Service Unit Name: 
Service Unit Review
The timeframe of unit review is five years, including the year of the review.  Data being reviewed for any item should go back the previous four years, unless not available. Questions regarding forms, calendars & due dates should be addressed to the Kathleen Fenton (ext. 3737) or David Liska (ext. 3714) in the Institutional Effectiveness Office.

Are We Doing the Right Things?
This introductory section requires a description of unit/staff effort in service, outreach and engagement, and collaboration across the district/campus.  It should be a comprehensive and functional depiction which sets the context of the service unit and should serve as the framework for the rest of the document.  Topics presented in this self-definition explanation should appear later in the self-study in greater detail and explanation. This section should also begin to draw alignments with other processes, such as institutional initiatives. 
This section is not meant to be merely a descriptive narrative of demographics. For example, reporting service figures for the past four years is useful only if they are illustrative of something that is impacting the unit (for example, growth in service demand,  substantial increase or decrease in the number of students with unmet service needs; a disruptive technology impacting service delivery).  This is also not meant to be a statement which establishes the level of quality of the unit or services delivered. It should be focused clearly on what is done in the name of the service unit.  
1. What does your unit do?
A.  What is the service unit and its context? Provide evidence to make the case for each assertion made.   
Points to consider:
· Primary services provided by unit staff
· Primary products produced by unit staff
· Service across the campus by unit staff
· Outreach and engagement efforts by unit staff
· Areas where the unit is working in an isolated silo
· Identified barriers to effective service
The Admission and Records (ARO) processes are the initial, essential and foundational functions that students and prospective students must complete in order to enroll in classes, pay fees, complete courses and/or programs of study, and graduate and/or transfer to another institution.  The Admissions and Records functions include processing admissions applications, transcripts (sending and receiving), residency documentation, processing some waivers and exemptions, evaluating degree plans, processing degree check-out, graduation, name and address changes for students, National Student Clearinghouse enrollment verification, maintaining the Master calendar for district, coordination of document destruction for district and FERPA compliance.  
The department also processes all the admissions, registration and state reporting for Continuing Education (CE). 
In collaboration with Institutional Research, the department contributes to the accuracy of the state report confirming data that includes information pertaining to enrollment, completers (Marketable Skills Award (MSA), degrees, and certificates), overloads and class additions after census date.  
As part of ARO, the records office maintains the records for the entire college district (including the business office, Human Resources, academic programs, the Collin College Foundation, etc).  The records are kept in accordance to the established records retention policy.
The department completes proofing and coding of each admission application and residency changes.
Additionally, the department maintains responsibility for Banner:Student including the testing of all upgrades, staff training, and establishing levels of access for any employee whose position requires access to student records.
The admission and records functions interface with the infrastructure of the college district, affecting all areas of operations, including but not limited to schedule building, business office collections of tuition and fees, financial aid, and compliance with federal, state and local mandates and regulations. 
The department serves students, faculty, staff and the community at-large through admissions and functions district-wide within the larger Enrollment and Student Success Department.
Upon review, the functioning of most operations of ARO works well:  areas of concern involve managing peak registration times with the increased student interactions as well as increased document processing required; difficulties in faculty compliance with grade reporting and certification of class rosters; increased processing of on-line Apply Texas applications due to residency issues; and having adequate staff to answer phone calls, process degree plans and complete the myriad of tasks with timeliness and excellence in customer interactions.  Continuing Education registration occurs both on-line and via phone; creating staffing issues for that function, because of CE reliance on part-time employees.  Additionally, CE registration operates under a separate and flawed system that does not allow CE staff to view transactions on a student’s record within Banner.
B.  Briefly summarize the topics that are addressed in this self-study:
This review examines the 22 plus functions of ARO, giving a brief description of each.  Through the examination of unit data, college-wide surveys, and department interviews, the areas explored in detail include how document processing, student interactions, CE activities, degree evaluation and software changes and migrations affects staffing considerations; whether the current model having staff both process some documents and interact with the public is an effective and efficient use of time; how optimize the application process, allowing for faster processing and admission; and how to increase the efficiency of degree evaluation as more student both transfer to Collin and petition for graduation.
Specific functions receiving scrutiny are:
· Admission applications
· Residency documentation and reclassification
· Degree plans evaluation
· Degree check out
· District grading
· Continuing Education staffing and software concerns

2.  Why we do the things we do:  Unit relationship to the college mission & strategic plan

The question of “why we do the things we do?” is one which focuses on the mission of the unit, goals and priorities, and the role of the unit within its division and college.  Describe unit-level actions that demonstrate the college mission, impart the core values or contribute to the strategic goals.  Provide unit-specific evidence of actions that support the case that the unit and its staff contribute to fulfillment of the college mission, core values, and goals.
Poor example:  The unit supports the college mission to be student-centered in all that we do.
Better example:  The unit supports the college mission to be student-centered by providing financial aid to qualifying students.
Best example:      The units supports the college mission by providing financial aid for higher education to more than 8,000 students per term within 45 days from the date the application is received.  (This is verifiable evidence of how the unit supports the college mission.)
A. Make a unit-specific case that shows the unit supports the college mission . 
B. B.  Make a case that the unit and its staff contribute to fulfillment of the college core values.  
Collin Mission Statement:  Collin County Community College District is a student and community-centered institution committed to developing skills, strengthening character, and challenging the intellect. 
Collin College’s Admissions and Records (ARO) serves as an activity hub that involves interaction, collaboration and essential partnerships with all facets of district organization and function as well as with the community at large in the role of processing admission applications from prospective students.  Once enrolled ARO supports developing skills, strengthening character and challenging the intellect; it supports the College Mission, and Core Values in their entirety.
Examples of the support of mission and core values include: 
· Processing 23,830 admissions applications in 2012-2013 (a 27.7% increase over the previous year)
· Fall 2014 applications received and processed-18,380; applications with enrollment-10,227
· Fall 2014 district credit enrollment-27,972
· Spring 2014 district credit enrollment-25,848
· Hosting 613 graduates  at the 2013 graduation ceremony (9.5% increase over the previous year)
· Awarded 891 AA degrees, 591 AS degrees, 357 AAS degrees, 38 AAT degrees and 521 Certificates, including FOS
· Processed 39,367 transcripts from August 2012-July 2013 and generated a total of $76,220 in revenue from Credentials Solutions in 2014.
· Received an average of 442.5 degree plans; processed an average of 311.7 degree plans (2012-2013 monthly average)
· Received average of 57.9 Veteran degree plans; processed average 58.6 Veteran degree plans (2012-2013 monthly average)
· Received average of 289.67 graduation petitions; processed average 341.58 graduation petitions (2012-2013 monthly average)
· Responsible for collaborating with Institutional Research for state reporting, an essential mandated function that directly affects funding
· Non-credit (CE) enrollment 2013-12,752; 2014-12,169
C.  Make a case that the unit supports the college strategic plan.
Admissions and Records (ARO) has district planning priorities contained within Vision 2016.  These priorities include contributions to increasing student completion. In collaboration with academic advising initiatives that will encourage students to develop personalized degree plans, Collin’s Board of Trustees has approved the RFP for College Source software, a comprehensive on-line degree audit system.  The package includes functions for student schedule-building and degree evaluation among others.  Implementation processes are currently being discussed.
Other strategic priorities include the improvement of degree completion; the development and marketing  clear pathways for student completion; and implementing a portfolio system to award credit to students who demonstrate successful outcomes obtains through experience.  Action toward improving degree completion occurred with the hiring of 1 additional degree plan evaluator in 2014.  The Academic Affairs/Student Development Communication Advisory Meeting (CAM) began discussing competency-based learning, and ARO will be directly affected if credit-for-experience becomes a transcripted item.  In addition, the department is involved in enhancing Collin’s culture of civility and respectful interactions as demonstrated through “dignity and respect” post-contact surveys, an initiative currently under development.  
Another strategic planning priority involves developing systems to manage high volume, peak time activity for both lines and telephone communication.  The Summer 2014 implementation of CougarQ—Qless Wait System has resulted in increased efficiency and effectiveness of the management of long lines by allowing real-time personnel allocation, providing students an option not to wait in physical lines, and giving Collin the ability to collect data about the registration process.
 Improvement in the effectiveness of telephone communication to address college responsiveness during peak period is another ARO action item in the strategic plan since ARO manages phone bank activities.  During peak registration times, staff cannot respond to phone calls and to email requests and these tasks are forwarded to a phone bank staffed predominately by temporary employees.  Improvement in efficiency and effectiveness in non-face-to-face interaction will be necessary to enhance satisfaction of ARO services. 


3.  Why we do the functions we do?
A. Make a case that the functions of the unit are necessary, should be modified, or should be deleted.
Points to consider:
· What is the origin of, and reason for, the function?
· Has the function evolved over time?  Is it continuing to fulfill the original reason or has the reason also changed over time?
· What would happen if the unit no longer provided these functions?
· What unit functions require the most staff time?
· Are the functions that require the most  time the same functions that add the biggest value for the college?
· What are the interdependencies with other unit functions and other units of the college?  Is the unit duplicating any functions with other units?  Is there a clear line of communication with other units involved in or supporting each of these functions?
· Does the unit or the college have alternate ways of providing any of these functions? 
· Are the functions as automated as possible?  

Review two or three peer colleges for the way they accomplish these functions.  Are there any lessons to be learned?  Any new ideas for service improvement?
At least 22 specific functions fall within the purview of ARO, all necessary and essential to the operation of Collin College.  Most of the evolution in ARO procedures involves increased use of technology and automation of some parts of the processes, however much processing still occurs manually.  If the unit ceased providing these functions, the College would shut down.  The various functions occur continually; although there are peak times and deadlines when staff may need to target their focus.  ARO functions interconnect with the business office, public relations, areas of student development, academic deans and faculty, Institutional Research and state reporting, Continuing Education and students.  The department maintains responsibility for essential functions such as enrollment, verification of enrollment, grading, conferring of degrees, student data records and privacy, transcripts, district recordkeeping, the master calendar for the district and reconciliation of state reports that directly relate to funding.  
· Functions include:
· Document processing 
· Admissions applications:
· On-line---A file is downloaded each business day from Apply Texas 48 hours after it has been completed by the student and a “push” is done to move file to Banner to match up to CWID.  This list of students is assigned to staff to complete data processing of the student record.  On-line applications are processed only at the CPC “Hub” location.  The “Hub” is centralized processing unit, currently staffed by one full-time person and 2 temps.  Each term, on-line applications are processed until that term’s designated deadline.
· Paper----Applications are processed by all three campuses.  A record/CWID is created for new students and information is input into student record.  If student is a readmit or former continuing education student and has an ID their information is updated.  Residency is evaluated and students are directed to produce additional documentation if needed.  Testing and transcript needs are also determined and indicated in student record.  Paper applications are accepted for one week prior to class start date.  
· Incoming transcripts: 
· Electronic---Received at CPC only in PDF and EDI versions and downloaded daily.  College EDI transcripts are printed out and scanned into the Xtender system.  EDI--TREX transcripts (high school) can be automatically downloaded and moved into the Xtender system for further evaluation.  All transcripts are dated and noted as received; TSI information is entered into two Banner screens; attendance dates are verified and transcript information is checked for other colleges being listed.  
· Paper---Official transcripts are dated and noted on student record as received; TSI information is input in two banner screens; attendance dates are verified to match application; transcript is verified and noted for any other colleges being listed.  All official transcripts are scanned into the Xtender system.  
· Outgoing transcripts:
· Credential Solutions processes on-line requests for Collin College transcripts in paper/mailed version, PDF or EDI (electronic version). A student with a hold is notified to contact ARO regarding the issue.  Once the issue is resolved, ARO updates the request with the Credentials order and to reruns the transcript request.  
· Manual transcript processing occurs at the SCC for emergency situations only. 
· Proofing and coding of each admission application:
· Following completion of the admissions application, the ARO office double checks applications and residency reclassification forms.  During non-peak times, one-full time and one part-time employee who have been employed at the college for at least a year review all of the applications and reclassification forms.  During peak times, an additional two to three qualified individuals will assist.  New hires in the ARO offices do not work with residency until they demonstrate their skills and knowledge on the front line.  Since residency coding is essential for proper billing and reporting, staff must maintain a high degree of accuracy. 
· Residency documentation and reclassification:
· All addendums and residency problems come through the ARO office and ARO staff correct errors on the application and mark state reporting.    Front-line staff must review the on-line application and ARO forms: secondary require occurs to assure quality controls.
· Waivers and exemptions:
· Waivers and exemptions consist of: Ad Valorem, higher education ranking, competitive scholarship, and good neighbor waiver (out of country tuition waiver). With the exception of military waivers, all waivers and exemptions are processed at the counter at the three main campuses and then the documents receive further review on the back end.  Each waiver/exemption has a time limit and must be removed from the students’ file when they expire.
· Registration and lateral changes:
· Lateral changes occur when students change courses after the census date.  Lateral changes will affect state reporting, hence funding.  This is a centralized, manual process that all ARO staff perform on all campuses.  They are then filed and stored for two years in the record center.
·  Registration is done online unless a student has some sort of difficulty or it is after the 2nd class day when online registration for full-term classes stops.  
· National Student Clearinghouse Enrollment verification:
· On-line--- National Student Clearinghouse (NSC) verifies student attendance for financial and educational institutions and for employment purposes.   The database is maintained electronically on a daily basis by the Associate Registrar at SCC.  Information includes attendance dates and if applicable, earned degree(s) including the type of degree, honors distinctions, and date awarded is also entered.  For non-credit students, a note is put on record indicating the student will have to contact Continuing Education for verification.  Corrected reports, are sent to NSC after census date for each term and at the end of each month to update information given out by NSC.  A series of error reports and corrections continue between Collin and NSC.
· Manual—some verifications are processed manually by Associate Registrars at each campus, for example F-1 Visa students who have no social security number, or students who did not give a social or students who have a special form that must be filled out to satisfy insurance or financial institution requirements.  Students are required to fill out an Enrollment Verification Form designating the type of service and method of delivery as well as giving permission to release information.    Most of the time a predesigned form is used in which credit hours, term dates and status in input by Associate Registrar and form is stamped by special Collin embossed seal.  In some cases a letter must be written for student.  Term verifications are not done until after census date.  Copies are kept and filed for two years.
· Verbal/phone—Only Directory information is given as long as student does not have confidentiality hold.
· Noncredit verifications—managed by CE.  Forms are filled out if release is signed.  Verbal verifications are done giving only directory information.  Per student request, a Continuing Education transcript may also be given for verification.

· Degree Plans/Graduation
· Evaluates degree plan:
· There are a vast amount of students transferring to Collin with previous college course work.  In order to have students complete a degree at Collin, a dedicated area to determine transferability of credits is crucial.  The main purpose of degree evaluation is to determine transferability of previous college credited course work based on district policy, SACSCOC requirements, and AACRAO principles.  Evaluators serve as liaisons for academic advisors, faculty, and staff to explain policies and procedures regarding transfer work, course equivalencies and graduation requirements.   Once an evaluation has been completed, a degree audit is provided on CougarWeb for students and/or advisors that display progress towards a specific/desired degree program.
· The office is staffed at the Preston Ridge Campus (localized) but the specific function is a district wide effort. The total number of staff is comprised of 1 part-time and4 full-time staff members. One of the 4 positions was just added in 2014.  
· Degree evaluation serves an essential function for various units.  For example, the Financial Aid Department requires an evaluation of all students receiving aid before they are able to register for classes.  Students receiving military benefits are another example of an additional process that must be evaluated before aid is distributed to them.  If the function did not exist, completion of evaluations and graduation would cease.  Financial aid and military benefits would not have a detailed account of what course work would be transferred in to award students.  Additionally, Department Chairs/Academic Deans work closely with evaluators regarding course equivalencies.  Information is then set up in the database so as to not duplicate the same situation and/or issue.
· Processing out-of-state transfer work requires the most staff time.  Many of the out-of-state colleges have limited catalogs and/or course descriptions available to view.  Transcripts received that are older than 30 years may no longer have catalogs available, creating further difficulty and time to process.  Students using older catalog terms also take an enormous amount of time to evaluate due to degree program rubric changes. The biggest value for the college is the completion of all students’ requests for degree evaluations in a timely fashion.  Completed degree evaluations provide students the necessary tools to plan for a selected major.  Due to the demand and additions to the department, processes to continue to automate course equivalencies are being discussed.  Some processes have been built in by evaluators to be automated but have fallen short because of the increase in degree plan requests.  Transfer equivalency software is available on the market.  Further research is warranted to view possible new ventures into that region.  



· Degree check-out:
· Degree check-out is processed by two degree plan evaluators.  Students complete an on-line Petition for Graduation form.  Petitions  are reviewed in date-received order and used to determine a student's eligibility for graduation, including residency requirement (18 hours passed at Collin), GPA (2.00 or above), and course completion.
· Emails are sent to students updating their status and appraising them for any outstanding course work required for completion. Petitions are then filed alphabetically in preparation for final check out. Those who will not complete are moved forward to the semester of expected completion. Once final grading occurs in a semester, petitions are again reviewed.  The data is organized to be used in graduation ceremonies and for printing of diplomas.
· Coordination of graduation ceremonies:
· Planning takes a year and begins with negotiating various contracts for venue and other suppliers.
· In early spring semester, Registrar meets with Collin College President to discuss guest speakers and/or changes for ceremony.  A Graduation Committee meets to discuss past issues, ceremony duties and ideas for ceremony.  Coordination for ordering regalia also begins and well as selection and assignment of other participants who will have a role in the ceremonies.
· Potential graduates receive a letter inviting them to participate in the Graduation ceremony. The list of affirmative responders is compiled into a marching list, numbered in alpha order which will be used to organize seating during the commencement.  Paperwork is maintained at SCC for two years.
· The entire college community participates in Graduation in some manner.  The ceremony begins with processional led by bagpiper bringing in stage dignitaries, faculty and then students and lasts about two hours.  Diplomas are verified and mailed out about one month after ceremony.
· District Grading 
· Course grades:
· Faculty is notified every semester about the grading process and they receive a power point presentation to use for reference when inputting grades in the Cougarweb/Banner system.  Information also includes grading due date and special instructions.  Grade input is turned off 48 hours after final exams and the next morning an auto-email is generated to faculty, deans, AAs and ADs advising them of missing grades.  The process then becomes manual.  Three staff member maintains responsibility to this process and other staff is added as necessary.  The entering of grades serves an essential function to the college and needs to be done in a timely manner.



· Grade changes:
· Grade changes are an ARO function that occurs when there are missing grades, disciplinary holds that cause grades to be withheld, grading mistakes, grade appeals, Incomplete contracts and approved leaves of absence.  Currently this process occurs manually and requires deans, and, in certain circumstances, VPP signatures. 
· Reporting 
· Assures accuracy of state reports, reconciling enrollment data, completers, overloads and course additions after census date
· Following census date, ARO works closely with IRO to ensure the accuracy of state reports.  The process is currently handled by 2 staff members and often involves manually researching papers and documents.  There are no alternative processes and the main barrier to efficient and effective provision of service is directly related to the lack of staff for this task.
· Types of data include: adds after census; waivers/exemptions and determining if they are still active; reports to add nursing students to state reports; dual credit high school/home school students and changes their status when they graduate and become freshmen at Collin; dropping of students who missed their installment payment; and dropping for the cashier when the students do not pay their full amount.  
· Records
· Maintains student data and records changes
· Using a Master Record Change (MRC) Form, students report name and address changes at each of the campuses or at Admissions@collin.edu.  The request must be accompanied by a driver’s license or social security card.  If a residency change to in-county is involved a document issued in the last 30 days must accompany the address change request.  Changes are proofed and coded and then sent to Records Management Center for a period of 2 years.
· FERPA compliance office:
· The Registrar, as the custodian of student records, serve as gatekeeper for the disclosure of records in compliance with FERPA regulations.  They maintain the release forms, disclosure forms, and withholding directory information forms.  They serve both a compliance and consultant function.
· Clearinghouse for student record subpoenas:
· When a subpoena is received, ARO researches student records and forwards the information to college legal counsel.  
· Records office 
· Records management staff maintains district records in accordance with established retention policy and utilize a computer program that monitors the timely destruction of documents.  They run the program twice a year (September and January) to determine which documents are to be destroyed.  Examples include: advising tickets are destroyed every two years; accounts receivable documents, every three years, and accounts payable, every seven years.  ARO has a contract with a shredding company that destroys the sensitive documents.

· Banner:Student:
· ARO maintains responsibility for Banner: Student, including testing of all upgrades, staff training, establishing levels of access for any employee whose position requires access to student records.  Two staff manages the testing and upgrading of Banner, as well as establishing access to Banner and student records.
· Continuing Education
· Admission and Records:
· The role of the CE Registration Staff is to provide exemplary customer service to the student, staff and community. What makes the CE Registration Staff unique is the dedicated staff’s knowledge of the CE course offerings, policies and procedures. Continuing Education offers over 1500 course sections each semester while enrollment is over 5000 each semester. All CE students pay a flat rate for tuition whether they live in Collin County, out of state or out of country. The CE Registration Staff also utilizes the cashiers TouchNet system and enters credit card transactions for phone registrations. This creates a one stop shop experience for the student.  
· The CE Registration Staff provides specialized knowledge and support for the CE student and the courses offered. Staff maintains the accuracy and integrity of the student enrollment and responsibilities include: phone transactions, CE Transcript requests – manual research and setup process, scanning of the CE class rolls in BDMS, waitlist, add/changes/cancels, CE help generic email requests from students, duplicate account cleanup, contract training data entry from Law and Fire packets, Financial Aid manual student account research, CE Catalog build, CE State Report cleanup and Cleaning up Flex Reg drop errors.  CE transcript process, Waitlist process, Adds/Cancels/Changes of CE courses, enrollment of Contract Training for Law Enforcement and Fire, Grant, TPB, Workforce, DARS, Hazelwood, TPEG awards, and exemptions and waivers for students. Waitlist, grading, and transcript processes, while automated on credit side of our Banner System, must be processed manually for Continuing Education.  
· The Continuing Education student population and contact hours do continue to increase each year. Our system processes have also evolved from a glorified online enrollment process which was manually processed from a student email request to the student having an actual online experience. However, the CE student online experience is also very limited in serving the student population without error. CE students are often dropped online after successful enrollment and an approved credit card payment, experience login errors when there are no holds pending, and payment failures.
· Continuing Education is a different type of enrollment process and college experience for the student. It is unique as CE provides programs and certificates to students that would otherwise not attend a college setting. The CE programs offer experience and skills to immediately go out into the workforce or community and serve. CE is also a stepping stone for many students to continue their education through the credit program. CE Dental Assistant Program is a good example. The CE Dental Assistant finishes their course, works in the field, gains experience while they get their prerequisites for the Dental Hygiene credit program. 
· CE state reporting:
· CE ARO serves as the collection and reporting department for state reports.
· Other
· Develops District Master Calendar:
· Creating and coordinating the Master Calendar process is an indispensable task for mapping timelines for essential and state regulated activities and functions.  Historically the process is overseen by ARO and is a centralized process that involves all branches of the college.  It is currently as automated a process as possible and the primary barrier to efficiency lies in the length and multiple levels of the approval process.  The Master Calendar is reviewed at every administrative level and ultimately approved by the Board of Trustees.
· Supervised peak period phone bank:
· During peak months of December, January, most of June, July and August, a temporary phone Bank is set up to answer phone calls coming into the main department phone lines. This is housed in the old police academy building at CPC and the new location has greatly improved the work flow. Collin College hires approximately 7 temporary employees to answer phone calls for Admissions and Advising.  The temps receive one day of official training to answer calls for Admissions and Advising.  They receive a training manual, registration guide, the email with student development hours, and any new pertinent information.  A full-time employee also sits with them to help answer questions as well as provide additional training.  
· Certification of class rosters:
· For the last 2-3 years ARO manages the process of certifying class rosters after census date.  This function requires faculty to certify students who have not attended class prior to census and directly affects state funding and Financial Aid Title IV funding.  Rolls must be certified based on each census date for the various parts of term.  Tracking and getting information for missing rosters becomes a manual and time consuming process.

PEER INSTITUTIONS:
The complexity of admission and Records functions leads to a broad range of methods and processes that vary by and within other institutions.  For example, the San Jacinto College, Tyler and Dallas County utilize an in-house application that was designed to remedy the residency issues inherent in the Apply Texas on-line process.  Collin College is currently developing a similar product to produce a similar outcome—shorter processing time and less manual involvement in residency reclassification.

Degree plans evaluations are completely centralized and removed from front counter activities at Dallas County.  Thirteen evaluators work full-time performing degree plans functions; only 1-2 people at each campus have student contact.  San Jacinto has a centralized process as well; they have 3 evaluators and three specialists and three graduation check out specialists and they also utilize advisors for degree evaluation.
Lone Star College with a total enrollment of 90,000 and 8 campuses employs 3 degree plan evaluators and 2 specialists as well as 8 graduation check-out specialists.  Each campus has its own graduation specialist and degree evaluators (advisors also evaluate degree plans) and the district also employs 3 degree check-out specialists.   At Collin, four degree evaluators balance the processing functions with student contact.  Currently Collin has two graduation check-out staff.  While staff may be located at various campuses, they serve a district-wide function.

UTD utilizes a year-round phone bank combining admissions, advising, and financial aid.  Currently Collin operates a year-round Financial Aid phone bank but a proposal to have an integrated ARO and an advising in addition to financial aid k is before the leadership team for possible mid-year implementation.

B.  Make a case that each of the primary services should, or should not be, outsourced.
Because of the interrelatedness of ARO functions as well as essential involvement with the College as a whole, most functions should remain with the unit with the possible exception of the planning of graduation ceremonies, certification of class rosters, and management of the phone bank.  
Functions and processes vary throughout the year and require fluctuations in the time that staff must concentrate on a particular process.  For example:  the automated process for district grading shuts off 48 hours after finals; at 8 AM the next day auto-generated emails are sent to faculty, deans, AAs, ADs about missing grades.  At this point, the process involves manually getting the grades and posting them.  In Spring 2014, 1050 grades were missing, and in Fall 2014, 950 grades were missing.  Having missing grades begins a domino effect leading to delays in processing transcripts; calculating GPAs, a process that affects financial aid and academic status; and future course selection.
Planning for the graduation ceremony involves a year-long process that begins immediately following the May ceremony.  It includes negotiations of contracts, planning of event activities and venue set-up.  At a time when ARO manpower is needed to process graduation petitions, collecting final grades, and closing out the semester, staff must divide their time and effort to plan and implement graduation.  As the ceremony nears, this conflict increases.  Perhaps if another area in the college assumed responsibility for the event planning, ARO staff can work more effectively and efficiently to certify graduates.

During peak registration times, staff must manage face-to-face interactions, facilitate office operations and sustain phone calls and emails.  Currently this issue is addressed through a temporary phone bank staffed by temporary employees and supervised by full-time personnel.  The yearly cost for the temporary staff has been estimated at $40,000.  The ratio of call being handled is approximately 1:10,000.  Financial Aid has a year-round phone bank to field questions and data indicate that in 2014, during peak times, calls to admissions are more than triple calls to financial aid—Total for Admissions 121,740 and total for Financial Aid 41,328.  ARO leadership is proposing a year-round phone system for ARO  as well as advising and should such a proposal be implemented, it would make sense for one reporting structure to manage it.

	
	Month
	Admissions
	Financial Aid

	January
	19,531
	4,421

	April
	10,888
	3,576

	May
	17,502
	3,992

	June
	14,051
	4,035

	July
	14,663
	5,300

	August
	15,072
	5160


Certification of class rosters directly relates to Financial Aid and Title IV funding.  Perhaps this function would be better served within Financial Aid or within the academic division offices.
4.  Why do we produce the products we do?   
A.  Make a case that products of the unit are necessary.
Points to consider:
· What is the origin of, and reason for, each of the products?
· Have the products evolved over time?  Are the products continuing to fulfill the original reason or has the reason also changed over time?
· What would happen if the unit no longer produced these products?
· What unit products require the most staff time?
· Are these the same unit products that add the biggest value for the college?
· What are the product interdependencies with other unit functions and other units of the college?
· Does the unit or the college have alternate ways of producing any of these products? 
· Are there competing products that do the same job?  What are the advantages and disadvantages of the unit’s product and the competition?
The products listed below comprise the various forms and platforms used by ARO to maintain all their processes.  All the products are interdependent within the institution and essential for the college to exist.  Some are state mandated; and when extrapolated the bottom line involves the determination of funding for Collin College.
 

  B.  Make a case that the production of the products should, or should not be, outsourced.
Because of the inter-relationship of ARO products with the smooth functioning of the College, there is no case for these products to be outsourced.
C. Unit Public Communications:  List all Unit literature and other public communications (brochures, web presence, catalog entries, etc.) and provide the last date each was updated. All Unit  public communications must be reviewed and updated no earlier than three months prior to the Unit review due date or provide a schedule to demonstrate that a review is periodically conducted to keep the contents current.
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Primary self-study questions were adopted from “Structuring the Six Self Study Questions”, Michigan State University, 2008.
Table I-B: Unit Public Communication

	Form/Publication
	Description
	 Updated/Review

	Absence for Holy Day
	Students are required to file a written request with each professor within the first 15 days of the semester to qualify for an excused absence.  A copy of the state rules and procedures regarding holy days and the form for notification of absence from each class under this provision are available from the Admissions and Records Office.
	As needed

	Add/Drop/Withdraw Form
	Students use this form to add, drop or withdraw from a class
	As needed

	Admissions Continuing Education Procedures Manual
	Internal training manual for CE registration procedures
	As needed

	Admissions Credit Procedures Manual
	Internal training manual for credit registration procedures
	As needed

	Affidavit of Residency

	This document is used for undocumented students
	as needed-per state requirements


	Associate Registrar Procedures Manual

	Use in training Associate Registrars

	As needed

	Audit request
	This form is for students who are requesting to audit classes

	As needed

	Banner Navigation Procedures Manual

	Training manual for new employees district wide

	As needed

	Banner-Student
	The student function of Banner includes all information involving student records and class registration.  It is maintained by a Banner Student Specialist within Admissions and Records.

	as needed-per Ellucian upgrades


	Catalog
	A collaborative publication that is released yearly.  This publication covers Collin's policies and procedures, as well as all degree and certification requirements.  It also includes course descriptions and pre-requisite requirements.

	yearly

	Catalog Build Continuing Education Procedure Manual

	Internal training manual for building continuing education catalog requirements into Banner

	As needed

	Catalog Build Credit Procedures Manual

	Internal training manual for building credit catalog requirements into Banner

	As needed

	Certification of Residency

	This is used when a student does not sign the Apply Texas.  It is stating that the person signing is the person who is applying.

	As needed

	Certified Roster Procedures Manual

	Training manual for faculty on how to certify rosters within Cougarweb

	As needed

	Check list for First Time/Returning Students

	Hand out for new and returning students with step by step directions on what needs to be completed in order to register for courses.

	As needed

	Collin College Application Addendum

	A form used for students who need to make changes to their application.  Not used for changing name, address, or Social Security Numbers.

	As needed

	Collin College International Application for Admission

	The application used for students who hold F-1 visas

	As needed

	Conditional Admissions Contract
	A form used for students applying to Collin, but who do not have an official copy of transcripts (high school or college).  This allows students to move forward in the admissions process and allows them to register for one (1) semester without transcripts.
	As needed

	Conditional Admissions Contract-Dual Credit Graduating Students

	A form used for dual credit high school students who are currently enrolled, but have not graduated yet.  It allows them to move forward in changing their status (from dual credit to general student) and enrolling in classes.  This waiver is only good for one semester.

	As needed

	Continuing Education Registration Procedures Manual

	Training manual for new Continuing Education Admissions students

	As needed

	Continuing Education Request Form for Exception to Refund

	This form is for students who are seeking an exception to the Continuing Education policy


	As needed

	Cougarweb-Registration and Degree Audit

	Students use these areas within Cougarweb to register for classes and complete unofficial degree audits

	as needed-per Ellucian upgrades


	Credentials PDF Transcript Procedures Manual

	Training Manual for staff on how to download other institutions transcripts into Banner from Credentials Solutions (3rd party Transcript provider)

	As needed

	Data Management Procedures Manual

	Manual on how to clean up student data (duplicate IDs, deceased students, wrong Social Security Numbers)

	As needed

	Data Standards Procedures Manual

	District Wide internal publication/committee to facilitate consistency across the District.

	As needed

	Degree Management/Degree Manual Procedures

	CAPP. Used to build the degree plans/requirements within Banner

	As needed

	EDI Procedures Manual

	Downloading Electronic Transcripts that are sent from other institutions

	As needed

	End of Term Grading Procedures Manual

	training on how to complete the grading process in Banner

	As needed

	FSAATLAS Procedures Manual

	An in depth procedures manual for utilizing FSAATLAS

	As needed

	Grade Change Form

	A form used when a faculty member needs to change a grade that has already been submitted and recorded on the student's record

	As needed

	Graduation-Event Information

	Information (date, time, when to arrive, etc) sent to students regarding the graduation ceremony

	yearly

	Graduation-Letter from the President

	A letter from the President inviting upcoming  graduates to participate in the graduation ceremony

	yearly

	Graduation-Participation

	Form sent to students asking if they will be participating in the graduation ceremony.
	yearly

	Graduation-Program

	The program that is handed out at the graduation ceremony listing all the graduates.  Programs are given to spectators as well as placed on the graduates seats

	yearly

	Graduation-Regalia Information

	Information sent to students informing them how to purchase their graduation regalia as well as cost.

	yearly

	High School Visitation Form

	A form signed by a Collin official after a current high school student has completed a visitation to a Collin campus.  Used by the student as proof that they were on campus

	As needed

	Home School Permission Form

	A form that a home school student's parent signs giving them permission to take classes

	As needed

	Incomplete Form

	A form that is filled out, signed and submitted by a faculty member to approve an Incomplete for a student in their class.  The form must also be signed by the appropriate academic dean.

	As needed

	Information to be Released Card

	Hand out for students informing them of what information is included in directory information and that is not protected by FERPA.

	As needed

	International Student Procedures

	A quick overview on how to upload Visa information from FSAATLAS

	As needed

	Lateral Change Form

	A form used when a student needs to change classes or to a different section of a class.  Students must be moving to a different class within the same subject.  It requires the student's current professor, the professor of the class they want to move into, and the appropriate academic dean signature

	As needed

	Manually Printing Transcripts Procedures Manual

	Training for ARO staff on how to manually print a Collin transcript

	As needed

	Master Calendar

	The calendar that includes all dates for the College

	yearly

	Master Record Change Form

	A form used when a student needs to formally change their name, address, or Social Security number within our system
	As needed

	New Person Request for ID Form

	A student can request an ID number for testing purposes while they are waiting for their application to be complete
	As needed

	Parental Permission Form-Under 18/No GED

	Permission form that must be signed by a parent or legal guardian for a student under the age of 18 or who doesn't have their GED.
	As needed

	Pass/Fail form for Sign Language and Creative Writing

	Non degree seeking students can use this form for a pass/fail option when taking foreign language, sign language, and creative writing classes only

	As needed

	Petition for Credit for Prior learning through Continuing Education

	Request for a student to have their continuing education (non-credit) classes evaluated for possible credit on an academic transcript
	As needed

	Petition for Graduation

	A form that students fill out when they are ready to complete a degree or certification
	As needed

	Records Center Transmittal Form

	A form that lists the proper protocol for sending documents to the Records Center

	As needed

	Records Management Form

	This form is used when documents are scanned, but cannot be viewed

	As needed

	Refund Policy (CE)

	Handout for students explaining the continuing education refund policy
	As needed

	Registration Guide

	A published document that informs the public about registration dates, deadlines, tuition and fees, refund processes, TSI exemptions, learning communities and final exam schedule
	every semester (Fall, Spring, Summer)


	Request for Degree Plan/Certificates

	A form that students use when changing/declaring a major or requesting transcript evaluation for previous credit.

	As needed

	Request for Disclosure of Student Educational Records

	A form that students fill out specifying what part of their educational records they want disclosed

	As needed

	Request for Exception: Dual Credit Courses (Bacterial Meningitis)

	Request for an exception for the Bacterial Meningitis vaccination for enrolled Dual Credit students

	As needed

	Request for Exception: Internet Only Courses (Bacterial Meningitis)

	Request for an exception for the Bacterial Meningitis vaccination for enrolled on-line only students

	As needed

	Request to Change Admissions Term

	Used when a student applies for a certain term, but decides to postpone enrollment until the next semester

	As needed

	Request to Withhold Personal Directory Information

	A form that students complete requesting that release directory information be withheld

	As needed

	Residency Information: Students who have moved for educational purposes or change of status with USCIS

	Used when a student mistakenly states that they moved to Texas for educational purposes.  Used when the student can prove through proper documentation that they have lived in Texas long enough to have proper residency.  Also used when a student's citizenship status has changed.

	As needed

	Residency Reclassification Form

	Used when a student's residency status has changed.  i.e.,.  Out of state to in-state or out of county to in-county

	As needed

	Residency Requirements

	A handout that is provided to students stating what is required to prove residency

	As needed

	Returned Mail Instructions

	A handout for students that provides instructions to follow if the district receives returned mail.

	As needed

	SFARSTS Rules/Procedures Manual

	Staff training for building tables within Banner for registration purposes

	As needed

	State Reports Procedures Manual

	Manual on how to fix errors on State Reports.

	As needed

	Statement of Intent to Establish Residency

	Used for veterans.  This allows veterans to state that they are declaring Texas as their home state when their state of record with the Veteran's Administration maybe different

	As needed

	Substitution Form

	A form that is filled out by a faculty member and an academic dean approving a course substitution within a specified degree plan.

	As needed

	Tuition Waiver/Exemption Form

	A list of state mandated tuition waivers and exemptions that qualified students can participate in.

	As needed

	Verification of Enrollment Form

	A form that students fill out for Collin to verify that they are enrolled students.  Can only be done after census date of each term.

	As needed

	Web Site

	ARO keeps the admissions portion of the Collin Website updated.

	As needed





5.  Institutional data to consider
A. Gather any relevant, available information for the unit. Possibilities include:
1. Student Satisfaction Surveys
a) IE Student Service Unit Satisfaction Survey 2010 and 2012.  2014 student survey data will be available on a unit basis by December 2014.
b) Noel-Levitz Student Satisfaction Surveys
2. IE Faculty/Staff Service Unit Satisfaction Surveys 2010, 2012, and 2014.  
3. IPEDS Data
4. Unit-level Data, if available
a) Audit Reports
b) Periodic Unit Reports for supervisory chain
c) Point-of-Service Unit Surveys
d) Number of delivered service units by function
e) Cycle or response time for service or product delivery completion
f) Number and types of complaints
g) Time to resolution of complaints by type
A variety of data address the efficiency, effectiveness and satisfaction of ARO.  While more detailed data is available in the attached appendix, the following information is noteworthy:
Credit and non-credit enrollment combined has increased from 33,366 in 2000 to 51,831 in 2014.  These numbers reflect only partially the volume of work processed through ARO.  Admissions applications received increased 5.8% between Fall 2011 and Fall 2012; 10.97% between Spring 2012 and Spring 2013; and decreased 2.9% between Summer 2012 and Summer 2013.  A more telling statistic is the relationship between applications received and actual students who did not attend the college:  Fall 2011-35.2%; Spring 2012-53%; Summer 2012-31.7%; Fall 2012-43.2%; Spring 2013-54.8%; Summer I/III 2013-22.4% and Summer II 2013-27.6%.  Each application must be processed and coded, therefore the time required to process non-attendees is an efficient use of manpower. Currently application to Collin is at no cost.  Would the number of non-attendees drop if the college required an application fee?
From August 1, 2011- July 31, 2012, 37, 367 outgoing credit transcripts were manually processed (students could request an unlimited number and they were not charged for transcripts).  The estimated cost for that year, including paper, envelopes, postage, and 3,281 hour of labor, was $50, 949.  
Once the College adopted an automated transcript process and began charging students, 26,057 transcripts were processed from March 2013-August 2013.  Revenue from the new process totaled $76,220 as of August 2013. Prior to adopting the new system, turnaround time for transcript process varied dependent upon the volume of requests.  Counter staff required from 5-10 minutes processing each transcript request and frequently students would make multiple requests.  At present, transcript requests are processed on the same day, and the service provides multiple formats for delivery that were not available with the manual system.
The volume of documents received (degree plans, veteran degree plans, substitutions, and graduation petitions) increased 39% from AY 2013 to AY 2014.  For this same time period, the number of documents processed increased 31%.  This trend reflects more completers petitioning for graduation as well as students entering Collin with multiple transcripts to be evaluated.  Data indicate that in 2004-05  Collin conferred 2,344 degrees and in 12-13 the college conferred 4,967 degrees—a 112% increase. Additionally state mandates require manpower to maintain compliance.  Essentially, current staff levels cannot keep pace with increased demand.
Satisfaction reports are summarized below:
· Noel-Levitz Student Satisfaction Inventory 2012 and 2014 comparison
	
	2014
	2012
	

	Item
	Importance
	Satisfaction/SD
	Gap
	Importance
	Satisfaction/SD
	Gap
	Difference

	The personnel involved in registration are helpful.
	6.43
	5.17/1.70
	1.26
	6.43
	5.20/1.73
	1.23
	-0.03

	Policies and procedures regarding registration and course selection are clear and well-publicized.
	6.47
	5.57/1.49
	.90
	6.54
	5364/1.50
	.90
	-0.07

	Admission staff are knowledgeable.
	6.43
	5.38/1.56
	1.05
	6.50
	5.43/1.59
	1.07
	-0.05

	Admissions counselors respond to prospective students’ unique needs and requests.
	6.29
	5.18/1.65
	1.11
	6.34
	5.18/1.67
	1.16
	0

	Campus item: I am clear about the next steps for completing my degree/certificate requirements.
	6.56
	5.38/1.67
	1.18
	
	
	
	



Results from internal satisfaction surveys in 2012 and 2014 indicated that the majority of respondents are pleased with the Admissions and Records/Registration office.  
	Faculty Survey
	2014
	2012

	User Friendly
	69% agree or strongly agree
	70% agree or strongly agree

	Efficiency
	63% agree or strongly agree
	68% agree or strongly agree

	Timely Fashion
	73% agree or strongly agree
	76% agree or strongly agree

	Courteous
	79% agree or strongly agree
	76% agree or strongly agree

	Knowledgeable 
	79% agree or strongly agree
	82% agree or strongly agree

	Overall satisfaction
	72% agree or strongly agree
	70% agree or strongly agree


Student satisfaction is compared below based upon the internal surveys.
	Student Survey
	2010Admissions
	2010Registration
	2012Admissions
	2012Registration

	Services hours
	72% convenient or very convenient
	74% convenient or very convenient
	73% convenient or very convenient
	80% convenient or very convenient

	Timely service
	63% agree or strongly agree
	71% agree or strongly agree
	65% agree or strongly agree
	73% agree or strongly agree

	Courteous
	80% agree or strongly agree
	75% agree or strongly agree
	73% agree or strongly agree
	79% agree or strongly agree

	Knowledgeable 
	80% agree or strongly agree
	81% agree or strongly agree
	78% agree or strongly agree
	82% agree or strongly agree

	Overall satisfaction
	75% agree or strongly agree
	78% agree or strongly agree
	73% agree or strongly agree
	79% agree or strongly agree


While the Student and Faculty satisfaction survey demonstrate high agreement in the areas  measured, it is important to note that the Noel-Levitz Student Satisfaction inventory examines both the importance of a service compared to the level of the respondent’s satisfaction.  Several ARO related questions indicate room for improvement including: The personnel involved in registration are helpful and Campus item-I am clear about the next steps for completing my degree/certificate requirements.  Comparison with national data demonstrates that Collin students are less satisfied with the knowledge and helpfulness of ARO staff, with helpfulness being of higher importance to Collin students when compared with national community colleges.  Also of higher importance to Collin students when compared to national results are “policies and procedures” regarding registration and course selection are clear and well-publicized.
Missing final grade reports:
	Fall          2012 
	1200

	Spring     2013     
	1375

	Summer  2013   
	300

	Fall          2013   
	2519

	Spring     2014    
	1050


6. Unit resources we have and their status
A. Partnerships Resources: List any unit partnerships with university/business and industry partnerships and briefly describe them.  If a contract is involved, indicate its duration. 
Table 6-A: Partnership Resources.
	University/Business & Industry
	Partnership type
	Contract, if any
	Benefits to unit and/or college

	N/A
	
	
	

	N/A
	
	
	

	N/A
	
	
	




B. Employee Resources: List Unit employees (full- and part-time), their role, credentials, and professional development activity during the last four years.
Table 6-B: Employee Resources
	Employee Name
	Role in Unit
	Credentials
	Professional Development since last Unit Review

	Nancy Brown
	Transcript Evaluation Specialist
	Bachelors of Science, 1974
	EDI Training, Credentials Solutions Training, WebXtender
Training, Residency Training, TSI Training, Workplace CC for EEO 
Laws & Discrimination Prevention, FERPA, Unlawful
Harassment Prevention and Preventing Discrimination
& Sexual Violence

	Kristina Golway

	Adm/Rec Asst

	
	Residency Training, TSI Training, Workplace CC for EEO 
Laws & Discrimination Prevention, FERPA, Unlawful
Harassment Prevention and Preventing Discrimination
& Sexual Violence

	
Amy Gray 

	
Adm/Rec Asst


	
	Residency Training, TSI Training, Workplace CC for EEO 
Laws & Discrimination Prevention, FERPA, Unlawful
Harassment Prevention and Preventing Discrimination
& Sexual Violence

	Karen Kimball
	
Adm/Rec Asst

	
	Residency Training, TSI Training, Workplace CC for EEO 
Laws & Discrimination Prevention, FERPA, Unlawful
Harassment Prevention and Preventing Discrimination
& Sexual Violence

	Cinda Johnson
	Data Mgt Spec
	Associate of Arts, 2006
Associate of Applied Science - Office Systems Technology, 2004
	Residency Training, TSI Training, Workplace CC for EEO 
Laws & Discrimination Prevention, FERPA, Unlawful
Harassment Prevention and Preventing Discrimination
& Sexual Violence

	Selena Lujan

	Adm/Rec Asst

	Associate of Arts, 1998

	Residency Training, TSI Training, Workplace CC for EEO 
Laws & Discrimination Prevention, FERPA, Unlawful
Harassment Prevention and Preventing Discrimination
& Sexual Violence

	Lily Quezada

	Associate Registrar/SIS Coordinator

	MS Higher Education Administration, 2014
Bachelor of Applied Arts & Science, 2006

	11 years previous college experience, Ellucian, SETA, AACRAO; 
CAPP Training (degree audit), Residency Training, 
TSI Training, Workplace CC for EEO Laws & Discrimination
Prevention, FERPA, Unlawful Harassment Prevention
and Preventing Discrimination & Sexual Violence

	
AJ Sanchez

	
Adm/Rec Asst

	
Associate of Arts, 2013

	EDI Training, Residency Training, TSI Training, Workplace 
CC for EEO Laws & Discrimination Prevention, FERPA, Unlawful
Harassment Prevention and Preventing Discrimination 
& Sexual Violence

	Vicki Woolverton

	Manager SIS & Reporting

	
	Ellucian, TCC and SETA Conferences; 
Residency Training, TSI Training, Workplace
CC for EEO Laws & Discrimination Prevention, 
FERPA, Unlawful Harassment Prevention
and Preventing Discrimination & Sexual Violence

	Beverly Dennett

	Adm/Rec Assistant via Temps of McKinney

	
	Residency Training, FERPA and TSI training


	Kathy Jones

	Adm/Rec Assistant via Temps of McKinney

	BA Psychology, 1980

	Residency Training, FERPA and TSI training


	Michelle Wilson

	Registration Coordinator

	Approx. 30 college hours, 23 yrs at Collin College. 30 yrs in Customer Service. 
	Customer Service courses


	James (David) Turner

	ARO Assistant

	AA earned in 1999 from Collin College. 126 hrs of college course-work total. 32 yrs Customer Service.
	Customer Service courses

	

Cythnia (Cindy) Hosch 

	

ARO Part-Time Assistant

	
One year of college.   43 yrs in Customer Service.
	

One year of college. 43 yrs in Customer Service.


	
Mailan Ordone

	
ARO Part-Time Assistant

	45 yrs in Customer Service.
	Customer Service courses

	
Terese (Terri) Miller

	
ARO Part-Time Assistant

	45 yrs in Customer Service. 
	
Customer Service courses


	

Georgia Lai

	

ARO Part-Time Assistant

	Wen Tzao Ursuline College in Taiwan-BA in English Literature. Collin College - AS in Web Design. University of New Mexico - 30 cr hrs Computer Science. Certificates in FLMI-Fellow, Life Management Institute and MCSE-MS Cert. Systems Engineer. 14 yrs in Customer Service.
	

Customer Service courses


	

Gayle Jenkins

	

ARO Part-Time Assistant

	AAS from Collin. Office System Technology Marketable Skills Achievement Award from Collin. UNT-6 cr hrs. 25 yrs in Customer Service.
	

Customer Service courses


	Karen Gorman

	ARO Part-Time Assistant

	BA from Stephen F. Austin University. Completed Medical Secretary Cert. from Collin College. Paralegal Cert. from SMU. 40 yrs in Customer Service.
	New hire Oct. 2014


	Tafadzwa Chidzungu

	ARO Part-Time Assistant

	Admin. Assistant Program. Working on the Clinical Medical Assistant Program. 14 yrs in Customer service.
	New hire Oct. 2014


	
Susan Moore

	
ARO Part-Time Assistant

	BS from TWU and BS Business/ Fashion Merchandising. 35 yrs in Customer Service.
	

	Lillian Meason

	Adm. Asst. 

	AAS, 25 years customer service experience
	How to Deal with Difficult People, EEO Laws and Discrimination Prevention for Higher Education, FERPA for Higher Education Staff, Title IX and the SaVE Act for Faculty and Staff, Unlawful Harassment Prevention for Higher Education Staff.

	Tom Mokake

	Adm. Asst.

	BA, 16 years customer service experience
	All College Council 2011, 2013, Disciplinary Appeals Task Force 2010, Nobody's Listening, Can we count on you? Ethics for Everyone, Respectful Workplace, It starts with you, EEO Laws and Discrimination Prevention for Higher Education, FERPA for Higher Education, Title IX and the SaVE Act of Faculty and Staff, Unlawful Harassment Prevention for Higher Education Staff.


	Jan Rogan

	Adm. Asst.

	25 years customer service experience
	Preventing Discrimination and Sexual Violence: Title IX and the SaVE Act for Faculty and Staff, Unlawful Harassment Prevention for Higher Education Staff, EEO Laws and Discrimination Prevention, Novell Groupwise Training Basic, Novell Groupwise Training Advanced.

	Rumbie Gurira 

	Adm. Asst.

	14 years customer service experience
	EEO Laws and Discrimination Prevention for Higher Education, FERPA for Higher Education, Title IX and the SaVE Act for Faculty and Staff, Unlawful Harassment Prevention for Higher Education Staff, GroupWise Advanced Training, and Residency Training.

	Todd Fields

	Registrar

	BS, 30 years customer service experience
	TACRAO, TACVPO, TCC, Ellucian (Banner training), Title IX Adm. Training.


	Nadia Ewing 

	Assoc. Registrar

	BA, MBA, 9 years customer service experience

	EEO Laws and Discrimination Prevention for Higher Education, FERPA for Higher Education, Title IX and the SaVE Act for Faculty and Staff, Unlawful Harassment Prevention for Higher Education Staff, Southern Assoc. of College Admission Counseling 2010, 2011, Indiana Assoc. of College Admission Counseling 2010,  Camp College Faculty 2011, ACT Conference 2012, 2013 and Texas Assoc. of College Admission Counseling 2012, 2013.  


	Debbie Dunn 

	Assoc. Registrar

	BA, AS, Cert Real Estate 15 years customer service experience
	EEO Laws and Discrimination Prevention for Higher Education, FERPA for Higher Education, Title IX and the SaVE Act of Faculty and Staff, Unlawful Harassment Prevention for Higher Education Staff, Non Verbal Communication Training, CPR/AED Heartsaver training. National Student Clearinghouse training, TACUSPA conference 2013, 2014, Ellucian training.

	
Lia Alvarado 

	
Adm. Asst. PT

	4 years customer experience
	EEO Laws and Discrimination Prevention for Higher Education, FERPA for Higher Education Staff, Title IX and the SaVE Act for Faculty and Staff, Unlawful Harassment Prevention for Higher Education Staff.

	
Christopher Stephens 

	
Adm. Asst. PT

	
BA, MA 

	EEO Laws and Disrimination Prevention for Higher Education, FERPA for Higher Education Staff, Title IX and the SaVE Act for Faculty and Staff, Unlawful Harassment Prevention for Higher Education Staff.

	
Suanne Ferguson 

	
Reg. Coord.

	BS, 50 years customer service experience
	EEO Laws and Disrimination Prevention for Higher Education, FERPA for Higher Education Staff, Title IX and the SaVE Act for Faculty and Staff, Unlawful Harassment Prevention for Higher Education Staff.

	
Carelyn Mitchell 

	
Degree Plan Coord.

	41 years customer service experience
	CAPP Training, Ellucian Training, EEO Laws and Disrimination Prevention for Higher Education, FERPA for Higher Education Staff, Title IX and the SaVE Act for Faculty and Staff, Unlawful Harassment Prevention for Higher Education Staff.

	
Diana Platt 

	Degree Plan Spc
	30 years customer service experience

	EEO Laws and Discrimination Prevention for Higher Education, FERPA for Higher Education Staff, Title IX and the SaVE Act for Faculty and Staff, Unlawful Harassment Prevention for Higher Education Staff, Non Verbal Communication.

	Brenda Bond 

	
Degree Plan Spc.


	
30 years customer service experience

	FERPA for Higher Education, Title IX and the SaVE Act for Faculty and Staff, House Bill 300.

	
Sherry Jeffrey

	
Associate Registrar

	
Certificates in Office Support, Word Processing, Accounting clerk, AAS-General Office support, BAAS-Technology and Performance Improvement,MS-Management,26 yrs employment at Collin
	

FERPA for Higher Education, EEO Laws, Discrimination Prevention for Higher Education, Supervisor Supplement, Unlawful Harassment, Prevention Supervisor Supplement for Higher Education, Preventing  Discrimination and Sexual Violence, Texas notary, Honor Society of Phi Kappa Phi membership





	Tammy Brown

	
Admission & Record Assistant

	17 yrs at Collin College
	Customer Service classes, How to Deal with Difficult People

	Kathleen Wolf

	PT ARO Assistant

	BSBA, MBA, 17 yrs experience in Information Technology
	

	
Charles Bogan

	
Degree Evaluation  Coordinator

	BS in Psychology, 13 yrs college/university advising
	
EEO Laws and Discrimination Prevention for Higher Ed, Harassment Prevention, Preventing Discrimination & Sexual Violence, FERPA

	Sheri Mackey

	Degree Evaluation  Coordinator

	Certificate-Office Support, AAS-Office Technology, 19 yrs experience data management/transcript evaluation
	EEO Laws and Discrimination Prevention for Higher Ed, FERPA for High Ed, Title IX and the SaVE Act for Higher Ed, Unlawful Harassment Prevention for Higher Ed

	Cathy Rangel
	Degree Evaluation Coordinator
	AA-Liberal Arts, BA Sociology, Master of Higher Education Admin
	Professional Development experience-7 years

	
Melissa Tesfaye

	Degree Evaluation Coordinator
	AA-Liberal Arts, 10 yrs experience
	

	
Nanette Gaskey

	Admission & Record Assistant
	17 yrs experience in education
	EEO Laws and Discrimination Prevention for Higher Ed, Harassment Prevention,  How to Deal with Difficult People, Customer service classes

	Tiffany Taylor

	Admission & Record Assistant
	Paralegal Certification, AA-Liberal Arts, 16 yrs experience
	EEO Laws and Discrimination Prevention for Higher Ed, Harassment Prevention, Customer service classes




C. Facilities Resources: List/describe any facility resources dedicated to the unit’s use.
Table 6-C: Facilities Resources
	Room/Office Location and Designation
	Size
	Type
	Special Characteristics
(i.e. permanent like ventilator hood)
	Meets
current
needs: 
Y or N
	Will meet needs for next five years: 
Y or N
	Describe additional needs for any N” answer in columns 5 or 6.

	G103
	Entire Student Development Office (7417 sq ft)  ARO (About 3708 sq ft)
	Office
	Offices and Open Concept
	N
	Maybe
	With growth of college it is difficult to determine whether or not space will be adequate in 5 years.

	CPC-ARO
	
	
	Houses most of the ARO staff at CPC and the HUB within Student Development
	
	
	

	Records Center
	3108 sqft
	Office
	N/A
	N
	Maybe
	Scanning is taking place in many of the departments so the amount of boxes will decrease.

	Admission area - F109
	1665 sq
	Open area
	Offices and Open Concept
	N
	N
	With growth of the population within the city the Admission area at the Preston Ridge campus is no longer large enough to accommodate the number of students.  The lay out of the Student Development area is very difficult to accomadate students especially during peak times.  Recommend dividing walls




D. Equipment and Supplies:  List all equipment valued at $5,000 or more each
Table 6-D: Equipment and Supplies
	Current
Equipment Item or Budget Amount
	Meets
current
needs:
Y or N
	Will meet needs
for next five
years: 
Y or N
	For any no in columns 2 or 3,
justify needed equipment or budget change

	N/A
	Y
	Y
	

	N/A
	Y
	Y
	




E. Financial Resources:  List all financial resources in the table below.
Table 6-E: Financial Resources
	Source of Funds
(i.e. college budget, grant, etc.)
	Meets
current
needs:
Y or N
	Will meet needs
for next five
years:
Y or N
	For any no in columns 2 or 3, explain why
	For any no in columns 2 or 3, identify expected source of additional funds

	College Operating Budget - Credit

	N
	N
	Additional staff to keep up with the growth in the next 5 years.

	College Operating Budget


	College Operating Budget - CE

	N
	N
	Additional staff to keep up with the growth in the next 5 years.

	College Operating Budget




7. Unit Planning 
A. Use the Institutional and Unit Data and Resources to respond to the following questions.
1. Strengths: What strengths can this unit build on in the near future?

· High satisfaction from students and faculty as rated by the Internal Faculty and Student surveys
· Satisfaction measures of various ARO functions are rated highly by both faculty and staff as demonstrated in the faculty and staff surveys.
· Knowledge and helpfulness are ranked as important to students on the Noel-Levitz surveys and show a statistically significant discrepancy in their level of satisfaction
· Phone Bank proposal
· A proposal for a year-round phone bank will address service issues and cost reallocation.
· In-house application
· The current Apply Texas application process presents challenges: in an effort to produce an expedient application for a student, the software uses a logic pathway that will skip several core residency questions resulting in Collin needing to manually collect additional information and document. 
· An application specific for Collin applicants will be designed to allow for all state required core residency questions to be answered, thereby preventing some of the residency coding issues.
· In response to the many concerns related to residency, a formal training manual is under development. In addition to outlining appropriate policies and procedures, possible scenarios are presented to aid in staff training and decision-making.


· Credential Source for outgoing transcripts
· This new process has reduced staff involvement in fulfilling transcript requests, thereby allowing them to dedicate more time to other student needs.  This on-line service has increased delivery options, increased student service hours to 24/7 on-line and reduced response time.  Additionally by implementing a pay on demand feature for the transcripts revenue has been generated for the College’s general fund.
· Increase in completion rates
· Vision 2016 achievement
2. Weaknesses: What unit weaknesses must be addressed in the near future?
Staffing issues, state mandates, grading issues, application processes
Many of ARO’s policies and procedures result from federal regulations and state mandates.  While not an internal weakness, these unfunded mandates must continually be monitored to ensure compliance.  Internal and institutional areas of concern include:

· Staffing Issues
· ARO strengths as noted above, increased state mandates, increased amount of document processing, transitions and implementation of new software products influence the effectiveness and efficiency of the employees resources in the department.
· One Registrar administers ARO for the district.
· 15 full time and 2 part time staff serve as front counter employees, directly interacting with students on such issues as residency, applications, add/drop, and other needs.
· 4 Associate Registrars located throughout the district oversee overall functions and serve as leads for specialize areas.  They performs multiple roles that involve background processing as well as direct student interaction
· 2 staff members perform graduation evaluations and degree check-outs
· 1 staff evaluates transcripts Collin receives electronically
· 4 degree evaluators divide the alphabet to process transcripts
· 1 staff evaluates veteran transcripts
· 1 staff oversees Banner upgrades, tests, access and student information
· State mandates
· State mandates require additional staff in order to maintain compliance; creates additional hurdles for students; and ultimately affect funding 
· Certified Rosters
· The need for certified rosters directly affects Financial Aid.  ARO currently handles the process, including manually certifying rosters by faculty who miss the deadline, updating rosters by reinstating students in class and on the roster who were marked incorrectly, contacting the financial aid and bursar’s offices to adjust tuition and aid for student who were reinstated and dropping students who have been marked as non-attending. A large amount of time and effort is devoted to these manual processes that must occur for the more than 60 unique parts of term census dates.
· CE Issues:
· The main center for Continuing Education is at the Courtyard Center in West Plano Texas. CE Registration Staff serve as the contact center for all credit campus locations and off campus facilities. 80% of the CE courses offered are at the Courtyard Center while 20% are outside of the center. There are two full time staff and eight part time staff.  Staff include:  the Registration Coordinator – Supervisor; Admissions and Records Assistant full time – works 11-8 hours Monday-Thursday and 8-5 on Friday and Part Time Staff works on the average 19.5 hours weekly. Their job is to provide front office coverage Monday through Thursday 8-8, Friday 8-5, and Saturday 9-1 for phone and walk-in registrations. They also support the full-time supervisor and assistant with the manual processes for waitlist, adds/changes/cancels, CE class rolls, CE transcript research and set up, cehelp@collin.edu  email requests, various clean up reports, data entry for Contract Training Law and Fire packets. 
· The current staff number is very important for coverage of the CE Registration Office. During non-peak registration times 90% of the front office coverage is phone registration activities and the varied office duties and 10% is walk-in student traffic. During peak registration time the phone lines go to full capacity and walk-in traffic doubles to 20% while the other office duties remain the same percentage.
· Since the majority of the office staff is only part time, each staff member is pertinent to the success of the internal office function and to serve our student population. It is hard to cover the full office hours for the week when you have to stretch 19.5 hours between 8-8 Monday through Thursday, Friday 8-5 and Saturday 9-1. Since pHhart time staff positions do not participate fully in the college benefits and activities of the college there is not the same type of stability and commitment that there is with a full time position.
· IT Department:
· Support from IT is an extremely important part of the CE process, however, due to being severely understaffed and the amount of credit processes to maintain, it is very hard for them to take time to research and analyze the CE processes to solve issues and find improvements. CE needs a percentage of several technical staff’s time assigned to CE functions.
· Many forms in Banner are not CE friendly. That is why we have to research and set up transcripts manually and CE instructors have a manual class roll sheet.  



· Transitions to new software
· The Banner system is one of the technological foundations of the Collin’s ability to function as an institution of higher education.  ARO’s role in testing upgrades, making recommendations for increased efficiency, and training staff require more time than one person can manage
· Any transition to a new product involves not only testing of the system, transfer of new data, staff training and learning, but operations must continue without down time.  The implementation of College Source will involve several years to complete the transition.  It will involve building a 5 year catalog to maintain the basic function of degree evaluation, transcripting, grading, etc.  These functions ultimately affect funding and will require staff time and effort.
· Applications received vs. actual enrolled students
· All applications must be processed and coded whether the applicant enrolls at Collin or not.  Application attrition averages 36% per semester and time that has no tangible outcome.
· Increase in completion rates
· Increased completion leads to increases in graduation petitions, degree evaluations and other ARO processes that require employee time and effort.  Lack of staff to process the application for graduation forward hinders the smooth path toward completion and will directly affect funding. 
· Missing grades
· Final course grades are essential for completing transcripts so that students can transfer, graduate, financial aid reports, academic progress, calculation of GPA, pre- and co-requisites, etc.
· When faculty failure to comply with deadlines, ARO staff must secure the grades and manually enter them into the system.  The numbers of missing grades indicate additional staff time devoted to the process, taking them away from serving students directly.

· Document processing vs personal interactions (customer service)
· Processing documents and working face-to-face with students are contradictory functions.  The level of skills and focus needed to work with volumes of documents and reports are diametrically opposed to the skills and focus required with in-person interaction.  Having staff doing both tasks results in poor service and errors

1. What are the perceived consequences if the weakness(es) is(are) not addressed?

The bottom line consequence if the weaknesses are not addressed will be loss of funding since so many of the processes are directly related to funding for the college.  Additionally, service will be compromised and processes will slow, and students will face obstacles to completing the educational goal.  ARO serves as the heart of Collin College with all its functions and processes serving as the arteries to keep the institution alive.  A bottleneck anywhere will affect the entire system.

Recommendations:
· Expand the Hub to become a centralized location for the processing of all documents, thereby allowing a separation between staff who interact with student and the public and those assigned to process all the documents and reports.
· Transfer the certifying of class rosters to Financial Aid or the academic departments. 
· In CE, add one full time position serving the 11-8 ARO Assistant function and promote the current full time ARO Assistant of 10 years to a Registration Specialist 8-5 position.  This additional full time position would help bring stability to the coverage in the office.  The new position would help support the student enrollment processes and the CE Office procedures could grow. 
· Consider creating a CE IT position to directly support the department.
· To enhance the degree evaluation process, create a stronger relationship with Academic Advising to provide students with better planning of course work that will ultimately meet the student’s remaining degree requirements. Pre-requisites and desired major would give the students a stronger decision base as well as a sense of taking the initiative on making choices for the major. 
· Another suggestion would be an interactive web-based worksheet added to the CougarWeb degree audit that could provide students a tool to add/plan course work for future semesters to see how they can complete and when to expect degree completion can be expected.
· At present CE Admissions and Registration have a separate CE system for our CE students called Flexible Registration. The system has many flaws. One of the major failures of the program is it does not have a way to see transactions in Banner on a student’s account. As an example: A student successfully registers online but the system will not accept their payment. The student calls the registration staff to take their payment for them. Registration cannot take the payment because Flex Reg would not be able to see the payment applied to Banner. Flex Reg would drop the student overnight. We also cannot change their registration status from web to manual or drop them manually and attempt to re-enroll.  We can successfully take their payment if the student goes back into their online account and drops their course. Many times, with student permission, we have logged into their online account and dropped the course from the online system for the student so we can serve the student properly. 
· Continuing Education is exploring external software options for their division and depending upon the outcome, there may be a discussion about the proper placement of CE Admissions.  Intricacies and overlaps exist between credit and non-credit admissions (many courses are both credit and CE) so a separation would raise issues that would need to be addressed. Another option might be one online system for credit and CE that serves the district. We must have an online system that interfaces directly with Banner for both credit and CE students equally. No batching or untimely reports to update Banner later.  
· Explore increases in staffing to accommodate the state mandates, upcoming software transitions and increased completion requests.
· With the addition of the In-house application, begin charging an application fee; this may discourage applicants who are not serious about enrolling at Collin.
· Support the importance of timely grade reporting by contractually withholding faculty pay until grades are input.
2. Threats and Opportunities:  Describe any forecasted trends or changes in the areas listed below that may impact the way this unit functions five to ten years from now:
· 
· Legal	● Political	● Demographic      ● Educational	● Technological                                                             	● Economic	     ● Environmental	     ● Social   	● Cultural
· 
ARO leadership stays abreast of trends and changes through involvement in professional organizations and leadership.  The state continually issues new mandates that will affect ARO at some level.  Should the recent proposal for no-cost community college come to be, the department will be affected.  Collin County’s continued growth and changing demographics as well as plans for district expansion will need continuous research and discussion to keep the department update with best practices.
B.  Complete the next Continuous Improvement Plan form that follows. This plan will be implemented the academic year following this Unit Review.   
C. Use the available data and any Unit Review Committee conclusions to justify/support the new action plan.

D. Summarize expectations and general plans for the next five years.  Under ideal circumstances, how might this unit move the college forward in terms of effectiveness, efficiency or customer satisfaction?
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	Unit Mission:  

The Admissions and Registrar’s Office at Collin College is dedicated to setting standards of excellence by:
· Working with each student to meet individual needs with caring and concern
· Developing a team of dedicated employees, encouraging creativity and enthusiasm and rewarding innovation and productivity
· Working with faculty, staff and administration as partners in the delivery of service excellence to meet the unique needs of our students and the community.

Key Institutional Outcome Indicators:  Overall Satisfaction, Completers, Efficiency, Effectiveness



PART I:  These elements might not change from year to year.
	A. Program Outcomes(s)
Results expected in this department/program
	B. Measure(s)
The instrument or process used to measure results
	C. Target(s)
The level of success expected

	Increase efficiency, effectiveness and customer satisfaction by implementing a district year-round phone bank (collaboration with Advising and Financial Aid)
	Baseline data include call volume and costs.  New tracking will be compared to baseline.  
Customer service surveys.
	Reductions in cost for temporary workers
Reduction in full time staff being pulled away from other duties to supervise phone bank
Customer satisfaction with ARO increase by 10%

	Increase efficiency, effectiveness and customer satisfaction by developing and utilizing an in-house application process.
	Track out-of-state coded residency notification emails and compare
	Reduce the number of residency emails by 25%

	Increase efficiency, effectiveness and customer satisfaction by implementing College Source Degree Audit System
	Track system reports and customer service surveys
	Increase customer satisfaction related to degree audit and schedule building by 25%





PART II:  
From Part I

	A. Outcomes(s)


Results expected in this department/program
	D. Action Plan
Years 5 & 2

Based on analysis of previous assessment, create an action plan and include it here in the row of the outcomes(s) it addresses.
	E. Implement Action Plan
Years 1 & 3

Implement the action plan and collect data
	F. Data Results Summary
Years 2 & 4

Summarize the data collected
	G. Findings
Years 2 & 4

What does data say about outcome?

	Increase efficiency, effectiveness and customer satisfaction by implementing a district year-round phone bank (collaboration with Advising and Financial Aid)
	Create proposal for a district wide year-round phone bank
Once approved, hire and train staff
Develop and implement a customer service satisfaction surveys
Determine data collection methods and implement 
	Implement plan and collect data.
	
	.

	Increase efficiency, effectiveness and customer satisfaction by developing and utilizing an in-house application process.
	Develop the form
IT link form to Banner
Test system prior to implementation
	
	
	

	Increase efficiency, effectiveness and customer satisfaction by implementing College Source Degree Audit System
	Develop implementation plan
Complete transition to system by following implementation plan
	
	
	


Unit Review Report Pathway:
Completed Unit Review Reports will be evaluated by the appropriate deans and Unit Review Steering Committees. Following approval by the Steering Committee, Unit Review Reports will be evaluated by the Leadership Team who will approve the reports for posting on the intranet. At any point prior to Intranet posting, reports may be sent back for additional development.
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