since Last Program Review

	Anna Lippard
	Part-Time Advisor
	M.A.
	Appendices 2 – Professional Development since Last Program Review

	Sheila Lokko
	Full-Time Advisor
	M.SW
	Appendices 2 – Professional Development since Last Program Review

	Sarah Monroe
	Full-Time Advisor
	B.A.
	Appendices 2 – Professional Development since Last Program Review

	Shaila Parker
	Part-Time Advisor
	M.S.
	Appendices 2 – Professional Development since Last Program Review

	Karlos Patton
	Full-Time Advisor
	M.S.
	Appendices 2 – Professional Development since Last Program Review

	Suzette Ricketts
	Full-Time Advisor
	M.A.
	Appendices 2 – Professional Development since Last Program Review

	Maria Rodriguez
	Full-Time Advisor
	M.A.
	Appendices 2 – Professional Development since Last Program Review

	Quirina Rogge
	Part-Time Advisor
	M.P.H.
	Appendices 2 – Professional Development since Last Program Review

	Cheri Root
	Full-Time Advisor
	B.B.A
	Appendices 2 – Professional Development since Last Program Review

	Sandy Suvannachakkham
	Part-Time Advisor
	M.S.W
	Appendices 2 – Professional Development since Last Program Review

	Claire Troy
	Part-Time Advisor
	B.A
	Appendices 2 – Professional Development since Last Program Review

	Kamilah Willis
	Campus Lead
	M.S.W.
	Appendices 2 – Professional Development since Last Program Review

	Natalie Witucki
	Part-Time Advisor
	M.S.
	Appendices 2 – Professional Development since Last Program Review

	Patricia Williams
	Part-Time Advisor
	B.S
	Appendices 2 – Professional Development since Last Program Review


**For convenience, if providing a listing of professional development activities, this list may be included in this document as an addendum.

8. DO WE SUPPORT THE SERVICE UNIT WELL WITH FACILITIES, EQUIPMENT, AND THEIR MAINTENANCE AND REPLACEMENT,
AND HOW DO WE KNOW?

Make a case with evidence that current deficiencies or potential deficiencies related to service unit facilities, equipment, maintenance,
replacement, plans, or budgets pose important barriers to the service unit or student success.  As part of your response, complete the resource tables, below, to support your narrative.

Facilities Resources
	Room/Office Location and Designation
	Description
(i.e. Special Characteristics)
	Meets Needs (Y or N):
Current          For Next 5 Years
	Describe additional needs for any “N” answer

	CourtYard (CYC), 101B
	· Courtyard advising has recently become part the Student and Enrollment Services department.  As such, presently the space and staff are being reviewed to determine how best the facilities can serve students.
	Y
	N
	If the Collin County population grows in the years to come, and the College grows as well, advising space will need to grow as well.

The addition of the Tech campus may add to the advising needs / space for both the Courtyard and Frisco Campus.

	Frisco (PRC), Founders Hall 109
	· Full-time academic advisors were moved from a counter in the lobby area to private offices.
· Part-time advisors were provided with semi-private cubicle space.
· Advisors were designated as either to serve returning students or First Time In College (FTIC) students.  Subsequently these advisors located on different sides of the Advising suite.
· Each advisor has been provided with a desk top scanner to increase the ease of the advising session.
· Advisors are provided with a keypad or a Collin College ID card swipe to insure input of the correct student CWID.
· Lobby space has been provided with comfortable seating to allow for students having to wait to meet with an advisor.
· Laptop computers have been provided in the lobby to allow students to take full advantage of their visit to the Academic Advising office.  Possible tasks include, but are not limited to: register for courses, check / remove holds as needed, check course availability
· QLess, an online process to sign-in to meet with students has been implemented.  The QLess process allows a student to sign-up to meet with an advisor in person or off-site. 
	Y
	N
	If the Collin County population grows in the years to come, and the College grows as well, advising space will need to grow as well.
The addition of the Tech campus may add to the advising needs / space for both the Courtyard and Frisco Campus.

	McKinney (CPC) D 117
	· Full-time academic advisors were moved from a counter in the lobby area to private offices.
· Part-time advisors were provided with semi-private cubicle space.
· Advisors were designated as either to serve returning students or First Time In College (FTIC) students.  
· Each advisor has been provided with a desk top scanner to increase the ease of the advising session.
· Advisors are provided with a keypad or a Collin College ID card swipe to insure input of the correct student CWID.
· Lobby space has been provided with comfortable seating to allow for students having to wait to meet with an advisor.
· Laptop computers have been provided in the lobby to allow students to take full advantage of their visit to the Academic Advising office.  Possible tasks include, but are not limited to: register for courses, check / remove holds as needed, check course availability
· QLess, an online process to sign-in to meet with students has been implemented.  The QLess process allows a student to sign-up to meet with an advisor in person or off-site.
· Informational announcement monitor inside the advising lobby highlighting special admission programs details for evening student population
	Y
	N
	If the Collin County population grows in the years to come, and the College grows as well, advising space will need to grow as well.

	Plano (SCC) G103
	· Full-time academic advisors were moved from a counter in the lobby area to private offices.
· Part-time advisors were provided with semi-private cubicle space.
· Advisors were designated as either to serve returning students or First Time In College (FTIC) students.  
· Each advisor has been provided with a desk top scanner to increase the ease of the advising session.
· Advisors are provided with a keypad or a Collin College ID card swipe to insure input of the correct student CWID.
· Lobby space has been provided with comfortable seating to allow for students having to wait to meet with an advisor.
· Laptop computers have been provided in the lobby to allow students to take full advantage of their visit to the Academic Advising office.  Possible tasks include, but are not limited to: register for courses, check / remove holds as needed, check course availability
· QLess, an online process to sign-in to meet with students has been implemented.  The QLess process allows a student to sign-up to meet with an advisor in person or off-site.
	Y
	N
	If the Collin County population grows in the years to come, and the College grows as well, advising space will need to grow as well.


Equipment ($5,000 or more)
	Current Equipment Item or Budget Amount
	Description
	Meets Needs (Y or N):
Current          For Next 5 Years
	For any “N”, justify needed equipment or budget change

	NA
	NA
	NA
	NA
	NA



Financial Resources
	Source of Funds
(i.e. college budget, grant, etc.)
	Meets Needs (Y or N):
Current          For Next 5 Years
	For any “N”, explain why
	For any “N”, identify expected source of additional funds if needed

	Each campus Academic Advising office operates via the provided college budget.
	Yes
	No
	The budget for academic advising (both staffing and supplies) will need to increase as enrollments and campuses increase.
	An increase in college budget funding for academic advising at both present and future campuses will need to be increased to meet the needs of increased students.



Section III.  Continuous Improvement Plan (CIP)
9.  HOW HAVE PAST PROGRAM REVIEWS CONTRIBUTED TO SUCCESS? 
Program Review at Collin College takes place for each unit or program every five years.  During the last (fifth) year, the program evaluates the data collected during the CIP process. 

The 2015 – 2016 2-year Continuous Improvement Plan (CIP) focused on the College’s QEP plans

Please describe how you have used your continuous improvement plan (CIP) to make the following improvements to your program over the past 4 years (your last program review can be found on the Program Review Portal):
1. Student Learning Outcomes (NA to us per a conversation with David Liska)
2. Overall improvements to your program
The 2015 – 2016 Continuous Improvement Plan (CIP) consisted of eight different matrix documents.  
1. Master Measure Details: a twenty-page document listing 42 QEP related points in six different areas
a. Academic Planning Syllabus
b. Academic Planning Coach Program
c. Clear Pathways Website
d. Degree Audit / Planning Software
e. Advising Space Redesign
f. Professional Development
2. Academic Plan Survey: document reflecting survey results related to five of the six QEP areas (not including Professional Development)
3. Coach Survey: document reflecting responses to a survey related to Academic Planning Coaches
4. Professional Development Survey: document outlining a survey of advising professional development
5. IPED Graduation Rate: a two-page document considering graduation improvement goals
6. Noel Levitz Survey-Students: document considering how three QEP points (Academic Planning Syllabus, Clear Pathways Website and Advising Space Redesign would have a positive impact on Noel-Levitz outcomes
7. Degree Audit Samples: document considering the benefits of a degree audit program
8. College Data: document considering the data driving the focus on the Academic Planning Coach Program, Advising Space Redesign and Professional Development. 

The Advising CIP is closely tied to the College’s QEP plan (http://www.collin.edu/aboutus/qep/index.html).  A review of the Appendices 3 (2015 – 2016 Continuous Improvement Plan (CIP)) reflects the importance initial QEP planning had on the present direction of Academic Advising.  Numerous aspects of this Program Review speaks’ to the six QEP points.  

*Please attach previous CIP Tables in the appendix
[bookmark: _Hlk534712190]Appendices 3: 2015 – 2016 Continuous Improvement Plan (CIP)

10.  HOW WILL WE EVALUATE OUR SUCCESS? 

NOTE: THE CIP HAS BEEN REVISED AS OF AUGUST 2018. PLEASE CONTACT THE INSTITUTIONAL EFFECTIVENESS OFFICE IF YOU NEED ASSISTANCE 

Based on the information, analysis, and discussion that have been presented in your Program Review submission to this point, please summarize the strengths and weaknesses of this program or unit.  This response should be based on information from prior sections of this document.  Please describe how the continuous improvement plans you propose below will capitalize on the strengths, mitigate the weaknesses, and improve student success.

11.  COMPLETE THE CONTINUOUS IMPROVEMENT PLAN (CIP) TABLES THAT FOLLOW. 
Within the context of the information gleaned in this review process and any other relevant data, identify program priorities for the next two years, and focus on these priorities to formulate your CIP.  This may include short-term administrative, technological, assessment, resource or professional development outcomes as needed. 

As discussed part 3. B. (benchmarking) Academic Advising doesn’t presently benchmark against other two-year colleges.  However, Academic Advising has three areas of constant review:
1. Customer Service
2. Cougar Compass (degree audit)
3. Peak time (January, July and August) student wait time.

As explained earlier, Collin College students are not required to meet with an advisor.  At the same time, research suggests that advising is an important part of student academic success.  As such, Academic Advising strives to make advising welcoming and valuable.  The belief is, if academic advising is perceived by students as both welcoming and valuable, requiring them to attend won’t be necessary, student will seek out advising on their own.

Table 1. CIP Outcomes, Measures & Targets Table
	A. Expected Outcome(s)
Results expected in this unit
(e.g. Authorization requests will be completed more quickly; Increase client satisfaction with our services)
	B. Measure(s)
Instrument(s)/process(es) used to measure results
(e.g. surveys, focus groups, etc.)
	C. Target(s)
Level of success expected
(e.g. 80% approval rating, 10-day faster request turn-around time, etc.)

	Overall student satisfaction with advising visits will increase
	QLess data
Noel Levitz data
	For the end of the 2019 calendar year Advising Customer Experience survey results for question Overall I am satisfied with the service I received today, will increase from 83% for the 2018 calendar year to 90%.

	Continue to work towards the previously stated goal to reduce the average wait time to access an advisor during “Peak Time” advising (July, August and January).  The goal is 27 minutes by 2020.  Presently the wait time is 33 minutes.
	QLess data
	During “Peak Time” advising time (July, August and January) student will wait 27 minutes or less to access an advisor.

	Increase the number / percentage of Cougar Compass degree audits completed by students.
	Cougar Compass data
	At the end of the 2019 calendar year the percentage of Cougar Compass degree audits will increase from 34% for the year to 50% for the year.




Continuous Improvement Plan

Outcomes might not change from year to year.  For example, if you have not met previous targets, you may wish to retain the same outcomes.  If this is an academic, workforce, or continuing education program, you must have at least one student learning outcome.  You may also add short-term administrative, technological, assessment, resource or professional development goals, as needed.  Choose up to 2 outcomes from Table 1 above to focus on over the next two years.

A. Outcome(s) - Results expected in this program (from column A on Table 1 above--e.g. Authorization requests will be completed more quickly; Increase client satisfaction with our services).
B. Measure(s) - Instrument(s)/process(es) used to measure results (e.g. surveys, test results, focus groups, etc.).
C. Target(s) - Degree of success expected (e.g. 80% approval rating, 10 day faster request turn-around time, etc.).
D. Action Plan - Implementation of the action plan will begin during the next academic year. Based on analysis, identify actions to be taken to accomplish outcome.  What will you do?
E.  Results Summary - Summarize the information and data collected in year 1.
F.  Findings - Explain how the information and data has impacted the expected outcome and program success. 
G. Implementation of Findings – Describe how you used your findings and analysis of the data to make improvements to your program.  

Table 2. CIP Outcomes 1 & 2
	A. Outcome #1: Overall student satisfaction with advising visits will increase


	B. Measure (Outcome #1): weekly QLess reports

	Target (Outcome #1): For the end of the 2019 calendar year Advising Customer Experience survey results for question Overall I am satisfied with the service I received today, will increase from 83% from the 2018 calendar year to 90%

	C. Action Plan (Outcome #1): Through implementation of the Appreciative Advising model (http://www.appreciativeadvising.net/), student satisfaction with the student advising experience will improve.

	D. Results Summary (Outcome #1) TO BE FILLED OUT IN YEAR 2

	E. Findings (Outcome #1) TO BE FILLED OUT IN YEAR 2

	F. Implementation of Findings (Outcome #1) TO BE FILLED OUT IN YEAR 2




Table 2. CIP Outcomes 1 & 2 (continued)
	A. Outcome #2 Continue to work towards the previously stated goal to reduce the average wait time to access an advisor during “Peak Time” advising (July, August and January).  The goal is 27 minutes by 2020.  Presently the wait time is 33 minutes.


	B. Measure (Outcome #2) QLess data
	C. Target (Outcome #2) During “Peak Time” advising time (July, August and January) student will wait 27 minutes or less to access an advisor.

	D. Action Plan (Outcome #2) Alignment of present Academic Advising programs (MAPP, Cougar Compass, etc.) will lower student wait time.
 

	E. Results Summary (Outcome #2) TO BE FILLED OUT IN YEAR 2


	F. Findings (Outcome #2) TO BE FILLED OUT IN YEAR 2


	G. Implementation of Findings (Outcome #2) TO BE FILLED OUT IN YEAR 2



Table 2. CIP Outcomes 1 & 2 (continued)
	A. Outcome #3 Increase the number / percentage of Cougar Compass degree audits completed by students.


	B. Measure (Outcome #2) Cougar Compass data

	C. Target (Outcome #2) At the end of the 2019 calendar year the percentage of Cougar Compass degree audits will increase from 34% for the year to 50% for the year.

	D. Action Plan (Outcome #2) As Academic Advisors continue to meet with students they will stress the purpose of Cougar Compass and how students can complete one.  In addition, the College will continue to advertise Cougar Campus across the district.
 

	E. Results Summary (Outcome #2) TO BE FILLED OUT IN YEAR 2


	F. Findings (Outcome #2) TO BE FILLED OUT IN YEAR 2


	G. Implementation of Findings (Outcome #2) TO BE FILLED OUT IN YEAR 2



12.  HOW DOES OUR IMPROVEMENT PLANS IMPACT THE BUDGET?
A.  What additional funding beyond the unit’s base budget is needed to implement your Continuous Improvement Plan? 
Briefly describe steps your department will take to secure these funds.

Growth is the key word for determining the need for additional funding in the future.  This potential for growth will come in two areas.  The first is enrollment, the second is increased campuses, both reflect more students, thus a need for more advisors.  In both cases, if the present advising model / structure is followed additional advisors will be needed to meet the increased population.  Increased enrollment will also require the need for the added supplies and increased support (professional development, relevant technology, space and facilities, tec.).
[bookmark: _GoBack]Academic Advising does not operate via grants or other outside sources, thus increased funding will need to come through an increased college budget.
B. With these additional funds, please explain how funds will be used to improve student learning or other outcomes. 
The connection between a well-funded Academic Advising department and student satisfaction, retention and ultimate academic success cannot be overstated.  As the College grows, additional funding for Academic Advising that is on the same track as growth will pay off both in the short and long run.  Sufficient funding is needed for all aspects of the department (staffing, supplies, and facilities) to meet present and future student needs.
Taking courses is a process to a degree followed by either transferring or entering the workforce.  The academic advising process keeps students on track to finish a degree as opposed to taking a series of unrelated courses.  Students who graduate with a degree is a positive reflection of the college in the surrounding community.  To be clear, academic advising is part of the process to graduation, not the only part of student success.  However, without sufficient funding equal to enrollment, academic advising will not be able to support students as needed. 
Cougar Compass (Degree Audit) Comparison

District 	Jan.	Feb.	Mar.	Apr.	May	June	July	Aug.	Sept.	Oct.	Nov.	Dec.	1728	3203	4059	7034	7562	6197	6765	9967	8228	8290	11019	10191	Student	Jan.	Feb.	Mar.	Apr.	May	June	July	Aug.	Sept.	Oct.	Nov.	Dec.	333	834	1013	2041	2437	1532	2024	2716	2295	3092	5150	4866	Percentage	Jan.	Feb.	Mar.	Apr.	May	June	July	Aug.	Sept.	Oct.	Nov.	Dec.	0.19270833333333334	0.26038089291289418	0.2495688593249569	0.29016206994597671	0.32226924094154985	0.24721639502985315	0.29918699186991871	0.27249924751680543	0.27892561983471076	0.37297949336550063	0.46737453489427355	0.4774801295260524	




2014 - 2018 Peak Time Average Wait

January	2014	2015	2016	2017	2018	59	59	63	39	July	2014	2015	2016	2017	2018	48	30	39	63	26	August	2014	2015	2016	2017	2018	63	46	49	36	34	




2018	
Responsiveness to Diverse Population	Campus Support Services	Service Excellence	Student Centerdness	Campus Climate	Concern for the Indidual	Admissions and Finacial Aid	Academic Advising / Counseling	Instructional Effectiveness	Academic Services	Registration Effectiveness	Safety and security	5.97	5.66	5.77	5.8	5.78	5.61	5.7	5.55	5.75	6.08	5.88	5.83	2016	
Responsiveness to Diverse Population	Campus Support Services	Service Excellence	Student Centerdness	Campus Climate	Concern for the Indidual	Admissions and Finacial Aid	Academic Advising / Counseling	Instructional Effectiveness	Academic Services	Registration Effectiveness	Safety and security	5.67	5.27	5.5	6.5	5.51	5.28	5.33	5.0999999999999996	5.51	5.86	5.56	5.65	
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