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AQIP 
Institutional Overview 

All information presented in this Systems 
Portfolio describes our institution through 
the end of Fall Semester 2004.    
 
O1 Institutional Features   West Shore 
Community College (WSCC) is a public, non-
profit, comprehensive two-year educational 
institution that was founded by a vote of the 
people on March 6, 1967.  We are organized 
into three college divisions: academic services, 
administrative services, and student services.   
 
Our vision, mission, and core values documents, 
through providing a clear and measurable 
institutional focus, lay a foundation on which we 
are building a vibrant, responsive, and effective 
institution of higher learning that is able to 
exceed the expectations of its diverse group of 
stakeholders.   Our vision statement enables us 
to look forward and picture the college’s future 
(Figure Oa).   
 
Figure Oa 

Our Vision – Picturing the College’s Future 
Our vision is to be one of the premier 
community colleges in America, driven by a 
passion for:    

• assuring student success; 
• serving our entire community; and 
• pursuing greatness. 

 
Our mission statement describes how we are 
currently meeting the diverse needs of our 
stakeholders (Figure Ob).   
 
Figure Ob 

Our Mission – What the College is Doing 
West Shore Community College, through 
visionary and principled leadership and team 
empowerment, pursues excellence by: 
1. Delivering high-quality, affordable 

educational services with student 
learning as its highest priority. 

2. Developing powerful partnerships with 
other educational organizations, 
optimizing student success. 

3. Supporting diversity and heightened 
global awareness through special 
programs and ongoing academic 
instruction. 

4. Creating open and direct avenues 
through which emerging technology is 
made accessible and effective. 

5. Providing cultural and social 
opportunities for community enrichment 
through cultural arts, recreational 
activities, and lifelong learning.  

6. Participating actively in its district’s 
economic development, anticipating and 
meeting workforce needs of business 
and industry. 

 
Our core values are the values that we embrace, 
individually and collectively, that bind us 
together in our pursuit of greatness (Figure Oc).        
  
Figure Oc 

Our Core Values 
The college highly values: 
1. Learning – by building an environment 

for success through innovation, 
creativity, and continuous improvement; 

2. Integrity – through honesty, open 
communication, fairness, trust, and 
mutual respect; 

3. Community – by celebrating diversity, 
inclusiveness, collaboration, and 
service;  

4. Responsibility – by honoring our 
promises in all personal undertakings, 
leadership, endeavors, and teamwork; 
and 

5. Excellence – as we continually work 
toward achieving quality, both 
individually and collectively. 

 
In addition, our Leadership Essence sets forth 
leadership actions that we are to live each day 
as members of the campus community (Figure 
Od). 
 
Figure Od 

Our Leadership Essence 

• Inspire a shared vision: Create 
ownership and emotional connection. 

• Challenge the status quo: Good is the 
enemy of great.  

• Empower others to act: Build 
independence within the vision.  

• Encourage the heart: What we believe is 
what is possible.  

• Be the students' advocate: They are the 
reason we exist.  

• Model the way: Leaders create 
standards of excellence and set an 
example.  
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These foundational documents provide both the 
infrastructure for us to effectively serve our 
community and the lens through which we stay 
focused on what’s truly important to us as an 
institution of higher education.  
 
We have developed a Strategic Plan that 
includes 21 strategic goals through which we 
accomplish our vision and mission.  The first 15 
strategic goals are to be accomplished through 
our highly developed team system that includes 
the Strategic Planning Team (SPT) at its core.  
The SPT consists of senior leadership and 
representatives from all campus teams.  This 
team develops strategic goals, ensuring 
alignment with our mission, vision, and 
institutional core values, and assigns these 
goals to specific campus teams.  The six 
remaining strategic goals were developed by our 
board of trustees.  Accomplishment of these 
goals is the responsibility of our board.  Our 
strategic goals appear in Figure Oe below. 
 
Figure Oe 

Strategic Goals 
1. Create substantive learning-centered change 
in all student settings. 
2.  Create and continue academic traditions. 
3.  Provide leadership to create, develop, and 
strengthen the college’s human resources both 
internally and externally. 
4. Safeguard, utilize, and maximize our natural 
resources by practicing environmental 
stewardship. 
5.  Review the curriculum on a regular basis to 
ensure that it continues to meet the current and 
future needs of students and the community. 
6.  Coordinate data and recommendations from 
other teams that effect what programs and 
curriculum are to be offered at WSCC. 
7.  Promote awareness and respect for diverse 
perspectives. 
8.  Measure, assess, and improve a campus-
wide, positive institutional climate. 
9.  Improve stakeholder assessment, data 
gathering, and data dissemination processes. 
10. To complete all the requirements for 
accreditation under the AQIP model for North 
Central Association. 
11. Maintain operating and capital funding. 
12. Provide leadership to advance technology in 
our region. 
13. Continuously update facilities, infrastructure, 
and technology to support college needs. 
14. Continued improvement of student success 

on the campus of WSCC. 
15. Actively pursue multilevel collaboration for 
funding, innovation and research sharing. 
16. Monitor college finances, budgets, and 
facilities. 
17. Encourage, develop, and strengthen 
partnerships and other community relationships. 
18. Monitor and encourage assessment and 
evaluation. 
19. Promote economic development. 
20. Undertake Board development. 
21. Strengthen relationship with Foundation. 
 
Our three current AQIP Action Projects: 
Institutional Climate Study; Improve Stakeholder 
Assessment, Data Gathering, and Data 
Dissemination Processes; and Improve the 
Success of At-Risk Students, pertain to strategic 
goals 8, 9, and 14, respectively. 
 
O2 Educational Offerings  In the true spirit of a 
community college, we strive to serve our district 
through offering educational programs and 
opportunities that have broad applicability.  The 
college offers 16 Associate of Applied Arts and 
Sciences Degree (A.A.A.S.) programs, 8 One-
Year and 4 Two-Year Certificate programs.  In 
addition, we have three articulated programs 
where students complete coursework at WSCC 
and finish an associate’s degree at another 
community college.  Our programs offer 
students a wide variety of choices in 
occupational and technical fields.   Transfer 
students complete Associate of Arts or 
Associate of Science Degree programs.   Our 
occupational programs prepare students for 
immediate employment, while transfer programs 
provide a sound two-year base from which 
students can pursue baccalaureate or 
professional degrees.   
 
We require students to complete developmental 
courses in writing, reading, mathematics, and/or 
study skills, who are identified through our 
student assessment program as having 
academic deficiencies in one or more of these 
areas.  Students must complete developmental 
coursework prior to enrolling in English 
Composition I and/or mathematics courses 
above Pre Algebra.  We began an Honors 
Program in fall semester 2002 to meet the 
needs of students pursuing high levels of 
academic work.  
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We work with senior institutions to provide area 
students with the opportunity to earn a 
bachelor’s degree on our campus.  We provide 
facilities for Davenport University’s business 
management program and Ferris State 
University’s elementary education program.  In 
addition, area students may earn a master’s 
degree in social work from Grand Valley State 
University at WSCC.   
 
Providing short-term job training programs is 
another important task of the college.  In 
addition, many students enroll part-time to 
develop personal and professional interests.  
Eligible high school students can enroll through 
the Bridge to College dual enrollment program.  
Area high school students can begin college 
preparation by enrolling in a wide variety of 
occupational programs through our Technical 
Preparation Partnership with Mason-Lake 
Intermediate School District.  Through this 
program we provide facilities for instruction in 
computer-aided drafting, data processing, 
electronics, graphic arts, machine trades, 
marketing, medical skills, restaurant/food service 
management, travel and tourism, and welding.   
 
O3 Our Students  We are an open admission, 
commuter campus that enrolls from 1,875 – 
2,100 students annually.  The college serves a 
broad market from current high school students 
enrolled in the dual enrollment program through 
senior citizens who enroll in courses for personal 
interest.  The enrollment for 2002-03 was 1,970 
students.  Figure Of below provides general 
enrollment data.   
 
Figure Of 

Academic Year Enrollment Data 
Full-time Students 21% 
Part-time Students 66% 
Both full- and part-time* 13% 
Female 61% 
Male 39% 
Transfer Program 39% 
Occupational Program 35% 
Undeclared or Personal Interest 26% 
Bridge to College Enrollment 10% 
Non-traditional Students (over age 
23) 

69% 

Average Age 27 yrs. 
*Students enrolling full-time and part-time in a 
two semester sequence. 
 

In addition, through our Technical Preparation 
Partnership, approximately 270 high school 
students from 14 service area school districts 
are on campus annually for technical program 
instruction. 
 
O4 Collaborations with other Organizations  
We work collaboratively with many area school 
districts, the colleges and universities to which 
our students transfer, local businesses and 
industries, and other organizations to provide 
programs and services that forward the vision 
and mission of the college and meet the needs 
of our stakeholders.   
 
Because of the nature of our institution, we have 
developed particularly close relationships with 
area school districts, both at the ISD and 
individual district level.  Our Technical 
Preparation Partnership with Mason-Lake 
Intermediate School District helps area high 
school students focus on career choices and 
prepares them for successful entry into the job 
market and/or to articulate into our programs.  
Ours was the nation’s first on-campus Technical 
Preparation Partnership, and it was a model for 
the development of such partnerships across the 
country.  Mason/ Lake ISD houses its Tech Prep 
offices and 80 percent of its classes on our 
campus.  Our partnership with the Manistee ISD 
has allowed us to develop a satellite center in 
the northern part of our service area.  We also 
have dual enrollment agreements with several 
area schools that participate with us in the 
Bridge to College Program, and we regularly 
host meetings with area K-12 counselors in 
order to address issues and concerns and 
pursue professional development activities.  Our 
education students observe and volunteer in K-
12 classrooms across our service area, and 
career fairs on campus help to familiarize high 
school students with educational and vocational 
opportunities at the college and in the 
community.   

Other areas of service to high schools, students, 
and districts include working with Manistee, 
Mason-Lake, and Oceana Intermediate School 
Districts to sponsor the annual West Shore High 
School Quiz Bowl.  This event fosters academic 
competition among the area’s 14 schools.  In 
addition, each summer we work in partnership 
with area intermediate school districts to offer a 
two-week “College for Kids” program.   
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Partnerships with other institutions of higher 
learning ensure that our students have access to 
the academic resources they need.  We 
maintain and update articulation agreements 
with Michigan’s colleges and universities in 
order to accommodate institutional changes, and 
particularly close relationships have been 
developed with the regional universities which 
most transferring students attend.  By providing 
space for Davenport University’s business 
management program, Ferris State University’s 
elementary education program, and Grand 
Valley State University’s social work program on 
our campus, we give students the opportunity to 
earn baccalaureate and graduate degrees 
without leaving Mason County.  

We also work closely with area businesses and 
industries to offer specialized training programs.  
In response to the needs of local industry, which 
is becoming more automated day by day, we 
have developed special programs in welding, 
machine tool technology, electronics, computer- 
aided design/computer-aided manufacturing, 
computer network services, emergency medical 
technician, and law enforcement and corrections 
officer training.   
 

A strong commitment to the community 
necessitates cooperation with area businesses 
and organizations.  We are well represented in 
many local agencies, such as the Mason County 
Economic Alliance, Mason County Economic 
Development Corporation, the Ludington 
Economic Development Corporation, and 
various area Chambers of Commerce.  Such 
partnerships facilitate the work of our foundation 
board, a very active body whose recent 
accomplishments include raising over $3 million 
for a community ice arena that now operates on 
our campus.   

Our presence in the business community is 
augmented by numerous internships and 
apprenticeships developed for our students.  
One of our most visible programs is our nursing 
program, whose students gain experience while 
serving in area hospitals and other health care 
institutions across the state.  Because of a 
recent economic downturn, our Student Services 
Division is working collaboratively with the 
Mason-Lake Michigan Works office to meet the 
training and retraining needs of the recently 
unemployed.  Such partnerships enable us to 
serve the needs of both our students and the 
local community where we maintain an active 
presence. 

In the area of providing leadership in technology 
to our stakeholders, college administrators have 
been chairing the Link Michigan project.  This 
five county initiative is working towards bringing 
high speed, broadband Internet service into our 
service district to enhance educational 
opportunities, ensure economic vitality, expand 
health care solutions, and enrich the lives of our 
stakeholders.  In addition, we provide Internet 
connectivity services for many area businesses, 
organizations, and district K-12 schools 
including West Michigan Community Mental 
Health, Mason County District Library, Baldwin 
Family Health Care, Mason County Eastern 
Schools, Free Soil Schools, and the Mason 
County Government Offices.  
  
Our college foundation subsidizes an annual 
cultural and performing arts program that 
includes performances by local, national, and 
international performers.  The foundation, a fine 
example of college-community partnership, is 
guided by a group of community leaders and 
offers individuals and organizations the 
opportunity to provide financial support for the 
college to pursue endeavors that enhance or 
expand our existing offerings.   

O5 Our Faculty and Staff  Our college is 
organized into three employee groups: 
administration, faculty, and support staff (for an 
organizational overview, refer to the 
Organizational Chart at the end of this  
overview).  Figure Og provides a numeric 
breakdown of college employees and Figure Oh 
provides detailed information on earned degrees 
for full-time faculty.  
 
Figure Og 

Administrators, Faculty and Staff Numbers 
Administrators (full-time/part-time) 32/3 
Faculty (full-time/adjunct) 26/69 
Education Support Staff (full-time/part-
time) 

30/12 

   
The administrative group lacks a formal 
bargaining unit or contract.  The full-time faculty 
has a bargaining unit and is affiliated with the 
Michigan Education Association (MEA).  The 
support staff is a non-unionized bargaining unit.  
Over most of the past ten years, we have used 
Mutual Gains Bargaining (MGB) for contract 
negotiations with successful results.  However, 
the faculty voted against using MGB for 2004-05 
year contract negotiations.   
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Figure Oh 

Full-time Faculty  by Earned Degrees 
Doctorate Degree   6 
Masters Degree 19 
Baccalaureate Degree   1 
 
06 Facilities, Equipment and Technology 
We are located in Mason County near Scottville, 
between the cities of Ludington and Manistee; 
and we are the smallest of Michigan’s 28 
community colleges.  Our service district 
includes all of Mason County, most of Manistee 
County, and parts of Lake, Newaygo and 
Oceana counties.  Our rural campus is situated 
on 360 acres and includes a river and a sizeable 
pond—an environment that offers many 
possibilities for recreation and environmental 
education.   Our main campus is comprised of 
five primary buildings including the following: 
 
• Campus Center, which houses our 

administrative offices, business office, 
student services, bookstore, and cafeteria. 

• Recreation Center, which houses our 
gymnasium, pool, wellness center, art and 
music classrooms. 

• Technology Center, which houses our 
technology, nursing, and law enforcement 
programs, computer labs, and other general-
purpose classrooms.   

• Liberal Arts and Sciences Center, which 
houses our library, theater, interactive 
television (ITV) room, Learning and Testing 
Center, science labs, and general-purpose 
classrooms.   

• Ice Arena, which includes skate rental, 
locker rooms, store, and a regulation size 
ice arena for hockey and figure skating. 

 
In addition, our off-campus site in Manistee 
County, the WSCC Manistee County Center, is 
located in the Manistee ISD building.  This 
facility includes a computer lab, ITV room, and 
general-purpose classrooms that are used for 
providing off-campus learning opportunities to 
stakeholders in the northern reaches of our 
district. 
 
We offer outstanding technology to our 
stakeholders.  We were one of the first Michigan 
community colleges to be networked and to 
provide Internet access and email to all college 
employees and students.  All faculty, 
administrators, and office support staff have up-
to-date computers, and we have seven student 

computer labs enabling students to access 
computers at any time.  We currently have 31 
classrooms that are “smart classrooms” 
(approximately 75 percent of our campus 
classrooms) which provide digital overhead 
projectors, a dedicated computer teacher 
station, VCR, and sound system.  Additionally, 
many classrooms that utilize computers as part 
of instruction have computer workstations for 
each student in class.   Faculty teaching courses 
that occasionally need to use computers for one 
or more class sessions may use one of our 
campus computer labs.  We also have an 
Instructional Innovation Center where faculty 
can work with the latest computer hardware and 
software to enhance classroom instruction.  We 
continue to expand our on-line class offerings 
and distance learning opportunities.  Our 
interactive television (ITV) room is used as a site 
for classes, as a link to area high schools and 
our Manistee Center, and is used to provide 
virtual field trips for area elementary schools.  
This distance learning facility is also available to 
other universities and organizations for classes 
and meeting presentations for a fee.  Campus 
computer labs are also open to the public. 
 
Our library serves members of the campus 
community and also district residents.  Currently, 
the library has 24,000 volumes, periodicals, 
books on tape, videotapes, and provides access 
to over 20 on-line research databases and the 
Internet.   In addition, the library has recently 
become a Cooperating Collection through the 
Foundation Center of New York.  This 
membership provides the library with a 
reference book collection for grant seekers and 
with access to the foundation’s on-line grant 
research center.    
 
The Support Tutoring and Resource Services  
program (STaRS) helps students achieve 
success in their courses through providing 
crucial services for special populations students 
and other students needing tutorial and other 
types of assistance.  In addition, STaRS helps 
students with disabilities achieve the highest 
possible level of accessibility to our instructional 
programs.  Our Learning and Testing Center 
(LTC) provides student success services 
including student assessment, supplemental 
instruction, computer-assisted instruction, and 
labs that support at-risk courses.  In addition, the 
Center is also a national College-Level 
Examination Program (CLEP) test site.   
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Our Women’s Resource Center helps empower 
our students to be successful by offering a wide 
variety of training and information opportunities.  
In addition, our Mentoring, Advising, and 
Counseling (MAC) program, based in our 
Student Services Division provides support for 
students needing help with issues ranging from 
personal to academic.     
 
Our Recreation Center offers many opportunities 
to our students, employees, and district 
members.  These popular facilities include a 
swimming pool, racquetball courts, a weight 
room, a basketball arena that may also be used 
for tennis, volleyball or as a running/walking 
track, and a Wellness Center that offers circuit 
training.  Our recreation offerings will be 
expanded in the near future due to a new 
partnership with YMCA. The natural 
environment surrounding the Recreation Center 
is used for area high school cross-country meets 
and offers a nature trail around the campus 
pond.  The college completed a community ice 
arena in fall of 2002.  This new facility draws 
people from the entire college district and 
beyond.  
 
O7 The Competition  Our college district is very 
rural and is approximately 65 miles from the 
closest community college or university.  In 
terms of competition, we have had little direct 
competition for in-district students, with one 
exception.  Baker College is especially 
aggressive in pursuing students not only from 
our fringe areas but also students from within 
our district.  We do compete with other colleges 
for students that live in fringe areas between 
districts, especially Muskegon Community 
College.  We believe that our small size gives us 
a competitive advantage over our larger 
competitors.   Students frequently cite our 
smaller class sizes and more personalized 
contact with faculty and staff as reasons for 
attending WSCC versus other colleges that may 
be closer to home.  Additionally, we believe that 
our smaller size enables us to respond to 
changes in workforce needs and to develop new 
programs and services more efficiently. Other 
competitive pressures include online education 
providers like the University of Phoenix and the 
Michigan Community College Virtual Learning 
Collaborative (MCCVLC) of which we are a 
member.  
 
 
 

O8 Key Opportunities and Vulnerabilities 
Our district population has remained relatively 
stable in the last decade; however, a recent 
economic downturn in the state’s and local 
economy has caused a number of plant 
closings, which has impacted our area 
population and will undoubtedly affect college 
enrollments.   Over the past two years, Mason 
County has been in the top one or two counties 
for having the highest rate of unemployment in 
Michigan.  Even though the industrial base has 
shrunk, there has been a tremendous increase 
in major retail development within Mason 
County.  This shift from manufacturing to tourism 
will also present challenges.  Another recent 
change is the creation of the Little River Casino 
in Manistee County.  This has become the 
largest employer in that county and has provided 
the college with numerous customized training 
opportunities.  In addition, this entity has 
invested significant capital in expanding 
Memorial Medical Center of West Michigan and 
in the creation of the West Michigan Regional 
and Blood Center, both in our service area.  This 
will undoubtedly provide us with increased 
education and training opportunities in medical 
fields.   
 
As we have moved forward as an institution, 
since 1999, we have worked hard to 
operationalize the college mission and core 
values.  The implementation of program 
assessments, the infusion of quality criteria in all 
aspects of the academic community through the 
WSCC Quality Institute, the upgrading of 
computer hardware and software, the approval 
of a facilities master plan, the opening of a 
satellite campus, the completion of a community 
ice arena, the addition of a new science wing in 
our Liberal Arts and Sciences building, and the 
enhancement of internal and external 
communication continue to improve the college.  
Recently, plans have been made to add a sixth 
building on campus.  This would be a Student 
Learning Center that would house a new library, 
learning center, bookstore, student services, and 
other facilities.  The construction is contingent 
on state funding to cover half of the project 
costs.  Our foundation will also be involved in 
raising funds for the new center.  An additional 
possibility for program and facilities expansion is 
through a partnership with the YMCA.  Such a 
partnership would help us offer increased 
recreational and athletic opportunities to our 
stakeholders.    
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With respect to our fiscal context, we have 
recently received a number of budget cuts in 
state appropriations with the possibility of 
another cut at the end of the current fiscal year.  
It is critically important that we judiciously use 
existing operating funds, outside grants, and 
special appropriations.  We must generate 
increased revenues in the coming years if we 
are to continue to provide students with high-
quality programs, services, and facilities. 

 
Our priorities for 2005 include dealing effectively 
with a tough new market that has reshaped 
colleges in the United States.  Colleges are 
under considerable pressure to reinvent 
themselves under a corporate model where they 
vie openly for resources based on productivity 
criteria and customer choice and satisfaction.  
New competition (such as the MCCVLC, 
University of Phoenix, and MVU) unencumbered 
by tenure, departmental politics, or legislative 
oversight has captured more and more of the 
education market.  Recently established 
Michigan Technical Education Centers (M-
TECs) may also compete for the pool of non-
traditional age students.   
 
As trade becomes increasingly international, we 
may need to expand our foreign language and 
culture offerings.  Additionally, given West 
Michigan’s recent unfavorable employment 
projections, we are in a position to meet many of 
the educational and training needs of area 
industries through degree, certificate, or 
customized training programs and courses. 
 
Questions we would pose to ourselves as we 
continue to pursue this process include:  Are we 
capable of becoming a “signature” institution to 
face our competition effectively?  Can we offer a 
high enough quality education so that students 
will view us as viable and choose to attend our 
college?  If we don’t meet the standard at this 
time, what do we need to do to rise to the 
challenge and not only meet the standard, but 
surpass it?   
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AQIP Category One 
Helping Students Learn 

1C1 Common Learning Objectives, 
Knowledge, and Skills Our philosophy of 
general education and lifelong learning (which 
provides an overview of the process and out-
comes of general education) is described in our 
college catalog (Figure 1a).   
 
Figure 1a 

Statement of General Education 

A general education is applicable to all students, 
no matter what their career and personal 
ambitions may be.  It is the process by which 
students develop an understanding and 
appreciation of themselves and of various social, 
cultural, technological, and scientific develop-
ments in the world in which they live.  A general 
education may also be viewed as the process by 
which students acquire the core knowledge and 
fundamental skills to become life-long learners.  
An educated person has the ability to apply 
creatively and effectively this core knowledge to 
every aspect of life.  A life-long learner is able to 
both update this core knowledge and develop 
individual potential in an ever-changing 
environment.  General education, therefore, 
provides the framework essential to the survival 
and success of our society. 

 
Key elements of our general education 
philosophy are distributed among the five 
categories of courses required for an associate’s 
degree.  Students must complete a specified 
number of semester hours in each area to meet 
the requirements for an Associate of Arts, 
Associate of Science, or Associate of Applied 
Arts and Sciences degree.  Required courses 
vary among degree programs.  In each of the 
five discipline-specific course categories, we 
have a learning goal that relates to the general 
education philosophy.  Course categories and 
goals are illustrated in Figure 1b below. 
 
Figure 1b 

Associate’s Degree Requirements 
Course Categories and Goals 

Communications: To read, write, listen, speak, 
and think competently, effectively, and critically. 

Humanities and Fine Arts: To develop 
appreciation for and understanding of aesthetic 
and creative activities; to develop knowledge of 
the major areas of human expression within 
historical and cultural contexts. 

Social Sciences: To understand human behavior 
as it relates to individual development and group 

interaction; to understand the major ideas and 
events that have shaped American society and 
have knowledge of other social systems as well 
as our own. 

Mathematics/Science: To gather, understand, 
and use quantitative information in a structured 
way; acquire knowledge of ourselves and the 
natural world around us.   

Electives: To explore, broaden, and enhance 
educational and career experiences. 

 
Our occupational curriculum as a whole does 
not have an overarching set of learning 
objectives that encompasses its array of 
specialized programs.  However, individual 
goals and outcomes have been established by 
faculty and divisions for each program.  Further, 
faculty work with employers and professionals in 
program-specific advisory committees to create, 
monitor, and continuously improve occupational 
programs.   
 
1C2 Student Learning Alignment with 
Mission, Vision, and Core Values  After a 
change in leadership in 1998-99, new vision and 
mission statements were written as was a set of 
institutional core values. These foundational 
documents were developed by an ad-hoc team 
which was comprised of faculty, staff, and 
administrators from across campus.  The vision 
statement was revised again in 2001-02 by our 
Strategic Planning Team to further emphasize a 
student success focus.   
 
Elements in our vision (“to be one of the premier 
community colleges in America, driven by a 
passion for: student success…”), in our mission 
(“delivering high-quality, affordable educational 
services with student learning as its highest 
priority”), and in our core values (“we are com-
mitted to the principle of learning by building an 
environment for success through innovation, 
creativity, and continuous improvement”) are 
evidence of our passion for student learning and 
success.  Our general education philosophy and 
learning goals are strongly aligned with the 
current vision, mission, and core values which 
are focused on learning and student success.      
 
Our Strategic Plan is tied to the college vision, 
mission, and core values (see Category Five for 
a description of our team system).  The Strategic 
Planning Team assigns strategic goals to 
campus teams that are responsible for   
developing strategies whereby these goals may 
be accomplished.  Of our 21 strategic goals, five 
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goals are related to helping students learn.  
These goals are listed below with their 
respective team assignments (strategic goal 
identification numbers appear in parentheses).   
 
Academic Excellence Team 

• Create substantive learning-centered 
change in all student settings (1). 

• Create and continue academic traditions (2). 
 
Curriculum Development Team 

• Review the curriculum on a regular basis to 
ensure that it continues to meet the current 
and future needs of students and the 
community (5). 

• Coordinate data and recommendations from 
other teams that effect what programs and 
curricula are to be offered at WSCC (6). 

 
Student Success Team 

• Continued improvement of student success 
on the campus of WSCC (14).   

 
These teams work to continuously improve 
learning, the academic environment, programs 
and curricula, and student success.  For 
example, the Curriculum Development Team, in 
working to accomplish strategic goal 5, is in the 
process of developing an assessment plan to 
insure that our current and future program 
offerings are meeting the needs of our students 
and community.  They will be working with our 
new Director of Workforce Development to 
assess the needs of business and industry in the 
region and project training needs.  The team will 
continue to review feedback from all 
occupational program advisory committees and 
will review all suggestions from the surveys of 
our graduates pertaining to their preparedness 
for the world of work.   
 
1C3 Key Instructional Programs and Delivery 
Methods Our instructional programs include 
Associate of Arts and Associate of Science 
transfer programs, Associate of Applied Arts and 
Sciences degrees, and One- and Two-Year 
certificate programs in occupational areas.  (We 
refer to our A.A. and A.S. degrees as “transfer 
degrees;” however, some students do not elect 
to continue their education after completing one 
of these degrees.) Figure 1c provides an 
overview of program enrollment for 2003-04.  
Percentages are derived from the 1,850 
students who enrolled for credit during this 
academic year.  
 

Figure 1c 

Student-Declared Degree Program Enrollment 

Program of Study 
% Students 
Declaring 

Transfer (Arts and Sciences) 35% 

Occupational  27% 

Undeclared 38% 

 
Our Nursing, Law Enforcement, and transfer 
programs (arts and sciences) are our “key” 
programs.  Delivery methods for our Nursing 
program consist of traditional lecture and clinical 
laboratory and a number of instructional tech-
nologies, including a computerized IV simulator 
along with other typical electronic instruments 
used in the nursing profession.  SimMan, a new 
patient simulator, was added for 2004-05 to 
provide realistic patient care scenarios for 
nursing students.  
 
Our Law Enforcement program uses both 
traditional lecture and practical laboratory 
instruction with an emphasis on adult learning 
principles.  Students utilize technology that is 
currently used in the law enforcement profession 
as well as advanced training technologies such 
as Range 2000 (use of force simulations), 
Simunition (live firearm training), and the Skidcar 
emergency vehicle training system.  In addition, 
this program requires degree-seeking students 
to complete a summer internship.            
 
Delivery of both arts and sciences and 
occupational courses includes both traditional 
and on-line methods.  On-line courses use 
mostly Blackboard with course cartridges 
produced by textbook publishers.  We are also 
seeing an increasing number of faculty using 
Blackboard in traditional courses to supplement 
classroom instruction.  Faculty use Blackboard 
to provide lecture and review materials to help 
students prepare for exams as well as using the 
Blackboard grade book feature.  Other 
programs, such as our on-line physics courses, 
employ faculty developed web-based lectures 
using learning objects from various web 
sources.  Our math faculty use Academic 
Systems Interactive Mathematics in addition to 
traditional classes to deliver pre algebra, 
introductory algebra, and intermediate algebra 
courses, blending on-line and traditional course 
instruction methods.  Math students enrolled in 
courses using this delivery system are initially 
required to attend classes which are held in 
computer labs where instruction is provided 
through the multimedia software program.   
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Faculty monitor individual student progress in 
these courses and drop the class attendance 
requirement for students who are excelling in 
their coursework.  The students complete the 
remainder of the course on-line.  During class 
sessions, faculty work individually with students 
who need help but the software provides the 
instruction.  Students complete course tests in 
the Learning and Testing Center (LTC).  
Students also use Interactive Mathematics in the 
LTC to study and prepare for course tests.  For 
other on-line courses using Blackboard or a 
faculty-developed delivery system, students are 
required to attend an initial orientation session 
that meets in one of our computer labs.   
 
Technology is used in many courses.  In arts 
and sciences, our music courses have a nine 
station computer lab with MIDI keyboards and 
Sibelius software for the arrangement, 
composition, and transcription of music.  In 
addition, we have a new state-of-the-art 
recording facility in that department.  Physics 
and biology laboratories employ PC-based 
simulations and scientific experiment devices 
that collect and analyze data.  Our science 
division has recently added a cadaver lab for 
anatomy and physiology course instruction. 
 
Many of our courses stress inquiry-based 
methodologies.  This student-centered, active 
learning approach focuses on questioning, 
critical thinking, and problem-solving and is 
used, for example, in introductory physical 
science and English Composition II courses.  
Students in physical science develop 
hypotheses based on a demonstration of natural 
phenomena and then conduct labs to explore 
their hypotheses.  Nursing and law enforcement 
courses use scenario-based instruction where 
students are confronted with real life situations 
that they must address.  English Composition II 
students engage in service learning projects 
where the point of their writing is to connect 
them with actual social and community 
problems.   
 
Many faculty make lectures available on course 
web pages in traditional classes.  Microsoft 
PowerPoint is used widely in the classroom and 
some faculty have also incorporated narration in 
PowerPoint presentations.   
 
1C4 Practices and Delivery of Learning 
Options to Prepare Students to Live in a 
Diverse World  Faculty employ a variety of 

learning practices and options to prepare 
students for life in a diverse world. Practices 
include relating concepts to the experiences of 
students.  This is done through role-playing; 
through guest speakers; through cultural 
awareness events; through utilizing discussion 
forums and small-group work; through carefully 
selecting course reading materials; and through 
pairing related courses with connecting 
interdisciplinary themes such as gender, power, 
and cultural diversity.  More specifically, English 
composition, humanities, and social science 
courses commonly require students to attend 
cultural awareness events and write responses 
on the subject of the talk or performance. Our 
learning communities deliberately address 
cultural awareness issues, and our honors 
program focuses on interdisciplinary and cross 
cultural topics.   
 
Our Cultural Awareness Team’s goal is “to 
promote awareness of, and respect for, diverse 
perspectives.” This team has provided many of 
the guest speakers, discussion forums, and 
other events that promote awareness of cultural 
diversity.  During the current year, this team’s 
focus is on world oceans and island 
communities.  Additionally, our student-led 
Culture and Heritage Club also organizes Cinco 
de Mayo, St. Patrick’s Day, and Chinese Moon 
Festival celebrations each year, which are well-
attended by students. 
    
PowerPoint and various multimedia approaches 
to instruction are used to enhance lecture 
material and to address the needs of both 
auditory and visual learners.  Our on-line and 
ITV course offerings give students technological 
experience that helps prepare them for life in our 
technological world.   
 
1C5 Creating and Maintaining a Climate of 
Intellectual Freedom Article III, Section 1 of our 
faculty contract provides the foundation for 
creating and maintaining a climate of intellectual 
freedom: 
 
 Each faculty member shall have the freedom  

to report the truth as he/she sees it, both in 
classroom situations and in associated 
publication.  There shall be no restraints 
which unreasonably impair an instructor’s 
ability to present his/her subject matter in 
this context; however, each faculty member 
shall be careful not to introduce 
controversial matter which has no relation to 



West Shore Community College  April 2005 
 

 Category One - 4 

the subject in his/her teaching.  It is 
recognized that such freedoms are subject 
to relevant obscenity statutes and decisions 
of courts of competent jurisdiction. 

 
There has never been a grievance filed on an 
academic freedom issue in the history of the 
college. 
 
1P1 Determining both Common and Specific 
Learning Objectives Learning objectives are 
developed in various ways.  The learning goals 
for all students as described in 1C1 were 
developed during an arts and sciences faculty 
retreat.  Learning objectives that are specific to 
particular programs are developed by the 
respective division.  For occupational programs 
the division establishes core courses working in 
conjunction with the Vice President of Academic 
Services and advisory teams consisting of 
employers and/or professionals in the given 
field.  This creates a connection between learn-
ing and its application in the professional world, 
and matches program content with workforce 
needs.   
 
Programs like Law Enforcement and Nursing 
must meet specific state guidelines in terms of 
instructional content and related experience 
outside the classroom.  
 
The creation of programs within the arts and 
sciences division is less systematic than that of 
the occupational area.   Programs are created at 
the divisional level or through the efforts of 
individual faculty members.  In some divisions 
we have only one full-time faculty member 
teaching in a given discipline.  Hence, this 
individual can develop courses and programs.   
In many courses, both arts and sciences and 
occupational, a common set of learning 
objectives and syllabus is used for all sections of 
a course.  This provides consistency regardless 
of the frequent changes in adjunct faculty.  
 
Proposed programs are examined by our 
Curriculum Development Team, which is 
responsible for program approval and the 
approval of changes to existing programs.   
 
1P2 Designing New Programs and Courses 
and Balancing Market Issues with Student 
Needs All new courses and programs must be 
approved by our Curriculum Development Team 
which, beginning this year, is comprised of all 
academic division chairs along with 

representatives from Student Services.  This 
shift from the team’s previous broad-based 
representation to a team composition that is 
more highly targeted to education and student 
needs should increase the team’s effectiveness 
in identifying new program opportunities as well 
as identifying and even eliminating programs 
that are no longer viable.   
 
Our course approval process requires the 
submission of a course approval form consisting 
of a course description, a list of prerequisites if 
applicable, the number of credit hours, and other 
course information to the Curriculum Develop-
ment Team.  In addition, the form requires the 
documentation of 14 conditions established by 
the Vice President of Academic Services and 
the appropriate chairperson.  These conditions 
include advisory committee approval for 
occupational courses, transferability, course 
goal statements and objectives, teaching 
strategy, and additional information.  Beginning 
this year, the Curriculum Development Team will 
be using data from our new electronic 
Dashboard program to monitor course and 
program vitality.  Information from Dashboard 
will serve to flag programs that are floundering 
and need assistance in attracting more students 
or other improvements.   
 
Advisory teams also encompass student 
learning issues in occupational courses.   Such 
teams give input regarding lab components, 
internships, clinical experiences, and other 
means of providing learning opportunities 
outside the classroom; and they aid in identifying 
new courses and training needs.  Occupational 
programs are also required to complete an 
extensive Program Review in Occupational 
Education (PROE) report that involves surveying 
students, instructors, and advisory committee 
members every five years.  Information gleaned 
from this review process is used to determine 
how well programs are performing and how they 
may be improved.    
 
Recent examples of responsive academic 
programming include the development of our  
Paraprofessional A.A.A.S. occupational degree 
program.   Area K-12 teacher aides needed to 
upgrade their credentials to meet the 
educational requirements of the No Child Left 
Behind Act of 2001.  We responded quickly with 
a new associate’s degree program.  Additionally, 
we created the following new programs in the 
medical field in response to meet the increasing 
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need for more highly trained medical personnel 
in our service area: 

• One Year Certificate – Medical Office 
Assistant 

• One Year Certificate – Medical Office 
Biller/Coder 

• A.A.A.S. – Medical Office Information 
Systems 

 
Our faculty design programs and courses with 
collaborative components, including learning 
community cohorts, supplemental instruction, 
linked courses, and mentoring programs, to 
meet the various student needs relating to 
learning and adjusting to college life.  For 
example, our education program has been 
developed in direct response to student needs.  
Three years ago a new professor was hired to 
develop a teacher education program in 
recognition of the fact that a great many of our 
transferring students were entering teaching 
programs at four-year institutions.  Articulation 
with these Schools of Education has since been 
streamlined so that our students are no longer 
behind in coursework when they transfer to 
Ferris State University, Central Michigan 
University, Western Michigan University, or 
Grand Valley State University, the primary four-
year institutions to which our students transfer.  
Additionally, a four-year degree program in 
Elementary Education was recently brought to 
campus because many of our students are 
working mothers whose family and work 
responsibilities preclude travel to distant 
universities to complete such a degree.  
Similarly, our learning community project is 
based in part on student need.  Our students’ 
coursework transfers according to MACRAO 
agreement guidelines, and our learning 
communities deliberately pair transfer courses, 
making it easier for students to construct a 
productive course schedule.   
 
1P3 Determining Level of Student 
Preparation for Curricula, Programs, and 
Courses Our open-door admissions policy 
necessitates the need for new student assess-
ment and mandatory placement in develop-
mental courses.  We have used both ACT and 
ASSET assessment scores since 1985 for this 
purpose (our assessment program is described 
in greater detail in 1P5).  Assessment scores 
and placement requirements are monitored and 
reviewed annually by our At-Risk Student Team, 
a sub-team reporting to the Student Success 

Team.  Each division establishes course and 
program prerequisites.   
 
1P4 Communicating Student Preparation and 
Learning Objectives to Prospective and 
Current Students  This is accomplished 
primarily through our Student Services Division.  
Our Director of Admissions visits 15 area high 
schools twice each year and provides 
information to prospective students about 
attending WSCC.  In addition, in both junior and 
senior high schools, our admissions director 
delivers a presentation titled "How to Choose a 
College," which includes information on attend-
ing college, preparation, and college and faculty 
expectations.  Brochures and other 
correspondence, on-line orientation, information 
on the college website, and pre-enrollment 
advising are other ways we communicate 
information to prospective students.  Upon 
enrollment, students who have not completed 
the ACT assessment attend an ASSET assess-
ment session where information is presented 
regarding basic skills requirements and course 
placement policies.   Academic advisors meet 
individually with all new students to explain 
assessment results (both ACT and ASSET) and 
assist students with program and course 
selection.  Current students may elect to meet 
with advisors to explore program, degree, 
transfer, or career options but are not required to 
do so.   
 
Our student services staff also conducts student 
success workshops at the beginning of each 
semester covering topics relating to college and 
faculty expectations, student success, and 
student support services.  These workshops are 
optional and are targeted at our new student 
population. 
 
Our college catalog is an additional resource 
that provides information on college 
expectations, policies, programs, prerequisites, 
and other related topics.  Our Registration News 
publication provides detailed information on 
courses, the application and enrollment process, 
and includes the semester course schedule.  
Course information is available on faculty web 
pages, including course syllabi for many 
courses.  These resources are available to both 
prospective and current students.     
  
1P5 Helping Students Select Programs that 
Match their Needs, Interests and Abilities We 
help students select programs through 
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assessment, advising, and career counseling.  
New students enrolling full-time or enrolling in 
English Composition I or a mathematics course 
above Pre Algebra must submit ACT scores or 
complete the ASSET Skills Inventory for course 
placement.  Assessment scores determine 
placement in English, reading, and mathematics 
courses.  Course placement based on 
assessment results is mandatory except for 
College Learning Strategies, our study skills 
course, which is recommended for students who 
score in the mid-range above placement in 
Introduction to College Reading but below the 
upper score bracket (see Figure 1d).  Students 
with low ACT scores have the option of 
completing ASSET to improve course place-
ment.  ACT assessments used are English, 
Reading, and Mathematics.  ASSET Writing 
Skills, Reading Skills, and Numerical Skills are 
used to assess the basic skills of entering 
students.  Students desiring placement in higher 
math courses complete Elementary Algebra 
(EA), Intermediate Algebra (IA) or the College 
Algebra (CA) assessment depending on their 
placement goal.  Assessment scores and course 
placement for ACT and ASSET (forms D2 and 
E2), are detailed in Figure 1d.    
 
Figure 1d 

English/Writing Assessment 

ACT ASSET Course Placement 

0-15 0-40 Intro. to College Writing  (051) 

16+ 41+ English Composition I (111) 

Reading Assessment 

0-15 0-39 Intro. to College Reading  
(052) 

------ 40-43 College Learning Strategies 
(101) 

16+ 44-53 English Composition I (111) 

Basic Mathematics Assessment 

0-15 0-37 Pre Algebra  (051) 

16-
18 

38+ Introductory Algebra (120); 
Math for Elementary Teachers 
(126); Technical Math (115); 
Business Math  (101) 

Algebra Assessments 

19-
20 

43+  
EA 

Intermediate Algebra (121); 
Introduction to Statistics (123) 

21-
22 

41+   
IA 

College Algebra (151); Analytic 
Trigonometry (122) 

23+ 40+  
CA 

Analytic Geometry and      
Calculus (222) 

 
New students are required to meet with a 
student services advisor prior to registering for 

courses.  Advisors use assessment scores to 
help students select first semester courses and 
assist students with building class schedules 
and completing the on-line registration process.  
Students may ask for additional help from 
advisors in setting educational and career goals, 
in selecting and planning a program of study, 
and in course transfer.  The Strong Interest 
Inventory, Meyers-Briggs Type Indicator, 
Campbell Interests and Skills Survey, SIGI 
(Educational and Career Planning Software), 
MOIS (Michigan Occupational Information 
System), and the Career Explorer Program are 
used to help students select a career goal and 
an educational program.   
 
STaRS (Support, Tutoring and Resource 
Services) provides additional advising services 
for special needs and other occupational 
students through the Carl Perkins Grant.  The 
STaRS staff utilizes a number of tools to help 
students including the Career Finder 
questionnaire, the LASSI learning and study 
strategies inventory, educational development 
plans, and Brainworks learning styles software.  
These programs help students select careers, 
improve study habits, and adjust study 
strategies to learning styles.   
 
1P6 Determining, Documenting, and 
Communicating Effective Teaching and 
Learning  This process includes classroom 
observations of full-time faculty by our Vice 
President of Academic Services.  Division 
chairpersons conduct observations of adjunct 
faculty.  Full-time faculty meet annually with their 
vice president to review classroom observation 
findings and to review progress on professional 
development plans.  All full-time faculty are 
required to submit a professional development 
plan each year which includes a list of goals and 
professional development activities related to 
their respective disciplines and to improving 
teaching strategies or methods.  In addition, 
individual moving range control charting has 
been used in the full-time faculty performance 
review process (see Category Three, Figure 
3m).   
 
Communication of effective teaching and 
learning practices is accomplished during our 
spring in-service.  This event consists of 
informational and instructional sessions where 
faculty share knowledge for improvement.  
Faculty and other staff present on such topics as 
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applying technology to instruction, latest 
enhancements in delivery systems for on-line 
instruction, learning communities, and authentic 
assessment.  Faculty also communicate on such 
topics at faculty meetings and at campus team 
meetings including the Curriculum Development, 
Academic Excellence, and Student Success 
Teams.  Additionally, there is considerable 
informal and unstructured sharing of knowledge.   
The following three survey items from our 
institutional climate survey pertain to 
communication, pride in work, and knowledge 
sharing within college organizational units:  

• I feel comfortable approaching other 
members of my department/divisional team 
for assistance. 

• I feel proud of the work we do in our 
department/division. 

• People on my department/divisional team 
share their knowledge with each other to 
improve our overall effectiveness. 

 
We also communicate our expectations for 
effective teaching and learning directly through 
our vision, mission, and core values documents.  
This is reinforced in our campus teams and at 
semester kick-off presentations by the president, 
campus team chairs, and the Quality Institute.  
We award a Faculty Excellence Award for one 
full-time and one adjunct faculty each spring 
semester.  Our College and Community Service 
Team lists criteria on ballots, and students, staff, 
and faculty cast votes based on these criteria at 
ballot boxes located throughout campus.  The 
awards are presented at our annual Employee 
Recognition Breakfast.  Division chairs and the 
Vice President of Academic Services both 
present the awards and share each recipient’s 
accomplishments with the college community.       
  
1P7 Building an Effective and Efficient 
Course Delivery System  The process whereby 
we build effective and efficient course delivery 
systems includes the following: 

• We create an environment that encourages 
innovation and appreciates ingenuity.  

• We identify and develop solid course 
objectives.  

• We provide training in new modes of course 
delivery.  

• We support attendance at national 
conferences and encourage faculty to 
participate as presenters.  

• We ensure that adequate technology and 
technical support is available.  

• We provide incentive in the form of release 
time or extra pay for distance learning 
courses.  

• Our Curriculum Development Team makes 
sound decisions on new course proposals.   

 
Our Distance Learning Review Team assures 
distance learning course quality through 
proposal review and the awarding of 
development funds for on-line courses that meet 
specific criteria.  Delivery decisions for on-line 
courses are based on student demand, cost of 
course development, and the technical 
proficiency of the faculty member proposing the 
course.  Course delivery systems used to deliver 
these courses include Blackboard and Academic 
Systems Interactive Mathematics.  However, 
some delivery-systems are faculty-developed.  
Faculty also use web materials and Blackboard 
to supplement traditional course instruction.   
 
The process of course scheduling has been 
reviewed in recent months by our Student 
Success Team’s Scheduling Task Force and the 
Curriculum Development Team.  Based in part 
on data generated through a student survey, this 
process has resulted in a number of 
recommendations for improvement including 
being more student-centered in scheduling on 
campus courses, adding weekend classes, 
adding off-site courses, assuring core programs 
are offered at night and in our Manistee Center, 
and the development of a full-year schedule.  
Course scheduling is currently accomplished by 
division chairs working with divisional faculty.   
 
Arts and sciences academic divisions were 
restructured during spring semester 2003-04 to 
increase our focus on underprepared students.  
Under our previous arrangement, developmental 
courses were lumped in with fine arts, 
performing arts, philosophy, speech, and 
English courses in our Humanities division.  
During the summer of 2004, the Humanities 
division was split into the Arts and the 
Communications divisions.  At this time our 
developmental program, renamed the 
“Academic Preparation Program,” was included 
with English courses and speech courses in the 
new Communications division.  The remaining 
Humanities and Arts courses were incorporated 
in our new Arts division.  The Communications 
division is chaired by our faculty Coordinator of 
Developmental Education.   
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1P8 Monitoring the Currency and 
Effectiveness of Our Curriculum As 
mentioned above, occupational programs have 
advisory teams comprised of employers, 
professionals in the field, and college faculty and 
administrators.  These teams enable feedback 
on the currency and effectiveness of our 
programs directly from stakeholders.  In 
addition, Michigan’s Program Review in 
Occupational Education (PROE), required every 
five years under the Carl Perkins Grant 
guidelines, uses information from students, 
faculty, and advisory committee members to 
ascertain the efficacy of occupational programs 
and to assist in decision-making about the need 
to modify or redirect a program.  PROE, 
however, is being replaced by our Dashboard 
project, which will provide more dynamic 
monitoring of our occupational programs 
(program statistics can be easily monitored and 
there are built-in warnings if specific program 
indicators fall outside established parameters).  
We will conduct a thorough review of our 
occupational programs every three years.  
 
Our Curriculum Development Team also 
monitors the currency and effectiveness of our 
curriculum.  This team reviews the curriculum on 
a regular basis to ensure that it continues to 
meet current and future needs of our students 
and our community and coordinates data and 
recommendations from other teams that effect 
what programs and curricula are offered. 
 
In addition, our college catalog is updated 
annually, and our course descriptions are 
periodically updated.  Course additions and/or 
deletions from the curriculum are based on 
student need and current workforce and 
discipline-related trends.  Arts and sciences 
divisions develop articulation agreements for 
transfer curricula with senior institutions.  
 
Our At-Risk Student Team monitors the 
effectiveness of our developmental course 
sequence and the efficacy of these courses in 
preparing students for subsequent coursework.  
This team reports to the Student Success  
Team.   
 
1P9 Determining Learning Support Needs 
and Learning Support Areas Involvement in 
Student Learning and Development We 
determine student and faculty needs relative to 
learning support primarily through our Student 
Success Team and our At-Risk Student Team.  

Learning support staff from the Learning and 
Testing Center (LTC), STaRS, Student Services, 
our developmental math instructor, and our 
Coordinator of Developmental Education/ 
Communications Division Chairperson are 
permanent members of the Student Success 
Team along with the Vice President of Student 
Services, the team’s chairperson.  In addition, 
other administrators and faculty serve on the 
team each year.  Our At-Risk Student Team, 
consisting of key individuals that provide 
supportive services, reports to the Student 
Success Team.  Both teams provide an 
opportunity for administrators, faculty, and 
support area staff to work together to devise 
strategies and improvements that foster student 
success.  Less formally, staff from student 
support service areas such as STaRS and the 
LTC work with faculty members and instructional 
divisions to provide the necessary support for 
courses and programs. 
 
The Student Success Team and the At-Risk 
Student Team both conduct surveys periodically 
to determine student support needs.  The 
Student Success Team conducts surveys which 
pertain to the general student population (i.e., 
Student Advising Survey).  The At-Risk Student 
Team conducts surveys that focus on at-risk 
students (i.e., Developmental Course Survey).  
The latter also collects developmental student 
success data each year (developmental course 
completion rates, success in subsequent 
courses, etc.) and uses this information to 
improve support services and other facets of 
teaching and learning for at-risk students.    
 
Our librarian works with instructional divisions, 
faculty, and support service areas to provide and 
improve library services for students.  This not 
only includes adding appropriate library books, 
materials, databases, and on-line resources, but 
also conducting in-library orientations for all 
English Composition, Business Composition, 
College Learning Strategies, and specific 
Technical Preparation Partnership courses.  
Additionally, our librarian provides an on-line 
demonstration in English Composition classes at 
the beginning of each semester on how to 
conduct research using the Internet and library 
databases. 
 
1P10 Aligning Co-curricular Development 
Goals with Curricular Learning Objectives 
This is accomplished through work within and 
between divisions.  For example, our Business 
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division, which includes Office Information 
Systems, Marketing/Management, Accounting, 
Computer Information Systems, and other 
curricula develop shared goals relating to 
learning objectives in their respective programs 
within that division.  Most recently, our Business 
division worked with the Nursing/Allied Health 
division in the creation of new certificate and 
degree programs in medical fields.  Arts and 
sciences divisions also work with occupational 
divisions to specify arts and sciences 
coursework for occupational programs.  An 
example of this is the collaboration between our 
Math and Science Division and the 
Nursing/Allied Health Division whereby 
improvements have been made to our nursing 
program including the addition of a cadaver lab 
to anatomy & physiology courses and the 
development of a mathematics course for health 
care workers.  The development of a new 
curriculum entails work between many faculty 
and divisions prior to its being submitted to the 
Curriculum Development Team for approval.   
 
We are engaged in a learning community project 
wherein we pair courses that emphasize 
connections across and within disciplines.  This 
project will help students develop a broad, 
enriched perspective of the interconnection 
between concepts in arts and sciences courses.  
Our first learning community, a cohort of 
Interpersonal Communications and English 
Composition I, was piloted for fall semester 
2004.  Another cohort is scheduled for the spring 
semester 2005 that will pair English Composition 
II and American Government courses.   
 
1P11 Determining the Processes for Student 
Assessment Our outcomes assessment 
program differs between arts and sciences 
courses and occupational courses and curricula.  
Our current assessment model for arts and 
sciences programs concentrates on course-level 
assessment and employs institutionally-
developed pre and post tests, post tests only, or 
other methods that utilize a portion of the final 
exam or final essay.   
 
For arts and sciences courses that have multiple 
sections taught by different faculty, faculty 
collaborate to develop an outcome method and 
criteria for all sections of the course.  Faculty 
conduct the assessment in their courses each 
semester and forward the data to the Director of 
Instructional Support for analysis.  Outcomes 
data are filed in the office of Vice President of 

Academic Services.  The ACT CAAP 
assessment and the College Board’s Academic 
Profile assessment were administered for 
transfer curricula-level assessment a number of 
years ago. However, due to the difficulty we 
experienced in finding students that were willing 
to participate and the lack of meaningful 
comparison with results from other colleges 
(each college established its own criteria for 
selecting students for assessment that may or 
may not have matched those from other 
participating colleges), we discontinued these 
assessments and shifted to our current faculty-
developed course-level assessment model.  
 
Most occupational programs use NOCTI 
(National Occupational Competency Testing 
Institute’s Job Ready Occupational Competency 
Tests).  However, corrections, law enforcement, 
and nursing use results from state-sanctioned 
competency/licensing tests.  Students 
completing the banking and finance and 
computer network services programs are 
required to complete an institutionally developed 
test.   
 
A new addition to our current outcomes 
assessment efforts is our new Student 
Assessment of Learning (SAL) course 
evaluation instrument.  SAL will enhance current 
outcomes assessment efforts for both 
occupational and arts and sciences courses.  
This instrument includes a section that asks 
students to indicate how much a course helped 
them improve in six areas including writing, 
creativity, working effectively with others, 
reasoning/logical thinking, communicating ideas 
in class, and enthusiasm for learning.  Data from 
this instrument will be course-specific and may 
also be aggregated by instructional division and 
program.  Beginning fall semester 2004, SAL 
replaced the former course evaluation 
instrument.  
 
1P12 Assessing Student Readiness for 
Further Education or Employment upon 
Program Completion Our occupational 
programs use NOCTI, advisory teams, employer 
follow-up surveys, and state-sanctioned 
competency/licensing tests to assess student 
readiness for employment (we receive 
permission from occupational students prior to 
administering the employer surveys).   
 
Transfer student readiness for university 
coursework is evidenced by student 
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performance in courses that are prerequisite to 
courses at senior institutions or through 
completing an associate’s degree meeting 
MACRAO transfer program guidelines.  A 
student who receives a “C” or better in any 
articulated course is considered ready for upper 
division courses at senior institutions accepting 
the articulation.     
 
1P13 Measures of Student Performance 
Collected and Analyzed Regularly In arts and 
sciences courses, student performance on 
pre/post or posttests is analyzed each semester 
as part of our ongoing outcomes assessment 
program.  We also collect student success data 
for developmental courses including passing 
grade rates (C grade, or better), and success in 
subsequent coursework (English Composition I 
success after completion of Introduction to 
College Writing; Introductory Algebra and 
Business Mathematics success after completion 
of Pre Algebra).  We also analyze reading level 
attainment at the end of our developmental 
reading course, Introduction to College Reading, 
using the Nelson-Denny Reading Test.   
Students must read at a 10

th
 grade level to earn 

a “C” grade in developmental reading.  Our 
student outcomes goals and measures for 
developmental courses are as follows: 

• 75% of students will achieve a 2.0 GPA or 
better in developmental classes. 

• 75% of students who pass a developmental 
course will pass the specified subsequent 
class. 

 
Again, occupational programs examine student 
performance through NOCTI, state licensure 
examinations, and individual course outcomes. 
In addition, our Student Success Team and the 
At-Risk Student Team, both monitor D, F, and W 
grade rates for all college courses.  Courses that 
have over 30 percent of students earning D, F, 
W grades may be targeted for additional 
learning support including supplemental 
instruction.    
 
Our Dashboard project, when fully developed, 
will allow us to more effectively monitor and 
track student progress and respond quickly to 
shifts in student outcomes.  The operational 
measures relating to student performance 
included in Dashboard are average GPA and D, 
F, W grade rates.  The measures interface 
allows the establishment of a “desirable range” 
where highs and lows are set for each course as 
well as critical values that trigger an alert if 

values fall below a preset level.  For example, 
our Principles of Accounting I course has a 
desirable range setting of 2.6 to 2.75 for the 
average GPA with a critical value of 2.25, and 
for D, F, W grades the desirable range is 
between 10 and 15 percent with a critical value 
of 20 percent.  If values fall below the critical 
value for GPA or above that for D, F, W grades, 
an alert will occur.  We are currently using 
Dashboard for only a small number of programs 
but will soon include all academic programs in 
this project.     

 
1R1 Results for Common Student Learning 
Objectives and Specific Program Objectives 
Regarding common student learning objectives 
in general education core requirements, we 
consider our common learning goals that are 
described in Figure 1b to be met when students 
complete the required general education core 
requirements.  Regarding developmental 
courses that are foundational for developing the 
skills necessary to meet our general education 
requirements listed in Figure 1b, results are 
presented in 1R2, below.  
 
1R2 Demonstrating Students have Acquired 
the Necessary Knowledge and Skills Results 
for our developmental program for the past three 
years appear in the following two figures.  Figure 
1e illustrates the percentage of students who 
completed developmental courses that earned a 
grade of “C” or better for three consecutive fall 
semesters.  
 
Figure 1e 

Student Success in Developmental Courses 

Course 
Fall 
2001 

Fall 
2002 

Fall 
2003 

Intro. to College Writing 90% 72% 78% 

Intro. to College Reading 90% 66% 73% 

Pre Algebra 83% 68% 82% 

 
Our objective for developmental courses is that 
students will build the necessary foundational 
skills to achieve success in their transfer-level 
college coursework.  Figure 1f shows the 
percentage of students who, after completion of 
developmental writing and mathematics with a 
grade of “C” or better, were successful in the 
subsequent courses English Composition I and 
Introductory Algebra, respectively.  Data are 
shown for three consecutive spring semesters.  
(Spring semesters are used because most 
students who complete developmental courses 
during fall semester enroll in subsequent 
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courses the spring semester immediately 
following.) 
 
Figure 1f 

Developmental  Student Subsequent Course 
Success 

Subsequent Course 
Spring 
2002 

Spring 
2003 

Spring 
2004 

English Composition I  98% 79% 80% 

Introductory Algebra 53% 77% 78% 

 
Introductory Algebra (MMTH 120) and 
Intermediate Algebra (MMTH 121) are additional 
courses that are of particular concern regarding 
student success.  Intermediate Algebra is a 
required course in our transfer degree programs 
for students who did not complete a minimum of 
two years of high school algebra, or one year of 
high school algebra and one year of geometry 
(we are currently in the process of changing this 
requirement).  We have monitored D, F, W 
grade rates for these courses for many years.  
D, F, W rates for Introductory and Intermediate 
Algebra courses for a five-year period from 
1998-99 through 2002-03 were 32.7percent and 
30.2 percent, respectively.   
 
Results for student success in our new learning 
community courses will be measured and 
compared with results from traditional courses in 
the future.  
 
Results for our key occupational programs 
identified in 1C3, Law Enforcement and Nursing, 
are shown in the following two figures:  
Percentages indicate successful student 
completion of the respective licensure exam 
(e.g., Law Enforcement Licensing Exam and 
National Council Licensure Examination for 
Nursing for the past three years, respectively).    
 
Figure 1g 

Law Enforcement Program Outcomes -

Percent Success on State Exam
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Figure 1h shows the percentage of our nursing 
program graduates that were successful on the 

state nursing boards for Licensed Practical 
Nurse and Registered Nurse licensure for the 
same time frame. 
 
Figure 1h 

Nursing Program Outcomes

Percent Success on State Exam
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NOCTI Job Ready Occupational Competency 
Tests consist of both written and performance 
tests.  NOCTI is given in all occupational 
programs except for nursing, law enforcement, 
corrections, computer network services, and 
banking and finance.  Figure 1i shows the 
percentage of our students that scored above 
the national average for all NOCTI testing for the 
past three years.  
 
Figure 1i 

Overall NOCTI Results

Percent Scoring Above the National Average

0

50

100

Written 88.1 71 79.4

Performance 85.7 87.1 80.6

2001-02 2002-03 2003-04

 
 
Yet another means used to assess occupational 
program graduates’ knowledge and skill is 
feedback from employers on occupational 
program advisory committees.   
 
As mentioned above, our arts and sciences 
faculty conduct individual course assessments 
using a variety of assessment methods and 
criteria.  An example of an outcomes 
assessment model with the results for all 
sections of General Psychology for Spring 2002-
03 is shown in Figure 1j.   
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Figure 1j 

General Psychology (SPSY 161) Course 
Assessment 

Method:  Pre and Post Test 

Criterion 1:  80% of the students will improve 
between pre and post tests. 
Criterion 2:  70% of the students will score 70 or 
higher on the post test. 

• Number of students completing pre and post 
tests:  26 

• Students improving between pre and post 
tests: 73% 

• Students scoring 70 or higher on post test:  
74% 

 
Faculty that assess course outcomes through 
the use of a post test alone typically use a single 
criterion similar to Criterion 2 in Figure 1j. 
 
1R3 Results for Processes Associated with 
Helping Students Learn Processes that are 
associated with student learning would include 
the various support services offered by the 
different departments on campus and strategies 
employed to foster students success in specific 
courses.   
 
Our STaRS program (Support, Tutoring and 
Resource Services) provides peer, professional, 
and group tutoring for college courses under the 
guidelines of the Carl Perkins Grant.  Services 
for students with special needs are also 
provided.  The program assesses its efficacy 
through the use of Perkins Core Indicators which 
include course completion and GPA, program 
completion within two years, job placement, 
employment retention, and data on students that 
enroll and/or complete programs that are non-
traditional for their gender.  These indicators 
enable a comparison of our results with the state 
average and/or state expected level for these 
variables.  Student outcomes as evidenced by 
course completion and program completion data 
are of particular significance for evaluating 
student learning.  Figure 1k shows these results 
for STaRS students for the past three academic 
years.  
 
Figure 1k 

STaRS Program Results –  
Selected Carl Perkins Core Indicators 

Measure 
2000-
01 

2001-
02 

2002-
03 

Academic course 
completion rate. 

 
84.3% 

 
80.8% 

 
81.7% 

Occupational course 
completion rate. 

 
90.7% 

 
91.4% 

 
87.5% 

Occupational 
students who entered 
in Fall 1999 and 
completed program 
within two years. 

 
 
20.4% 

 
 
12.5% 

 
 
32.4% 

 
In comparison to the state average completion 
rates for the three measures shown in the above 
figure, our students were 3.1, 5.1, and 5.1 
percent above state averages for the three years 
in aggregate, respectively.   
 
The STaRS program serves both transfer and 
occupational students.  Figure 1l shows the 
number of occupational and transfer program 
students using the STaRS program for the past 
three academic years.  Satisfaction data is 
provided for the STaRS program in Category 
Three, Figure 3j. 
 
Figure 1l 

Students Receiving STaRS 

Services for 3 Years

0

100

200

Occupational

Transfer 

Occupational 111 115 121

Transfer 33 43 33

2001/2002 2002/2003 2003/2004

 
 
The Learning and Testing Center also provides 
support services including instructional software, 
tutorial DVDs, and tutorial and course-related 
videotapes. In addition, the Center provides 
supplemental instruction and walk-in help labs 
for both developmental and other courses that 
have proven to be exceptionally challenging for 
students.  Developmental courses, including 
Introduction to College Writing, Introduction to 
College Reading, Pre Algebra, Introductory Al-
gebra, and Intermediate Algebra, are supported 
through software and drop-in help labs or ses-
sions.   Introduction to Chemistry, and most 
recently, Anatomy and Physiology I are sup-
ported using supplemental instruction.  In 
addition, the Center provides makeup test proc-
toring services for all WSCC courses and course 
testing for developmental and other courses.  
Course test proctoring includes proctoring all 
tests for math courses including Pre Algebra, 
Introductory and Intermediate Algebra, and 
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others.  Rationale for providing this service is 
that removing testing from these courses allows 
more time for instruction, a flexible testing 
schedule for students (students have a week or 
more to complete a given test and can work with 
a tutor or supportive software in the Center and 
test when ready), opportunities for retakes, and 
more time to complete tests, thereby providing 
relief from test anxiety.  Results for student 
usage in terms of the number of students using 
the Center’s services are shown in Figure 1m 
below for three consecutive fall semesters 
(testing services does not include ASSET or 
CLEP testing, also accomplished in the Center).  
Satisfaction data for the Center is shown in 
Category Three, Figure 3i.   
 
Figure 1m 

Number of Student Uses of LTC Services 

Service  
Fall 
2001 

Fall 
2002 

Fall 
2003 

Learning Lab  4530 5130 4780 

Testing Services 2025 1889 1694 

 
Results related to D, F, W grades have helped 
establish supplemental instruction components 
to Introduction to Chemistry for spring semester 
2003-04 and Anatomy & Physiology I for fall 
semester 2004-05.   
 
As a result of our continued efforts to provide 
students with the latest computer and computer-
related technology, we have a large number of 
computers available for student use in open labs 
and in the classroom.  Many courses and 
programs have instructional PC labs with 
computer workstations for all students enrolled 
in that course or program.  Figure 1n below 
provides an overview of campus computer 
technology available to students. 
 
Figure 1n 

Campus Technology for Students and 
Instruction 

Resource Area 
N of 
PCs 

Technical Center Open Lab* 27 

Learning Center Lab* 20 

Library*  8 

Accounting Lab 28 

Academic Instructional Lab 30 

CAD Lab 20 

CIS Lab 1 16 

CIS Lab 2 17 

Office Information Systems Lab 16 

Physics Lab 10 

Music Lab 9 

Network Services Lab 14 

 
Resource areas marked with an asterisk (*) are 
open to students and other stakeholders during 
normal hours of operation.  Other areas are 
designated for specific courses, but students 
may access computers with faculty permission.  
In addition to standard black and white laser 
printers, other peripherals like color printers and 
scanners are also available for student use.  
 
Additionally, our Technical Preparation Partner-
ship has resulted in shared technology 
resources on campus in the form of a graphic 
arts classroom with 18 Macintosh workstations, 
CIS lab with 20 PCs, and Travel and Tourism 
Lab with 18 PCs.  These resources are available 
to our faculty and students when K-12 courses 
are not scheduled.    
 
Each year we upgrade standard classrooms into 
smart classrooms by adding a networked 
computer workstation with Internet capability, 
projectors, and sound systems.  Approximately 
75 percent of our campus classrooms have 
been upgraded. Our faculty rely heavily on 
Microsoft PowerPoint for presenting lecture 
material and utilize the Internet and specific 
software programs to supplement lecture 
material.  Our physics and one of our two 
biology classrooms have PC technology that 
students use during course labs.  Our account-
ing classroom is a fully functional computer 
laboratory with a PC available for each student 
enrolled in accounting courses, and our music 
program has a PC MIDI lab and recording 
studio.    
 
1R4 Comparing Results with Other Higher 
Education Institutions and Organizations  We 
are currently sharing comparative information on 
NCLEX test pass rates for our nursing program 
graduates through our Dashboard program and 
collaborative Gateway to CQI (Continuous 
Quality Improvement) project that includes a 
group of seven Michigan community colleges.  
Additionally, we compare our NCLEX results 
with state and national data.  Comparative 
results are shown in Figure 1O for our registered 
nursing program.  Our college is the number one 
bar in the following two graphs:  
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Figure 1o 

NCLEX Pass Rates of First Time Testers - 

RN Program 7 Small Colleges
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Figure 1p shows comparative results for our 
licensed practical nursing program. 
 
Figure 1p 

NCLEX Pass Rates of First Time Testers - 

LPN Program 5 Small Colleges
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In the near future, we will be adding additional 
program and student success data to this 
collaborative effort.   
 
1I1 Improving Current Processes and 
Systems for Helping Students Learn and 
Develop   Improving our processes for helping 
students learn and develop is accomplished 
through the work of the Student Success Team, 
At-Risk Student Team, and Academic Excel-
lence Team.  The latter team was instrumental 
in developing learning communities and is 
currently working toward our becoming a 
learning-centered college. 
 
1I2 Setting Targets, Current Improvement 
Priorities and Methods, and Communicating 
Results to the College Community We set 
targets for improvement within campus teams 
and divisions.   Recent improvement efforts in-
clude the following: 

• Expanding Blackboard Use (feedback from 
students regarding Blackboard has encour-

aged faculty to use this system to enhance 
their face-to-face classes). 

• At-Risk Student Definition (developed a 
working definition by which to identify at-risk 
students). 

• Open Entry, Open Exit Delivery System (for 
electronics will serve the training needs of 
local business and industry and fill the gap 
since our electronics degree program was 
discontinued due to low enrollment).   

• ESL Software added to Learning Center (ex-
panded the capability of the Center to help 
our small but slowly increasing number of 
ESL students in lieu of formal ESL courses). 

• Reading Improvement Course Content 
Change - (changed the course content to 
focus on teaching students how to read 
college textbooks). 

• Supplemental Instruction (added SI for Intro-
duction to Chemistry courses and Anatomy 
and Physiology I courses). 

• Fundamentals of English Labs Content 
Change  (increased writing assignments and 
interaction between students and lab faculty 
to improve student performance and suc-
cess in developmental English). 

• Cadaver Lab (added a cadaver lab for 
anatomy and physiology courses to improve 
instruction, learning, and course transfer-
ability). 

• New Music Lab and Recording Studio (a 
nine station music lab with MIDI keyboards 
and Sibelius software for the arrangement, 
composition, and transcription of music and 
a state-of-the-art recording studio). 

• Graphic Arts Classroom (a shared resource 
resulting from our Technical Preparation 
Partnership through which college graphics 
arts courses are offered). 

 
Our current improvement efforts for the 2004-05 
academic year include the following: 

• Learning Communities (course pairings are 
English Composition I and Interpersonal 
Communication for fall and English Compo-
sition II and American Government for 
spring). 

• Learner-Centered Classroom (increase our 
focus in this area in addition to developing 
learning communities). 

• Supplemental Instruction (expand to include 
Microbiology). 

• New Nursing Technology (the addition of 
SimMan, a human simulator designed to 
enhance patient-care instruction). 
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• Course Scheduling Changes (changes 
designed to help students get the class they 
need). 

• STaRS Moved and Expanded (new tutoring 
center with ample room for tutoring and 
other forms of student support). 

• Mathematics Course Contact Hours 
Increased (adding an additional instructional 
contact hour for high-risk mathematics 
courses including Pre Algebra, Introductory 
Algebra, and Intermediate Algebra). 

• New Developmental Math Faculty Position 
(this position was created and filled for fall 
semester 2004.  This individual will 
coordinate for developmental mathematics 
and specialize in the teaching of develop-
mental math). 

• Developmental Course Names Changed 
(changing the names of Fundamentals of 
English, Reading Improvement, and Basic 
Mathematics to Introduction to College 
Writing, Introduction to College Reading, 
and Pre Algebra to create a more collegiate 
image for these courses). 

• Advising Forms for A.A. and A.S. Degree 
Changes (adding competency section to 
forms that list developmental courses and 
make them seem part of a student’s college 
program and not additional requirements). 

• Implementation of a New Advising Model 
(the MAC program includes mentoring, 
advising, and counseling components with 
coordination of student services advising 
and counseling with the new faculty men-
toring component). 

• Assessment Changes (add writing sample 
option in lieu of the current decision zone 
score range of ASSET). 

• SAL (Student Assessment of Learning 
instrument that replaced the very dated 
classroom evaluation instrument beginning 
fall semester 2004. SAL will enable better 
assessment of teaching and learning from 
the perspective of the student). 

• Course Testing Changes (Anatomy & 
Physiology, Microbiology, and Introduction 
to Chemistry course testing will be moved to 
the Learning and Testing Center to provide 
more instructional time in the courses and a 
flexible testing schedule for students). 

• Testing Center Expansion (expand LTC’s 
testing capacity to meet the increased 
demand for testing services). 

 

Our future improvement priorities pertaining to 
helping students learn for 2005-06 include the 
following: 

• Develop Hybrid Courses (combine on-line 
and traditional course delivery methods). 

• Full-Year Schedule (a full-year schedule, 
summer, fall, and spring will enable students 
to plan their programs more effectively). 

• Student Learning Center (this new facility 
will be centrally located on campus and will 
house the Learning and Testing Center, 
STaRS program, Library, Student Services 
and other areas and will provide a centrally 
located, one-stop student learning support 
area). 

• Developmental Reading and Writing Contact 
Hours Increase (as with Pre Algebra, 
increase Introduction to College Reading 
and Introduction to College Writing to four 
credits to increase instructional time in 
courses).  

• Math Competency Requirement (we will add 
a mathematics competency requirement for 
certificate and degree programs that lack a 
required math course which will include 
either coursework or competency testing). 

• Minimum Math Competency Requirement 
for Associate of Arts and Associate of 
Science Degrees (replace the high school 
math requirement of two years of high 
school algebra or one year of high school 
algebra and one year of geometry with 
successful completion of Intermediate 
Algebra or attainment of specific scores on 
ACT or ASSET Intermediate Algebra 
assessment). 

• Supplemental Instruction (continue to 
expand this program to improve student 
success in historically challenging courses). 

• Bachelor’s in Social Work Program (we are 
currently working with Ferris State University 
to offer a BSW degree on our campus). 

 
Improvements are communicated through 
campus teams, semester kick-off events, spring 
semester in-service events, departmental and 
divisional meetings, the campus intranet, the 
Shoreline campus newsletter, and through local 
community newspapers. 
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AQIP Category Two 
Accomplishing Other Distinctive Objectives 
2C1 Other Distinctive Objectives Our mission 
statement includes six elements (see Figure 
Ob).  The first two relate to Category One 
(Helping Students Learn); elements three 
through six are the other distinctive institutional 
objectives to which we are committed.  These 
are outlined in Figure 2a.   
 
Figure 2a 

Mission Elements:  
Our Distinctive Institutional Objectives 

West Shore Community College, through 
visionary and principled leadership and team 
empowerment, pursues excellence by: 
3. Supporting diversity and heightened global 

awareness through special programs and 
ongoing academic instruction. 

4. Creating open and direct avenues through 
which emerging technology is made 
accessible and effective. 

5. Providing cultural and social opportunities for 
community enrichment through cultural arts, 
recreational activities, and lifelong learning. 

6. Participating actively in its district’s economic 
development, anticipating workforce needs of 
business and industry. 

 
2C2 Alignment of Distinctive Objectives with 
Vision, Mission, and Core Values   Our other 
distinctive objectives are not only aligned with 
our mission but they are part of it.  They embody 
the very framework within which we work to 
move our college toward our vision.   Alignment 
with the second element in our vision (Figure 
Oa), “serving our entire community,” is the very 
embodiment of what each of the four distinctive 
objectives in our mission are meant to 
accomplish.  Furthermore, our third core value, 
“community—by celebrating diversity, 
inclusiveness, collaboration and service,” aligns 
most strongly with our other distinctive 
objectives (Figure Oc).    
 
To help accomplish our distinctive objectives, we 
created a team structure with a Strategic 
Planning Team (SPT) at its core.  The SPT 
created our Strategic Plan which includes 15 
strategic goals that correlate with elements in 
our mission statement.  The SPT assigns goals 
to campus teams, and those teams are 
responsible for the development of strategies 
and action plans through which strategic goals 
can be accomplished.  Our strategic goals that 

pertain to other distinctive objectives, their team 
assignments, and the mission elements they are 
intended to address appear in Figure 2b.  A 
complete list of our strategic goals appears in 
Figure Oe.  Our Strategic Planning Team is 
responsible for ensuring alignment between our 
strategic goals and our college mission, vision, 
and core values.  Additionally, during fall 
semester 2004 our board of trustees added six 
board goals to our list of strategic goals.  These 
goals are also related to our mission but are the 
responsibility of our board of trustees.   
 
Figure 2b 

Strategic Goal Assignment to Campus Teams 
and Linkage to Mission Elements 

Strategic Goals 
Campus 
Team 

Responsibility 

Targeted 
Distinctive 
Objective 

Strategic Goal 3   
Provide leadership 
to create, develop, 
and strengthen the 
college’s human 
resources both 
internally and 
externally. 

College and 
Community 

Service Team 
5 

Strategic Goal 4  
Safeguard, utilize, 
and maximize our 
natural resources 
by practicing 
environmental 
stewardship.  

Green Team 3 

Strategic Goal 7 
Promote 
awareness and 
respect for diverse 
perspectives.  

Cultural 
Awareness 

Team 
3 

Strategic Goal 9 
Improve 
stakeholder 
assessment, data 
gathering, and data 
dissemination 
processes. 

Institutional 
Effectiveness 

Team 
3, 4, 5, 6 

Strategic Goal 12  
Provide leadership 
to advance 
technology in our 
region. 

Infrastructure 
and 

Resources 
Team 

 

4 
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Strategic Goal 13 
Continuously 
update facilities, 
infrastructure, and 
technology to 
support college 
needs. 

Infrastructure 
and 

Resources 
Team 4 

Strategic Goal 15 
Actively pursue 
multilevel 
collaboration for 
funding, innovation, 
and resource 
sharing. 

Strategic 
Planning 
Team 

3, 4, 6 

 
Our board of trustees recently established six 
board goals of which the following two pertain to 
our other distinctive objectives:   
• Encourage, develop, and strengthen 

partnerships and other community 
relationships (Objective 5). 

• Promote economic development (Objective 
6). 

 
The Institutional Effectiveness Team’s goals in 
Figure 2b constitute two of our three current 
AQIP Action Projects that fall within this 
category.  These projects are Institutional 
Climate Study and Improving Stakeholder 
Assessment, Data Gathering, and Data 
Dissemination Processes.  Our third Action 
Project, Improving the Success of At-Risk 
Students, is the responsibility of the Student 
Success Team and is directly related to 
Category One. 
 
Hence, our strategic goals are developed based 
on our other distinctive objectives as set forth in 
our mission statement and because these goals 
are based on our mission they align with our 
other foundational documents, our vision and 
institutional core values.  The SPT’s assignment 
of Strategic Goals to all campus teams ensures 
that all teams are in alignment and are moving 
the college toward accomplishing its mission 
and vision (see Category Six for more 
information on the campus team structure). 
 
Of course, divisions, the various service area 
directors and managers, and other 
administrators and staff are also responsible for 
accomplishing other distinctive objectives.  For 
example, our Director of Cultural Arts is directly 
responsible for accomplishing the “cultural arts” 
part of mission element five in Figure 2a.  Each 
year our three vice presidents are required to 

submit detailed reports on the accomplishments 
of their respective divisions and to relate them to 
specific parts of our vision and mission.  Cultural 
Arts program accomplishments would be 
included in the Vice President of Academic 
Services report and in like fashion the activities 
of other individuals that direct programs or 
manage service areas or offices would be 
included in the reports from their divisions.  
Divisional reports are included in our annual 
Team Planning Manual.  
 
2C3 How Our Other Distinctive Objectives 
Complement Helping Students Learn Our 
other objectives complement helping students 
learn in a variety of ways.  Some examples 
would include:   
• Our mission states that we provide 

opportunities for community enrichment 
through recreational activities.  Our 
Recreation Center, besides its programming 
for use by community stakeholders, also 
provides facilities for physical conditioning 
and fitness and wellness courses which are 
components of our police certification 
program.  Our new partnership with the 
YMCA, beginning fall 2004, will increase our 
recreation, health and fitness offerings. 

• Our mission calls for supporting diversity 
and global awareness through special 
programs.  Cultural arts and cultural 
awareness events are open to the public, 
but many instructors build the events into 
their syllabi and require their students to 
attend. 

• Emerging technology is made available to 
community stakeholders, but faculty use it in 
the instructional process, and students 
utilize it to complete their course and 
program requirements. 

• Participating actively in our district’s 
economic development and anticipating 
workforce needs results in improved 
occupational programs and courses.  Our 
new Director of Workforce Development, 
beginning January 2005, will help to 
coordinate a special federal appropriation of 
$400,000 for workforce training and 
development and two $88,000 state 
Regional Skills Alliance (RSA) grants 
designed to fund health care training 
through our partnerships in a 12 county 
alliance to our south and an 11 county 
alliance to our north.    
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Additionally, each strategic goal operationalizes 
specific objectives within our mission.  Team 
actions pursuant to accomplishing mission 
objectives improve student learning, courses, 
and educational programs.   For example, the 
strategic goal assigned to the Green Team 
relates to “heightened global awareness,” an 
objective of our mission.  The Green Team’s 
promotion of environmental stewardship is 
intended to impact all college stakeholders from 
local business and industry to students in our 
natural science courses.   
 
Divisions and support areas and offices also 
collaborate to enhance student learning as they 
pursue the fulfillment of our college mission.  
Our Wellness Center’s collaboration with our 
police certification program to offer physical 
training for students is a good example.  In 
addition, our campus bookstore works to provide 
students with economical books and other 
supplies.  Our facilities maintenance staff help 
students experiencing automobile-related 
problems in campus parking lots including 
unlocking cars with keys left inside and jump 
starting vehicles with dead batteries.   
 
2P1 Determining Other Distinctive Objectives  
Our college mission statement was written by a 
cross-section of our college community after a 
change in leadership during 1998-99.  As 
previously mentioned, strategic goals are 
determined by our Strategic Planning Team.  All 
other campus teams report to the SPT, which is 
comprised mainly of senior leadership and team 
chairs from each campus team. Looking into the 
college’s future, the Strategic Planning Team 
discusses ideas that arise within the team or are 
forwarded by other teams.  The SPT reviews 
and discusses each idea to ensure alignment 
with our objectives as stated in our mission and 
with our vision and core values.  It is through this 
process that strategic goals are established.  
Additionally, the college president may facilitate 
a “dream session” with the SPT.  The focus of 
these brainstorming sessions is to generate 
ideas that will improve the college.  Final 
approval of strategic goals rests with our board 
of trustees.   
 
2P2 Communicating Expectations for 
Distinctive Objectives  The president  
communicates expectations in writing to each 
team at the beginning of the fall semester.  This 
communication is in the form of a memorandum 
that provides a formal evaluation of team 

progress over the previous year and provides 
focus and direction for each team through a 
team charge.   Copies of the president’s 
communications with teams are included in our 
Team Planning Manual.   Further, the president 
meets with team chairs and reviews mid-year 
team reports, providing input on team progress 
during fall semester and on team activities 
planned for the upcoming spring semester.   
 
As an example of how teams address goals, our 
College and Community Service Team has one 
strategic goal.  This team has developed the 
following four strategies through which to 
achieve this goal:  
1. To celebrate employee service and 

recognition. 
2. To facilitate a match between community 

needs for service and college (human) 
resources and to encourage community 
service by WSCC employees. 

3. To develop and implement a college 
mentoring program for new employees. 

4. To develop and implement a community 
volunteer program at the college (to bring 
community to campus). 

 
The team addresses the strategies by 
developing a series of steps through which each 
may be accomplished.  For example, the steps 
outlined to accomplish strategy 2 include: 
• Create a volunteer resource guide for 

employees. 
• Survey campus employees. 
• Hold a college-wide employee/student event 

in partnership with the Green Team. 
• Hold both on- and off-campus seminars, the 

latter will take the campus to the community. 
• Develop a Speakers Bureau comprised of 

college employees with expertise in specific 
areas. 

 
The president communicates expectations for 
distinctive objectives to division vice presidents 
through the President’s Leadership Team.  
Communication within this team is on-going with 
weekly meetings throughout the academic year.  
 
2P3 Determining Faculty and Staff Needs 
Related to Distinctive Objectives  In 
addressing strategic goals, teams identify 
divisions, service areas, offices, and/or specific 
college staff that possess the expertise to 
contribute to the accomplishment of a particular 
goal.  Selected individuals are invited to team 
meetings to be informed as to how they may 
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help, or team members may present at divisional 
meetings to enlist the needed help.  Other 
necessary non-personnel related resources (i.e., 
funding, technology, etc.) are determined by the 
campus team and are obtained through the 
appropriate procedure.   
 
2P4 Assessing Progress on Institutional 
Goals  Team progress on strategic goals is 
assessed through two annual team reports.  
Each campus team submits a mid-year and 
year-end report to the Strategic Planning Team, 
which assesses progress and forwards the 
reports to the President’s Leadership Team.  
During 2003-04 the SPT chair compiled all team 
reports into one report for the board of trustees.  
For 2004-05 the president assigned specific 
charges to each team and will evaluate team 
progress toward accomplishing these charges 
along with progress toward accomplishing team 
goals.  He will discuss his mid-year team 
progress evaluation in meetings with individual 
team chairs.  Team chairs also present their 
mid-year report at the mid-year kickoff event in 
January.  Finally, team chairs present annual 
team reports to the board of trustees in May.  
Again, the president assesses team progress 
and responds to each team in writing.  This 
response is included in the annual Team 
Planning Manual.  The SPT and/or president 
may modify current strategic goals based on 
team report information.   
 
Additionally, progress towards institutional goals 
by divisions that is documented in the annual 
divisional reports is assessed by the president 
and is presented to the board of trustees.  

 
2P5 Measuring Institutional Goal 
Accomplishment  Progress toward strategic 
goal accomplishment is measured primarily 
through evaluation of annual divisional reports 
and team mid-year and year-end reports.   
Annual divisional reports cite specific 
accomplishments and relate them to specific 
elements of our vision and mission.  For 
example, under mission element 6 (Figure 2a) 
our Academic Services Division cited five 
accomplishments, one of which was: “we held a 
workshop on Lean Manufacturing for area 
businesses.” 
 
Teams typically develop strategies and steps or 
action items to be completed as they work 
toward accomplishing goals.  The 
accomplishment of these steps or items 
demonstrates progress toward goal completion.   
For example, strategic goal 7, assigned to our 
Cultural Awareness Team, is very broad.  This 
team has outlined five strategies through which 
to achieve this goal.  Some strategies, like 
increasing the quantity of cultural arts events, 
are more measurable than others like exploring 
opportunities for increased student and faculty 
travel and study.  Progress, both quantitative 
and non-quantitative, is documented in team 
reports.    
 
2R1 Results for Goal Accomplishment  
Selected results for accomplishing strategic 
goals related to “other distinctive objectives” are 
provided in Figure 2c. 

 
Figure 2c 

Selected Results for Strategic Goal Accomplishment 
Fall 2003 through Fall 2004 

Strategic Goal: Accomplishments: 
Goal 3 – Provide leadership to create, develop and 
strengthen the college’s human resources both 
internally and externally. 

• The College and Community Service Team 
revised its previous goal and developed 
new strategies during fall semester 2004.  
The team will begin working toward this 
goal beginning spring semester 2005. 

Goal 4 – Safeguard, utilize, and maximize our natural 
resources by practicing environmental stewardship.* 

• Applied for an EPA Environmental 
Education Grant to fund upcoming projects. 

• Held an information forum on designing 
and planting Rain Gardens in collaboration 
with local Master Gardener’s organization 
members. 

Goal 7 – Promote awareness and respect for diverse 
perspectives. 

• Held nine events and two exhibits for 2003-
04. 
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• Finalized fall 2004 global awareness series 
on small islands around the world. 

• Events are now videotaped and may be 
distributed via streaming format from the 
cultural awareness campus website. 

• Library has set up a collection of books on 
small island nations. 

Goal 8 – Measure, assess, and improve a campus-
wide, positive institutional climate. 

• Completed our third year of our institutional 
climate action project (see Category 4). 

Goal 9 – Improve stakeholder assessment, data 
gathering, and data dissemination processes. 

• Implementation of our Electronic 
Dashboard system. 

• Hired a Director of Institutional Research 
fall 2004. 

Goal 10 – Complete all the requirements for 
accreditation under the AQIP model for the North 
Central Association. 

• Completed action projects annual updates.  
• Working on Systems Portfolio. 

Goal 11 – Maintain operating and capital funding. • Updated fee schedule for use of campus 
facilities. 

• Increased tuition and fees based on state 
funding cuts and instability. 

• Assessed capital budget requests more 
fully. 

Goal 12 – Provide leadership to advance technology in 
our region. 

• Progress on Link Michigan Project to bring 
high speed Internet access to our five 
county area. 

Goal 13 – Continuously update facilities, infrastructure, 
and technology to support college needs. 

• Increased number of smart classrooms. 
• Added technology to Manistee County 

Center. 
• Added new computers (65), and printers 

(28), and campus software upgrades. 
• Reviewed and revised campus technology 

plan in collaboration with Tech Prep staff. 
• Updated Facilities Master Plan and 

completed the State Capital Outlay 
Request for the new Student Learning 
Center and received approval by the board 
of trustees.   

• Added technical support staff (fall 2004).  
Goal 15 – Actively pursue multilevel collaboration for 
funding, innovation, and research sharing. 

• This goal is currently being revised to 
reflect the Strategic Planning Team’s 
function as the visionary campus team that 
serves as a clearinghouse for the 
dissemination of information to all campus 
teams and the core team responsible for 
ensuring alignment between our strategic 
goals and our college vision, mission, and 
core values. 

Goal 16 – Monitor college finances, budgets and 
facilities.** 

• 2004 college audit successful. 

Goal 17 – Encourage, develop, and strengthen 
partnerships and other community relationships.** 

• Partnered with YMCA.  
• Added new educational programming in 

Graphics Communication through our 
Technical Preparation Partnership 

Goal 18 – Monitor and encourage assessment and • Hired a Director of Institutional Research. 
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evaluation.** • Monitored institutional climate assessment 
and evaluation. 

Goal 19 – Promote economic development.** • Hired a Director of Workforce 
Development. 

• Held a regional (three county) economic 
development forum on campus fall 2004. 

Goal 20 – Undertake board development.** • Added a fall semester board retreat. 
• Added continuing education for board 

members. 
Goal 21 – Strengthen relationship with foundation.** • Held a joint board of trustees and college 

foundation board meeting fall 2004. 
*Goal 4 is a new goal for a new team that was formed during spring semester 2004. 
**Goals 16 – 21 are board of trustee goals that were developed and added to the list of strategic goals at 
the mid-point of fall semester 2004. 
 
The annual vice president divisional reports 
include results listed under each mission 
objective.    Results are too lengthy to report in 
their entirety for all objectives for each of our 
three major administrative divisions.  However, 
examples of results from two administrative 
divisions for 2003-04 that pertain to the mission 
objective, “participating actively in its district’s 
economic development, anticipating and 
meeting workforce needs of business and 
industry,” included the following for the 
Academic Services Division:      
• College staff participated in area economic 

and workforce development boards on a 
local and regional basis.   

• The college will be offering the 
Fundamentals of Entrepreneurship course 
this spring. 

• The college held a workshop on Lean 
Manufacturing for area businesses. 

• This spring we will be working with Tech 
Prep to expand the Career Fair. 

• The college is working with Memorial 
Medical Center on ways to increase the 
number of nursing graduates. 

 
Results cited under the same mission objective 
in the Student Services division’s annual report 
for 2003-04 are as follows: 
• Advised students on local and state 

workforce needs. 
• Participated in Memorial Medical Center’s 

scholarship process. 
• Provided student work-study employment 

options with elementary schools and 
service-area agencies. 

• Promoted employment and educational 
options available to students. 

• Assisted with Job Fair. 

• Worked with the Curriculum Team on the 
enhancement and/or development of 
programs that meet business/industry 
needs. 

 
Results for our Cultural Arts Program, which is 
within our Academic Services Division, are 
reported by the director of that program.  Figure 
3c shows overall public attendance numbers for 
the past four years.   
 
Figure 3c 

Cultural Arts Program Attendance 
2000-01 2001-02 2002-03 2003-04 
8,556 7,190 7,099 6,235 

 
Results for campus auxiliary service areas like 
food service, bookstore, human resources, etc., 
are included in the Vice President of 
Administrative Services’ annual report (see 
Category Six). 
 
2R2 Comparing Results with Other Colleges 
Many of our strategic goals pertain specifically to 
our college, which makes comparisons with 
other colleges unfeasible.  However, there are 
two major projects currently under development 
that will allow comparisons in several areas.  
One of them deals with strategic level measures; 
the other deals with program level measures.  
The first is our Gateway to CQI project, currently 
under development, which has five college-wide 
strategic measures that can be compared to 
other colleges.  Two of these measures will 
enable us to compare results for expenditure per 
student (for services other than direct 
instruction) and return on investment (the 
amount of revenue generated by an instructional 
program in a given fiscal year equated to dollar 
of cost for the program in the same fiscal year).  
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Comparisons will be with six similar community 
colleges all involved in this project.  These 
results pertain to strategic goals 11 and 16. 
 
The second is the Electronic Dashboard project 
that is designed to provide information to our 
campus community on program success through 
both operational and performance measures.  
Performance measures include student 
satisfaction, alumni satisfaction, graduates 
passing state certification exams, and Perkins 
indicators that provide data on student transfer 
and employment upon graduation.  Operational 
measures include total enrollment, credit hours 
generated, contact hours generated, hours 
attempted, hours earned, average GPA, grades 
earned, additional Perkins measures, and the 
ratio of full-time to part-time faculty.  Work has 
already begun on sharing and comparing 
several of the measures with our Gateway to 
CQI group.      
 
2R3 Strengthening Our College and its 
Stakeholder Relationships by our Results 
Both team and divisional results are reviewed by 
the president and the board of trustees to 
ensure that progress is being made toward 
fulfilling our mission and moving toward our 
vision.  Employing these results, the president 
makes improvements to the campus team 
system each year and responds to each team’s 
report in writing, through attending team 
meetings, or meets with team chairs to provide 
goal clarification and/or direction.  Evaluation of 
annual team reports by the president includes a 
team charge that is included in the Team 
Planning Manual for the upcoming academic 
year.  The president responds to divisional 
reports by providing direct feedback and 
direction to vice presidents at President’s 
Leadership Team meetings.  Team reports and 
vice president reports combined show overall 
progress toward completing our objectives 
outlined in our mission.  Our college mission is 
the foundational document that provides 
direction for the college to achieve its vision.  
Linking all strategic goals and all divisional 
accomplishments to our mission ensures 
continuous improvement in our relationship with 
our community and service area and 
demonstrates that we are truly “driven by a 
passion for: serving our entire community…”    
 
2I1 Improving Systems and Processes for 
Institutional Goal Accomplishment Our 
processes for strategic goal accomplishment 

reside in our campus team system, and we work 
to improve this system continuously.  The 
president and each team continue to refine team 
goals each year by mutually reviewing progress 
toward achieving our vision.  Our Team Planning 
Manual, discussed elsewhere in this category, is 
intended to improve our processes for strategic 
goal accomplishment.  The team system itself 
has also seen recent modifications including a 
reconfiguration of the team structure to reduce 
the overall number of teams and ensure less 
responsibility overlap.  In addition, team member 
tenure has been extended to ensure that teams 
do not experience lags in progress due to the 
influx of a large number of new members each 
year who require significant time to become 
acclimated to the team.   
 
Future improvements for strategic planning are 
now being discussed.  Such improvements may 
include revising our entire strategic planning 
process and include the identification of core 
strategic goals, from our long list of strategic 
goals, with priority given to goals that most 
closely align with our vision of assuring student 
success and serving our entire community.  
Please refer to 8I2 for additional information on 
possible strategic planning revisions. 
 
2I2 Setting Targets for Institutional Goals, 
Current Improvement Targets, and 
Communicating Results and Improvement 
Priorities Each campus team is responsible for 
setting targets that will move the college toward 
strategic goal accomplishment in a clear and 
demonstrable way.  As mentioned previously, 
the Strategic Planning Team and the President’s 
Leadership Team monitors team progress by 
reviewing team mid-year and year-end reports. 
Team reports cite team progress toward 
strategic goal accomplishment.  It is at this point 
that the SPT or PLT may revise goals or indicate 
to a campus team that a different approach is 
necessary to complete the goal in question. 
 
Current improvements for our team system and 
processes for 2004-05 include: 
• developing a team planning manual that 

contains the college vision, mission, core 
values, list of team membership, the 
president’s assessment of the previous 
year’s team accomplishments, and charges 
to teams for the upcoming year;  

• requiring team chairs to email team ideas, 
strategies, successes, and failures to the 
campus community to seek its input; 
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• charging teams with benchmarking results;  
• reviewing team mid-year reports and 

suggesting improvements through a meeting 
between the president and team chairs;  and 

• including board of trustees goals in our list of 
strategic goals.   

 
In addition, for 2004-05, the president has asked 
each team to be able to answer the following 
two questions that pertain to developing 
strategies and making progress toward strategic 
goal completion: 

1. How will this move us toward your 
specific long-term goal and ultimately, 
toward our vision? 

2. How will we know? 
 
The first question deals with whether a strategy 
is properly aligned with the strategic plan and 
the vision.  The second question deals with 
measurement and accountability. 
 
Improvement targets for our strategic goals that 
pertain to accomplishing other distinctive 
objectives are listed under the respective team 
or campus entity to which they are assigned 
below.  Strategic goal identification numbers 
appear in parentheses (see Figure 2c).  
 
College and Community Service Team 

• Manage and improve the process for 
selecting recipients for the various college 
faculty and staff excellence awards; develop 
a strategy to give year-round recognition to 
college faculty and staff; to facilitate a match 
between community needs for service and 
college human resources; to encourage 
community service by WSCC employees; to 
develop a college mentoring program for 
new employees; and to develop and 
implement a community volunteer program 
at the college (3). 

 
Green Team 

• Develop rain gardens on campus to filter 
runoff prior to entering the Lincoln River 
watershed; establish a no-mow zone around 
the campus pond to protect plant species 
and filter parking lot run off; develop a 
campus environmental plan; and host an on- 
campus alternative energy forum for college 
and community stakeholders (4). 

 
Cultural Awareness Team 

• Develop an evaluation to be used after each 
cultural awareness event; and develop a 

baseline global awareness and diversity 
awareness survey for campus use; gather 
information from faculty who have made a 
cultural awareness event a class 
assignment regarding how the event was 
used to further class objectives (7). 

 
Institutional Effectiveness Team 

• Revise institutional climate survey to 
incorporate faculty/staff improvement 
suggestions (8). 

• Complete the Electronic Dashboard and 
Gateway to CQI Projects (9). 

• Complete and submit AQIP Systems 
Portfolio (10). 

 
Infrastructure and Resources Team 

• Add an additional T-1 line to speed up 
Internet access through Qwest, a new 
provider (12). 

• Work with the Green Team to incorporate 
the campus environmental plan into the 
campus master plan and develop green 
standards for buildings; develop a floor plan 
for the structure and construction of a 
possible new campus building to expand our 
Tech Prep Partnership to include the Mason 
Lake ISD’s automotive program; complete a 
remodeling project of the Recreation 
Center’s lower level working within our 
YMCA partnership to expand the Wellness 
Center; and complete a testing room 
addition on the Learning and Testing Center 
(13). 

 
Strategic Planning Team 

• Goal is currently under revision (15).   
 
Board of Trustees 

• Develop strategies for millage renewal (16). 
• Establish a long-term partnership with 

Manistee ISD for the Manistee Center; 
enhance Technical Preparation Partnership 
on campus through construction of a new 
shared facility to offer a K-12 automotive 
technology program on campus (17). 
Hosted a dinner and presentation for 150 
area business and government leaders 
regarding the benefits of establishing a 
regional (three county) EDC office on our 
campus (19). 

• Establish a regular joint board of trustees 
and college foundation board meeting (21). 
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Divisional targets for improvement are set 
through the President’s Leadership Team.  
Improvements for specific programs, like our 
Cultural Arts Program, STaRS, and the Learning 
and Testing Center, are set by program 
managers and directors.  Such improvements 
may be included in divisional reports and/or 
campus team reports.    
 
Communication of results and improvement 
priorities is accomplished through the campus 
intranet, through the campus employee 
newsletter, through local newspapers, through 
presentations by team chairs at fall kickoff 
breakfasts, through board of trustee meetings, 
through board meeting reports, and through 
periodic emails by team chairs to the entire 
campus community. 
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AQIP Category Three 
Understanding Students’ and other 

Stakeholders’ Needs 

3C1/3C2 Grouping and Differentiating 
Students and other Stakeholders and 
Meeting their Expectations and 
Requirements  Our Systems Portfolio Overview 
provided some general information on our 
students and other stakeholder groups.  Beyond 
that, the table below (Figure 3a) provides more 
specific information on how we categorize 
students and other stakeholders for the 

purposes of providing services and/or tracking 
the various student and stakeholder groupings.   
 
In addition to prospective, new, and returning 
students, we also focus on non-returning 
students to learn why these students elected to 
leave college prior to completing their 
educational programs.   
 
Beyond the more general groups, we also target 
specific groups of students for services, success 
strategies, or further research.  Included in these

 
Figure 3a 

Our Students and Stakeholder Categories and Respective Expectations and Requirements 

Prospective Students New Students Returning Students 

• Accurate and timely 
information 

• Ease of access to staff 
• Effective orientation and 

advising 
• Access to assessment 

sessions 
• Ease of application process 

• Quality academic advising 
• Available career planning 

resources 
• Assistance with the use of 

technology 
• Learning support services 
• Recreational activities 
• Faculty and staff assistance 
• Safe and secure campus 
• Class availability 
• Ease of registration 
• Financial aid availability 
• Excellent instruction 

• Quality technology resources 
• Assistance with job 

placement 
• Class availability 
• Variety of modes of course 

instruction delivery 
• Learning support services 
• Recreational activities 
• Faculty and staff assistance 
• Financial aid availability 
• Excellent instruction 
• Safe and secure campus 

High Schools Transfer Universities Parents 

• Collaboration 
• Accurate and timely 

information 
• Ease of access to staff 
• Availability of resources 

• Collaboration 
• Access to prospective 

students 
• Quality student preparation 

for junior and senior level 
coursework 

 

• Affordable education 
• Safe and secure environment 
• Student success 
• Learning support services 
• Career planning resources 
• Availability of financial aid 

Employers Business, Industry, and 
Individual  Supporters 

Community at Large 

• Collaboration 
• Availability of training and re-

training opportunities 
• Skilled occupational 

graduates 
• Instructional effectiveness 

• Recognition of support 
• On-going communications 

from college 
• Positive institutional image in 

community 

• Recreational opportunities 
• Cultural arts opportunities 
• Other enrichment 

opportunities 
• Positive institutional image 

 
subcategories would be: 
 
• at-risk students, who require learning 

support services; 
• special needs students, who require special 

services due to a physical or learning 
disability; and 

 

 
• students enrolled in on-line courses, who 

require access to technology and technology 
support.   

 
Additional groups that we identify and collect 
information on include alumni, reverse transfer 
students, FTIAC (first time in any college) 
students, non-traditional students, male versus 
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female students, student groups derived through 
the application of specific demographic criteria, 
and groups of students based on race and 
ethnicity.  Information gathering  
on all student groups enables us to anticipate 
student needs and to respond accordingly with 
programs and services.  
 
3P1 Identifying and Responding to the 
Changing Needs of our Student Groups  We 
identify student needs and requirements through 
the use of surveys, focus groups, class 
evaluations; through individual contact with 
students; and through other information we 
collect during the assessment and registration 
process  (Figure 3b).   
   
Figure 3b 

Students’ Needs Information Sources 

• D, F, W grade reports (all courses) 
• Student success rates in developmental 

courses 
• Developmental student success rates in 

courses subsequent to developmental 
courses 

• Advising survey 
• Developmental course survey 
• On-line course student survey 
• Learning support services surveys 
• Student focus groups (topics vary depending 

on perceived student needs) 
• Course assessment reports (NOCTI) 
• Assessment score reports 
• Reports from transfer institutions 
• Educational Planning Form (ASSET) 
• Non-returning student survey 
• Faces of the Future Survey (ACT) 
• Student Satisfaction Survey (Gateway to 

Continuous Quality Improvement - CQI) 
 
Departments and teams analyze and discuss 
data from these information sources and work 
towards “assuring student success,” part of our 
college vision.  Regarding campus teams, our 
Student Success Team addresses student 
needs that impact student success.  Our At-Risk 
Student Team, a long-standing ad hoc team, 
works specifically to meet the needs of 
developmental, special needs, and our at-risk 
student population (our campus team structure 
is more fully described in Category Five).  Our 
definition of at-risk students is:  “Students that 
have certain characteristics that negatively 
impact their educational goal attainment.  These 
characteristics may be academic, physical, 

economic, and/or personal.” The specific criteria 
we employ to identify this group of students are 
set forth in Figure 3c.   
 
Figure 3c 

At-Risk Student Criteria 
1. Students who score below the cut-off for 

entry in college-level courses on the ASSET 
Skills Inventory or ACT. 

2. Students who are enrolled in at least one 
developmental course.   

3. Students who have a cumulative grade point 
average below 2.0. 

4. Students who are academically at-risk of 
failing a course as identified by the 
instructor. 

5. Students who have failed, or are failing (as 
shown on the mid-term grade report), a 
course that is a general graduation 
requirement for which there are not course 
substitutions. 

6.  Students who have withdrawn from one-
third, or more, of their attempted courses. 

7. Students who meet the academically 
disadvantaged criteria for inclusion in the 
Support, Tutoring, and Resource Services 
(STaRS) program.  Students who meet the 
other criteria for STaRS will be considered 
at-risk when those factors (i.e., physical 
disabilities, language barriers, and 
socioeconomic factors) negatively impact 
educational goal attainment. 

 
Our current AQIP Action Project Improving 
Stakeholder Assessment, Data Gathering, and 
Data Dissemination Processes, that aligns with 
the category currently being addressed, will 
hopefully improve our efforts in the area of data 
collection, analysis, and responding to changing 
student needs. 
 
3P2 Building and Maintaining Relationships 
with Students  We strive to put students first in 
all we do because students are the reason we 
exist as an institution of higher learning.  We 
believe that we build and maintain relationships 
with students quite easily because of our small 
size; our classes are small, and students have 
easy access to faculty, who enjoy personal 
contact with students.  Administrators are also 
readily accessible to students not being 
insulated by layers of support staff as in larger 
colleges.  In fact, many administrators regularly 
teach classes.  This personal contact with 
students occurs at all levels at our college.  For 
example, our maintenance staff regularly helps 
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students with car problems in campus parking 
lots, jump-starting cars, and opening locked 
doors when keys are left inside.  Our Women’s 
Resource Center provides clothing, food, 
transportation assistance, and has purchased 
textbooks for students in need.   
 
In a more formal sense, our college teams invite 
student representation and host annual events 
like our Student Awards Program, Graduate 
Fair, Commencement Reception, Back to the 
Books Bash, and student club trips.  In addition, 
communications (email, web-based, campus 
newsletters, and newspaper) add to our sense 
of campus community.  Our Student Services 
staff also makes “How are you doing?” 
telephone calls to new students.  Lastly, our new 
mentoring program establishes connections 
between at-risk students and faculty and 
professional staff.    
 
Regarding prospective students, our 
relationship-building begins early in their K-12 
years.  We collaborate with area schools to offer 
the annual WSCC Quiz Bowl for high schools 
students, College for Kids (ages 9-13), cultural 
arts performances for grade school kids, career 
planning workshops, Career Fair, library 
presentations, and recreational activities for 
early elementary grades through high school.  
To highlight one of the above events, over 950 
area high school students met with professionals 
representing over 60 different careers as well as 
our faculty and staff during our fall semester 
2004-05 Career Fair.       
 
3P3 Identifying and Meeting the Changing 
Needs of Key Stakeholders  We use a mix of 
both formal and informal processes whereby we 
identify the changing needs of our non-student 
key stakeholders.  Presently, our Student 
Success Team is exploring ways to work with K-
12 math teachers from area schools to improve 
the math skills of incoming students.  Our 
Student Services counselors hold quarterly 
brunches with area school counselors, provide 
an annual brunch for admissions representatives 
from senior institutions, and attend quarterly 
meetings with senior institution admissions 
offices.   In addition, our president and/or Vice 
President of Student Services attends local 
school superintendent meetings. 
 
By using advisory committees for our 
occupational programs (described in Category 
One), we keep abreast of the changing needs of 

local business and industry.  At the state level, 
college administrators are involved with many 
organizations including MODAC, MCCA, 
MACRAO, MLAD, MCCDEC, MCBOA, MCCAO, 
MCCSSA, and others (described in Category 
Five).  The leadership we have provided for the 
Link Michigan Project (working to provide 
broadband Internet access to our area) has 
included holding community forums to gain 
input.  Other endeavors whereby we gain 
information on key stakeholders would include 
College Night and Financial Aid Night where 
prospective students and parents communicate 
with our Student Services staff.   
 
Informally we maintain close ties with community 
stakeholders through the presence of college 
staff on numerous boards, committees, task 
forces, and in area service clubs.  Regarding 
stakeholders in K-12 schools some faculty 
members maintain contact with their high school 
counterparts.     
 
Information gleaned from the myriad 
associations of college faculty and staff with our 
community, employers, K-12 schools, and senior 
colleges and universities is brought back to our 
teams where it is reviewed, and appropriate 
courses of action are taken. 
 
3P4 Building and Maintaining Stakeholder 
Relationships We build and maintain 
relationships with our stakeholders through: 
• our board of trustees, who are elected to 

represent the college’s constituents; 
• use of advisory committees in our 

occupational programs; 
• college staff membership on key area 

chambers of commerce, committees, 
economic and other task forces and 
consortia, service clubs, and other groups in 
our service area; 

• involvement of our faculty and staff with area 
K-12 school personnel and with senior 
transfer institutions; 

• developing on-campus community 
resources (we are currently working to 
create a single, three county-wide Economic 
Development Corporation office on 
campus); 

• mailings, newspaper articles, radio 
announcements, and web-based 
information; 

• forums and focus groups;  
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• events like College Night and Financial Aid 
Night; and 

• holding two board meetings each year at 
area high schools.  

 
3P5 Determining Whether to Address New 
Student and Stakeholder Groups within our 
Existing Offerings and Services  With the 
advent of distance learning via on-line courses, 
we responded by providing significant funding to 
faculty for the development of on-line courses, 
by providing training for faculty in on-line 
delivery systems, by creating a Distance 
Learning Review Team to review on-line course 
proposals, and by developing an Instructional 
Innovation Center where faculty could improve 
their technology skills.  Our on-line course 
offerings have expanded, and we now offer an 
Associate’s of Arts degree program with a 
concentration in Criminal Justice and a 
Certificate program in Banking and Finance 
totally on-line.  We are also members of the 
MCCVLC (Michigan Community College Virtual 
Learning Collaborative).   
 
Our Curriculum Team’s charge for the 2004-05 
year includes insuring our current program 
offerings are meeting the needs of students and 
assuring that new or modified programs will 
provide the content necessary for graduates to 
be successful in the work place or at the senior 
college or university upon transfer.  This team’s 
plan will be forthcoming after this document is 
submitted.  Additionally, our new Director of 
Workforce Development will be developing 
processes through which to assess the needs of 
local business and industry in the months 
ahead.  Needs that cannot be met within our 
existing programs will be addressed through 
new programs or custom training. 
   
3P6 Collecting, Analyzing, and Acting on 
Complaint Information Our formal methods of 
gleaning complaint information are through: 
• due process policy (Student Affairs 

Committee); 
• written appeals; 
• course evaluations; 
• graduate survey; and 
• various student surveys (student service 

areas frequently conduct surveys to 
ascertain student satisfaction with services 
provided). 

 

Our informal mechanisms for collecting 
complaint information are threefold and include: 
• an open-door policy with program directors, 

vice presidents, and college president; 
• student complaints to faculty and staff; 
• community complaints, verbal or written; and 
• campus technology help desk. 
 
Students voice complaints on course 
evaluations, surveys, through the grade appeal 
process, and by letters and emails.  Students 
may also make complaints directly to college 
administration including the president.  More 
informally, students express complaints to 
counselors, faculty, and staff.  Again, our small 
size gives students much greater access to 
faculty and staff, which creates more open 
communication within our campus community.  
Faculty and staff refer students with complaints 
to the appropriate administrative office.  
Students receive a response usually within two 
days, even though the issue may not be rectified 
immediately.  Regarding technology complaints, 
our technology help desk addresses technology 
issues and typically responds within 24 hours.  
Campus teams also analyze and address 
student complaints and select courses of action 
deemed as appropriate.   
 
Complaint information is not formally collected 
for non-student stakeholder groups.  Typically, 
complaints from these groups are made 
informally through offices, departments, or 
directly to college staff.  In addition, all 
stakeholders have the opportunity to provide 
input at our monthly board meetings.  
Complaints are forwarded to the appropriate 
campus team or department, which analyzes the 
information and seeks an appropriate response. 
 
3P7 Determining Student and Other 
Stakeholder Satisfaction We use a variety of 
tools to gather information on student and other 
stakeholder satisfaction as shown in Figure 3d 
below.  Information gleaned from the methods 
listed in Figure 3d are analyzed by the division, 
office, or specific team that collects the 
information.  (Results from studies conducted at 
the divisional level reach the team structure 
formally through a presentation to a team, or 
informally through employee team participation.) 
 
Campus teams examine and further analyze the 
information and develop action plans as 
appropriate.  Recommendations from campus  
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Figure 3d

 
Student and Stakeholder Satisfaction Information Collected 

Method Frequency Description 
Graduate and 
Employment Survey 

Annually To determine student satisfaction and/or employment 
upon graduation. 

Non-returning Student 
Survey 

Every other year To discover why students have left college and if they 
have met their educational goals. 

On-line Course Student 
Survey 

All semesters Determine student satisfaction with course, faculty, 
instructional materials, and technology. 

Gateway to CQI Student 
Satisfaction Survey 

Annually To assess student satisfaction on instruction, registration 
and class scheduling, academic advising, and campus 
technology. 

Learning Support 
Service Surveys 

Annually Determine student satisfaction with support services in 
STaRS and Learning and Testing Center services 

Developmental Course 
Surveys 

Annually Determine student satisfaction with developmental 
writing, reading, mathematics courses, and course 
placement via assessment program. 

Advisory Committee 
Meetings 

Annually To determine stakeholder satisfaction.  

Team Surveys As needed As the need arises in various teams (i.e., Advising 
Survey). 

Course Withdrawal Form Each course 
withdrawal 

Student states reason(s) for course withdrawal. 

Course Evaluations All Semesters Determine student satisfaction with course, faculty, and 
instructional materials. 

Miscellaneous Surveys As needed Surveys administered by departments and service areas.    

teams that are received by the Strategic 
Planning Team may be added to our strategic 
goals.   
 
Additionally, the ACT Faces of the Future survey 
was conducted late fall semester 2004.  This 
survey has many items that will help us to 
determine student and stakeholder satisfaction.  
When results from this survey become available 
they will complement results from our 
collaborative Gateway to CQI project.   
 
In addition, other non-survey based indicators of 
student and other stakeholder satisfaction would 
include: 
• attendance at the annual college 

foundation’s Director’s Circle Gala event; 
• College foundation donations and support; 
• increasing the number of students in our 

dual enrollment program; 
• feedback from counselors at our counselor 

brunches; 
• feedback from transfer institutions at our 

annual brunch;  
• feedback from employers directly or as part 

of advisory teams for specific occupational 
programs; and 

• student enrollment and retention statistics. 
 
3R1 Our Results for Student Satisfaction 
We collect and analyze results within our 
divisions and teams; but at the present, we do 
not formally aggregate data to gain a holistic 
view of student satisfaction across the 
institution.  However, because of our team 
structure, results do reach the appropriate team 
meetings where courses of action are planned.   
 
Results from our graduate and employment 
survey include responses to the following 
satisfaction question:  “Were you satisfied with 
your education and/or training?”   Surveys are 
administered to graduates and other students 
that completed various training programs.  Data 
is available for each program we offer, however, 
Figure 3e provides aggregate data for all 
programs showing the percentage of students 
responding “yes” to the satisfaction question 
above.   
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Figure 3e 

WSCC Graduate Satisfaction 
Academic Year  “Yes” Responses 

2000-01 86% 
2001-02 92% 
2002-03 99% 

 
Respondents answering “no” on the satisfaction 
question were 2, 1, and 0 percent for the three 
years, respectively.  The remainder of the 
responses fell in the “no answer” category.   
 
Additionally, our SAL (Student Assessment of 
Learning) instrument, new for fall semester 
2004, includes a general student course 
satisfaction question that will give us information 
on student satisfaction with the courses that are 
assessed with this instrument. 
 
We have assessed the quality of our on-line 
courses through the use of two separate surveys 
since 2001-02.  The latest survey includes a 
question on the overall quality of each course 
that gives a measurement of student 
satisfaction.  Figure 3g shows the findings for 
the 2003-04 academic year by semester for this 
particular survey question. 
 
Figure 3g 

On-Line Course Student Survey 
How would you rate the 
quality of your on-line 
course? 

Fall 
Semester 

Spring 
Semester 

High 63% 55% 
Medium 31% 37% 
Low 6% 8% 
 
Our Gateway to CQI Student Satisfaction 
Survey that was developed in collaboration with 
6 other community colleges contains 11 items 
and is probably our best measure of overall 
student satisfaction.  Students indicate both 
level of importance and level of satisfaction by 
assigning a numerical value to each statement.  
Responses range on a scale of 1 to 7, from 
“extremely” important or satisfied to “not at all” 
important or satisfied.  Data in the form of 
weighted averages for each survey item is 
summarized in Figure 3h for spring semester 
2004. 
 
 
 
 
 

Figure 3h 

Student Satisfaction Survey – Spring Semester 
2004 

Statement: Importance Satisfaction 
1. The quality of 
classroom 
instruction at this 
college is excellent. 

1.7 2.3 

2. Instructors here 
are knowledgeable 
in their fields. 

1.5 1.8 

3. This college offers 
a good variety of 
courses. 

2.0 2.7 

4. Classes are 
available at 
convenient times. 

2.1 2.8 

5. I am able to 
register for classes 
with few schedule 
conflicts. 

1.9 2.6 

6. Program 
requirements are 
clear and 
understandable. 

1.9 2.5 

7. I am able to 
experience 
intellectual growth 
here. 

1.8 2.3 

8. I feel secure and 
safe on campus. 

1.6 1.7 

9. Instructors are fair 
and unbiased. 

1.7 2.4 

10. Academic 
advising is easily 
accessible. 

2.1 2.6 

11. The access to 
technology meets 
my needs. 

1.9 2.3 

 
Until 2002-03 a student orientation survey was 
conducted each semester.  That survey was 
discontinued because of the implementation of a 
new student orientation and advising model in 
the fall of 2003.   That model included students 
completing an on-line orientation module and 
attending a group advising session.  The 
advising part of the program was refined further 
for fall semester 2003 during which students 
were given the option of attending group 
advising or meeting individually with an advisor.  
For fall semester 2004, we shifted to individual 
advising.  In addition, also during fall semester 
2004, we piloted a mentoring program for at-risk 
students in two developmental course sections, 
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writing and pre algebra.  This program will be 
expanded for spring semester of 2005 to include 
all students placing in at least one 
developmental course.  The creation of our new 
MAC (Mentoring, Advising, and Counseling) 
program marks the completion of our Student 
Success Team’s goal of developing a new 
advising model that will help assure student 
success.     
 
Results for learning support services include 
surveys administered by the Learning and 
Testing Center (LTC) and the STaRS program.   
The LTC survey is administered every fall 
semester and has two Likert scaled items that 
are intended to provide student satisfaction data.  
Figure 3i provides percentages of students 
agreeing with the questions for two years.  It is 
satisfying to note that there were no “disagree” 
responses to either of these statements for the 
two years presented.      
 
Figure 3i 

Learning & Testing Center Survey Satisfaction 
Items 
Statement: 2002 2003 
The services of the LTC have 
helped me meet the 
requirements of my college 
classes. 

96% 94% 

 The services of the LTC help to 
enrich my college experience. 

100% 77% 

 
Other surveys are administered in the LTC as 
needed.  During spring semester 2004, a testing 
survey was conducted to assess the Center’s 
testing room environment.  The Center has seen 
significant growth in this area and was 
concerned about the small size of the room 
negatively impacting student success on tests.  
About 29 percent of the students responding to 
the survey disagreed with the statement:  In 
general, the Testing Room is a comfortable 
testing environment.  Category One 
improvements include our planned expansion of 
our testing facility.   
 
Satisfaction data for the STaRS program include 
a number of measures that are part of the 
annual STaRS Program Student Satisfaction 
Survey.  Using Likert scaling, students are 
asked to reveal their level of satisfaction with the 
program’s services in the following areas: 

• overall effectiveness; 
• counseling services; 

• tutoring services; and  
• educational and planning services. 

 
Figure 3j shows the percentage of students that 
indicated satisfaction (i.e., very satisfied, 
satisfied, or somewhat satisfied responses) on 
the survey.     
 
Figure 3j 

STaRS Program Student Satisfaction Survey 
Survey Item: 2002-

03 
2003-04 

Counseling Services 100% 100% 
Tutoring Services 100% 99% 
Educational 
Development And 
Planning Services 

100% 100% 

Overall Program  100% 100% 
 
In addition, students indicated if they received 
help with the completion of their coursework and 
if program services influenced their continued 
enrollment.  Aggregating the data for the two 
academic years, 94 percent and 84 percent of 
the students responded “yes” in these two 
areas, respectively.  The STaRS survey also 
asks open-ended questions as a way to get 
student input and suggestions on how the 
program may be improved. 
 
Results for student satisfaction in developmental 
courses are gained through a developmental 
course survey that is conducted at the end of 
every other fall semester.  The intent of the 
survey is to learn how students perceive the 
accuracy of placement via our assessment 
program and the efficacy of our developmental 
courses to remedy deficiencies and to prepare 
them for subsequent coursework.  We assess 
data for each developmental course separately.  
Figure 3k shows the results in terms of the 
percentage of students agreeing with three of 
the survey statements that relate to placement 
and course satisfaction for all developmental 
courses in aggregate for two fall semesters, 
2000 and 2002.  
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Figure 3k 

DEV Course Survey Results - % Agree, 
2000/2002 

DEV Course Q3 Q4 Q8 
Writing 60/45 90/85 87/84 
Reading 55/95 88/90 80/82 
Basic Math 37/67 87/94 83/78 
Q3. The ASSET test placed me in the correct 
course. 
Q4.  This course helped me improve my skills. 
Q8.  This course will help me be successful in 
other college courses. 
 
The above data reveal that students believe that 
the developmental courses help them.  
However, with regard to course placement via 
assessment testing, the lower figures reveal 
dissatisfaction with our mandatory placement 
policy that requires students to take courses that 
do not count towards graduation or transfer to 
senior institutions.  Student comments on the 
surveys clearly reveal this is the case. 
 
Surveys are also administered through teams to 
identify student opinions and needs on various 
topics. One such survey was administered 
during spring semester of 2001 by the Student 
Success Team. This student survey elicited 
student opinions on registration, advising, class 
scheduling, course offerings, and academic 
quality, among other items.  Survey data 
revealed the need for improvements in course 
scheduling, and a task force was created to 
address this issue.  The Student Success Team 
also conducted a student advising survey during 
2002-03 that was the catalyst for the 
development of our new Mentoring, Advising 
and Counseling (MAC) program that we are 
currently piloting.   
 
Other information is collected through our 
course withdrawal form, which contains two 
items that pertain to student satisfaction.  The 
form asks students to indicate why they are 
withdrawing from a course from a list of 13 
possible reasons.  Because the withdrawal form 
elicits multiple responses from students as to 
why they are withdrawing from a particular 

course,  the numbers in figure 3l represent the 
percent of the total of all responses and not the 
percentage of students indicating dissatisfaction 
as their only reason for withdrawal.  The two 
items pertaining to student satisfaction on the 
withdrawal form are presented for three years in 
Figure 3l.   
 
Figure 3l 

Percent of Responses Expressing 
Dissatisfaction  

on Course Withdrawal Form 
Reason 2001-

02 
2002-
03 

2003-
04 

Dissatisfied with 
instruction. 

6.2% 5.7% 6.9% 

Dissatisfied with 
course content. 

3.2% 3.9% 4.0% 

 
Immediately prior to the beginning of each 
semester, student services counselors and 
admissions personnel compile a list of degree-
seeking, non-returning students who have not 
registered for the upcoming semester.  Each 
student is contacted by phone and reminded 
that the registration period is drawing to a close 
and asked why s/he has not registered.  
Information collected is discussed at Student 
Service Division team meetings and concerns 
may be forwarded to the Student Success 
Team.   
 
Additionally, our WSCC Graduate and 
Employment Survey gives student satisfaction 
results for both transfer and A.A.A.S. graduates.  
Results are in Category 6, Figures 6f and 6g. 
 
Our methodology for evaluating courses 
appears in Figure 3m below.  We use an 
Individual/Moving Range Control Chart to plot 
the overall averages from the student course 
evaluations using upper and lower control limits 
that are set at three standard deviations from the 
mean.  Points outside these limits are clear 
indications that the variation is outside the 
normal range of variation expected within the 
system.  This type of chart is used to identify 
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Figure 3m 

Fall 2003 Student Class Evaluation Results 
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when students perceive a significant problem 
with a particular course or instructor.  For 
example, point 18 on the control chart in Figure 
3m singled out a specific part-time faculty 
member that had some specific issues that 
needed to be addressed.   
 
Additionally, we collect information on the 
number of students graduating each year.  
Results for the past four years, presented in 
Figure 3n, show an increase in the number of 
graduates each year.   
 
Figure 3n 

Number of Graduates – Past Four Years 
Academic 

Year 
Number of Graduates 

2000-01 101 
2001-02 114 
2002-03 115 
2003-04 137 

 
We have also experienced an increase in the 
number of students participating in our 
commencement ceremony over the past three 
years (Figure 3o).  Recent improvements that 
may account for the increase would include a 
revision of the information sent to students about 
commencement and the addition of the Grad 
Fair in 2002-03.  The fair is a preliminary 
celebration where graduates receive their cap 
and gown along with a small gift from the college 
and are served lunch.  The event is attended by 
representatives from the Student Senate, the 
Alumni Association, STaRS, and other campus 
offices. Recent improvements to the actual 
commencement ceremony itself include 
establishing the tradition of bagpipers leading 
the processional and recessional.  
 

Figure 3o 

Number of Graduates Participating in 
Graduation Commencement –  Past Three 

Years 
May 2002 82 
May 2003 99 
May 2004 122 
 
Results for student satisfaction with our 
Manistee Center, our satellite campus which 
serves the northern part of our college district 
that was founded in November of 2001, were 
collected during the spring semester of 2003-04 
through a survey administered to students 
enrolled in courses at the Center.  The survey 
elicited responses on course scheduling, course 
offerings, degree programs, technology, and 
services students would like to have available at 
the Center.  In addition, there were questions on 
the survey that relate to overall student 
satisfaction with the Center.  Findings for these 
survey items are provided in Figure 3p.  
 
Figure 3p 

Manistee County Center – Student Satisfaction 
Percent of students indicating they 
would be “very likely” to complete a 
transfer degree (A.A.) if all courses 
were offered at the Center. 

 
 

83% 

Percent of students indicating they 
were “somewhat satisfied” or “very 
satisfied” with the classroom facilities 
at the Center. 

 
92% 

 
In summary, we use a variety of means to 
assess student satisfaction but do not presently, 
as mentioned above, aggregate all of the above 
data to develop a student satisfaction index 
across the institution.   Instead we primarily rely 
on our Gateway to CQI Student Satisfaction 
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Survey to provide an overall perspective student 
satisfaction.    
 
3R2 Our Results for Relationship Building 
with Students Our results include student 
retention or continuance and data on student 
transfer rates.  Student retention is measured 
from spring to fall semester for degree seeking 
students and all students, unduplicated.  Figure 
3q shows retention rates for these groups for the 
past five years in terms of the percentage of 
students that enrolled during the spring 
semester that also enrolled during the following 
fall semester.  At this time, graduates are not 
factored out of the data.   The five-year average 
retention rates for this period for degree-seeking 
versus all students were 64 percent and 57 
percent, respectively.      
 
Figure 3q 

Spring to Fall Retention Rates  

1999 - 2003
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3R3/3R4 Our Results for Stakeholder 
Satisfaction and Stakeholder Relationship 
Building Our results for relationship building 
through our college foundation’s Dinner Theater 
Gala fundraising event pertain to relationship 
building with community leaders.  This event has 
averaged 150 attendees each year over the four 
years since the program’s creation.  The gala is 
the primary vehicle for recruiting new Director’s 
Circle members who donate a minimum of $500 
for membership.  Membership in the Director’s 
Circle has increased by 24 percent between 
years 2003-04 and 2004-05 and now stands at 
65 members. Funds are targeted at our cultural 
arts program.   
 
Our results for non-student stakeholder 
satisfaction with our educational programs come 
through occupational education advisory 
committees and employer feedback.  For 
example, our Police Certification and our 
Corrections program collects stakeholder 
information through advisory committee 

meetings between our Director of Criminal 
Justice and representatives from local police 
agencies.  The director does not administer 
satisfaction surveys but does poll the 
representatives regularly, both in writing and in 
person, to assure that graduates of the program 
are meeting the needs of employers.  
Recommendations made are incorporated when 
possible.  The representatives also act as 
interviewers in the selection process in which 
students are accepted into the law enforcement 
program. 
 
Our results for stakeholder satisfaction with 
various campus facilities and services that serve 
both internal and external stakeholder groups 
include our Wellness Center and Food Services 
areas.  Our Wellness Center, which provides 
circuit training and other health and fitness 
services, conducted a user survey during spring 
semester 2004 that asked for stakeholder input 
on a variety of center-related topics.  Data were 
broken down by both gender and duration of 
membership.  The survey used standard Likert 
scaling ranging from a response of 1 (strongly 
disagree) to 5 (strongly agree).  Average 
responses for the statements for male and 
female stakeholder groups regardless of 
membership duration are shown in Figure 3r.  In 
addition, open-ended questions were also 
included in the survey.   
 
Figure 3r 

Wellness Center Survey 
Spring Semester 2003-04 

Survey Item Male Female 
Convenient hours 4.70 4.33 
Convenient check in/out 4.92 4.83 
Quality orientation session 4.88 4.82 
Clean center 4.95 4.86 
Positive Atmosphere 4.96 4.91 
Well-maintained 
equipment 

4.85 4.81 

Friendly and helpful staff 4.98 4.94 
Knowledgeable staff 4.96 4.94 
 
Results for our campus food service’s “Simply 
Catered” operation which provides catering 
services for both internal and external 
stakeholder groups using campus facilities for 
various events are shown in Figure 3s.  
Beginning spring semester 2004, a “Comment 
Card” was used to collect stakeholder 
satisfaction information from both stakeholder 
groups with respondents rating their experience 
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in 6 satisfaction categories on a 1 (poor) to 5 
(awesome) scale.  The categories included staff 
friendliness, food quality, service, room layout, 
timeliness, and overall experience.  Summary 
results for overall experience for both internal 
and external stakeholder groups are shown as 
averages.   
 
Figure 3s 

Stakeholder Rating of Simply Catered 
Spring 2003-04 through Summer 2004-05 

Item Internal External 
Overall Experience 4.75 4.67 
 
3R5 Comparing Our Results with Outside 
Organizations  Our Gateway to CQI project, 
when fully developed, will enable us to compare 
a number of operational measures with 
participating community colleges including 
student satisfaction and student continuance.    
 
3I1 Improving Processes and Systems for 
Understanding Students’ and Stakeholders’ 
Needs Our main mechanism for improving our 
ability to understand the needs of students and 
stakeholders is our campus teams.  This is done 
informally, for the most part.  Our broad campus 
representation on our teams and our 
encouragement of all faculty, staff, and 
administrators to openly communicate ideas and 
concerns leads to improvements.  Our team 
structure, as described in Category Five, has a 
core team (i.e., Strategic Planning) to which all 
other teams report.  Issues that are raised on 
regular campus teams that are deemed 
significant flow by the way of team 
representatives to the Strategic Planning Team 
and on to the President’s Leadership Team.   
 
Additionally, we hired a Director of Institutional 
Development during late fall semester 2004.  
This position is critical to our improvement 
efforts and to understanding students’ and 
stakeholders’ needs.  The chief task of this 
individual is to determine what assessment 
information is currently being collected and 
where it is currently being stored, how the 
information is being used to effectively improve 
the institution, and how to reduce/eliminate 
duplication of data. In addition, we will be 
working on ways to improve the dissemination of 
data; making it more available and useful to 
college employees and others who may need it.    
We have been collecting data from various 
sources for many years. Survey information is 
often duplicated, underused, unused, or not 

properly collected. For both external mandatory 
assessment needs as well as internal needs, we 
must manage the assessment, collection, and 
analysis processes better to effectively make 
improvements.  Our Director of Institutional 
Research will work closely with our team 
system, particularly our Strategic Planning 
Team, to meet our research and data needs.   
 
3I2 Targeting Improvements, Improvement 
Priorities, and Communication of Results 
We set targets for improvement through our 
team system and through individual 
departments.  Current priorities for 
improvements become strategic goals that will 
be addressed in the specific teams to which they 
are assigned.  We communicate our current 
results throughout the team structure.  We 
accomplish this through posting and/or emailing 
team minutes to the campus community, 
through team presentations at semester kick-off 
events, through our campus newsletter, through 
monthly board meetings, through our Quality 
Institute, through our electronic Dashboard 
project, through local newspapers, and through 
our Annual Report to the Community that is 
available on-line and mailed to approximately 
3,000 residents in our college district.   
 
Recent improvements in the campus food 
services area include remodeling the Campus 
Café and adding a large, plasma TV, club-style 
seating, and computer stations.  This new 
Internet café look should be attractive to our 
student population.  Wellness Center 
improvements include the planned purchase of 
additional cardiovascular equipment in 
collaboration with the YMCA and expansion of 
the Wellness Center.  Other improvement 
priorities include our MAC (Mentoring, Advising, 
and Counseling) program that will be expanding 
during spring semester 2005, and our shift to an 
annual class schedule. 
 
We recognize the need for the college to 
develop a more formal approach to 
understanding student and stakeholder needs.  
The need to formalize processes and systems 
has been identified and, effective in 2004-05, the 
college is addressing this need through various 
team charges.  Also during spring semester 
2005, the college will develop a needs survey to 
be administered to area businesses and 
industries.  Our new Director of Workforce 
Development will take a leadership role in this 
endeavor.   
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AQIP Category Four 
Valuing People 

4C1 Organizing People to Focus on Student 
Learning  Our college vision of assuring student 
success and our mission of delivering 
educational services with student learning as our 
highest priority set the stage for the organization 
of our work environment to maximize student 
learning and development.  In addition, our 
Leadership Essence calls for advocacy for 
students by college leaders for “they are the 
reason we exist” (Systems Portfolio Overview, 
Figure 0d).  Hence, our commitment to students, 
learning, and student success is firmly grounded 
in our foundational documents.  The application 
of these ideals begins in our team structure and 
specifically within our Strategic Planning Team.  
This core team, to which all campus teams 
report, has established the goals of creating 
“substantive learning-centered change in all 
student settings” and the “continued 
improvement of student success on the campus 
of WSCC.”  These strategic goals are under the 
direct ownership of our Academic Excellence 
and Student Success Teams, respectively, and 
each team is actively seeking ways to 
operationalize its goals.  
 
We have established our first learning 
community through our Academic Excellence 
Team for fall semester 2004.  This team has 
also recommended a mathematics competency 
requirement for students completing programs 
that lack a math course requirement.  Also, as a 
result of this team’s efforts, our developmental 
math courses (Pre Algebra through Intermediate 
Algebra) have been increased from three to four 
semester hours also starting fall semester 2004.   
We hope that this will improve student success 
in these challenging courses.  Additionally, we 
added a new full-time mathematics faculty 
position for fall semester 2004.  This person’s 
focus is on developmental mathematics and 
improving the success of the many students who 
are deficient in developmental math skills.  Our 
Student Success Team, among other projects, 
has been working on a new advising model that 
includes a mentoring component that is currently 
being piloted in two developmental course 
sections for fall semester 2004.  Hence, our 
teams play the major part in advancing and 
strengthening student learning and development 
at our college.         
 
We organize our work environment to take  

maximum advantage of available technology.  
We do so to increase productivity of all 
employees and to foster student learning.  For 
example, our Instructional Innovation Center 
provides state-of-the-art computer hardware and 
software for faculty and staff to use to enhance 
instruction and to develop creative technology 
solutions that support learning.  In addition, 75 
percent of our campus classrooms are “smart 
classrooms” that have computer, projection, and 
audio technology available.  Still other 
classrooms like our accounting lab, physics lab, 
CAD lab, and music lab are equipped with 
computer workstations for student use to 
complete class experiments, conduct Internet 
research, or to use specific software that 
supports instruction in that course.        
 
Our support services are organized within two 
administrative divisions: Student Services and 
Academic Services.  Staff from the Academic 
Services Division, including the Director of 
Special Populations and Services, the Director 
of Instructional Support, the faculty who teach 
developmental courses, and the chair of our 
Communications Division who coordinates our 
developmental education program, work with 
Student Services Division counselors and 
advisors to meet the needs of at-risk students.  
Many of these individuals are members of our 
At-Risk Student Team and larger Student 
Success Team.  
 
Finally, our faculty/student ratio provides 
students with increased faculty availability in our 
courses.  Our ratio of students per course 
section is lower than the state average (14.8 
versus 17.5 in 2002-03).   
 
4C2 Key Factors that Determine Work 
Environment and Job Classification 
Variables  We are a small and rural college.  
These two factors create a challenge in 
attracting a sizeable pool of high-quality 
applicants for faculty and administrative 
positions.  Often we must post a position 
vacancy multiple times in order to find a quality 
applicant.  With part-time faculty vacancies, it is 
often difficult to find individuals with in-discipline 
master’s degrees to teach liberal arts and 
sciences courses.  This results in the hiring of 
baccalaureate degreed part-time faculty in 
liberal arts and sciences divisions.  We have 
nearly 70 part-time faculty and approximately a 
dozen part-time support staff.  Our part-time 
faculty do allow us the flexibility to offer new 
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programs and courses that we would otherwise 
be unable to offer via full-time faculty teaching 
whose loads are comprised of normal college 
course and program offerings.  Our reliance on 
part-time employees is minimal, especially in our 
Educational Support Personnel (ESP) group, 
when compared to other colleges.  It is 
interesting to note that many of our current full-
time ESP positions began as part-time positions 
that were expanded due to a demonstrated 
need.   
 
4C3 Future Workforce Needs, How We 
Prepare  We do not look at demographic trends 
nor formally analyze future workforce needs at 
this time.  However, we are in the process of 
hiring a Director of Workforce Development who 
will work with business and industry to identify 
educational and training needs and will work 
with our Curriculum Team and instructional 
divisions to offer new courses and programs.  
Our Curriculum Team’s charge for the 2004-05 
year includes insuring our current program 
offerings are meeting the needs of students and 
assuring that new or modified programs will 
provide the content necessary for graduates to 
be successful in the workplace or at the senior 
college or university on transfer.  Its plan will be 
forthcoming after this document is submitted.    
 
4C4 Key Training Initiatives for Faculty, Staff, 
and Administrators Our Quality Institute 
provides training in leadership, training in the 
application of quality principles, and training in 
other areas that promote quality and improve 
our campus culture.  The Institutional Climate 
Survey is used to identify areas that need 
improvement, and our Institutional Effectiveness 
Team plans improvement activities.  For 
example, as a result of findings through our 
climate survey, we have recently improved our 
employee performance review process.  The 
Quality Institute has provided training to all 
campus administrators and educational support 
staff on our revised process and has provided a 
new employee orientation that promotes a 
quality culture.  College faculty and staff receive 
technology training each year on new hardware, 
software, web applications, and teaching tools 
like Blackboard as new products arrive or 
existing products are upgraded.  Additionally, we 
hold a February in-service for faculty that 
includes informative meetings and breakout 
sessions on topics pertinent to instruction, 
including technology training.   

4P1 Identification of Credentials, Skills, and 
Values of Prospective Employees During the 
Hiring Process We identify the credentials and 
desirable traits of newly-created positions 
through our Human Resources office.  This 
office collaborates with key individuals on 
campus (i.e., instructional division chairpersons, 
vice presidents, and program directors) to 
ascertain the credentials required for new and 
vacant positions.  The credentials required for 
faculty positions, of course, follow established 
guidelines in terms of degree requirements in 
specified disciplines.  Teaching skills of 
prospective faculty are assessed during the 
interview process through a sample teaching 
exercise required of all interviewees.  In 
addition, the Carl Perkins grant requires that we 
keep records verifying faculty teaching 
credentials for all faculty teaching occupational 
courses.  Our Human Resources office verifies 
the credentials of all prospective faculty prior to 
hiring. 
 
For non-faculty positions, necessary credentials 
and skills are based on job descriptions.  
Specific skills are evidenced by years of related 
experience and particular types of training.  
Prospective employee values, however, are 
harder to ascertain.  However, through careful 
wording of interview questions, revealing 
information on a candidate’s values can be 
gleaned during the interview process.  To further 
efforts in this area, for all positions beginning fall 
semester 2004, we added an informal time at 
the end of the interview where refreshments are 
served and search team members casually 
interact with candidates.  We look for a match 
between a candidate’s values and our college 
vision, mission and core values.  Hiring for 
critical positions like our Director of Facilities 
Maintenance position involved additional effort 
to ensure a positive alignment of new 
employees with our quality culture.  Due to a 
lack of alignment between previous leadership in 
Facilities Maintenance and our quality 
improvement efforts, the position finalist met 
with our Quality Institute leader for a candid 
discussion of our quality initiative prior to the 
position being offered. 
 
4P2 Recruiting, Hiring, Orienting, and 
Retaining Employees and Planning for 
Personnel Changes  We recruit employees 
through advertisements in state and local 
newspapers, through the Chronicle of Higher 
Education, through campus web page vacancy 
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listings, and internally through email. We hire 
through a search team that has broad 
representation from our campus community.  
Team members are selected based primarily on 
expertise and collegial relationship (i.e., 
Humanities Division faculty members participate 
in the hiring of new members of that division); 
however, interested employees can request 
inclusion on a hiring team.  Orientation of new 
personnel is accomplished through the Human 
Resources office, through the Quality Institute, 
and through the division where the employee will 
be working. We offer a welcome dinner for 
adjunct faculty that includes an orientation 
program.  An adjunct faculty handbook is also 
provided.    
 
New employees are introduced at board of 
trustee meetings and during campus kick-off 
events.  We retain employees through providing 
competitive salaries and benefits, through 
providing support for professional development, 
and through providing a safe and attractive 
campus environment.         
 
4P3 Work Process and Activities 
Contributions to Cooperation, Innovation, 
Empowerment, and Other Important Factors 
of the Work Environment   Each full-time 
employee participates in at least one campus 
team.  Our team structure (described in 
Category Five) is designed to facilitate 
communication, to create high levels of 
cooperation between all staff, and to encourage 
idea-sharing and innovation.   Our core values 
provide the foundation for ethical practices of all 
employees.  New employee orientation 
programs that are conducted by our Quality 
Institute address cooperation, teamwork, 
empowerment, and ethical practice issues.   
 
4P4 Faculty, Staff, and Administrator 
Training and Development  All staff are 
required to engage in professional development 
activities.  Faculty members are required to 
submit an annual professional development plan 
to the Vice President of Academic Services.  
Such plans include specific activities like 
conferences, workshops, and educational 
coursework to be accomplished during the 
upcoming year.  Faculty members are also 
awarded sabbaticals to pursue professional 
development.  Non-faculty employees complete 
the employee performance review process each 
year, which requires the submission of annual 
goals and activities.  The college also holds 

technology training sessions each year that are 
open to all employees.  Our annual two-day 
spring in-service in February includes sessions 
on technology, college initiatives, and strategic 
goals.  Our Quality Institute has provided 
training in continuous quality improvement at 
both in-services and semester kick-off events.  
 
Employees continuing their education receive 
free tuition at WSCC and are also reimbursed 
for a maximum of two courses completed at 
other colleges and universities.  However, 
coursework must relate to an employee’s 
position.  Non-faculty employees may receive 
approval to take WSCC classes during their 
normally scheduled work time.       
 
4P5 Determining Training Needs and 
Alignment with Helping Students Learn and 
Other Objectives  We analyze market needs, 
recent legislation, and technology trends (both 
external and internal) to determine training 
needs.  Our Institutional Effectiveness Team and 
Quality Institute are involved with implementing 
quality improvement principles throughout our 
institution and work to provide and sponsor 
training sessions on topics that will move the 
college towards fulfilling its vision and mission. 
 
4P6 Our Employee Evaluation System, 
Design and Alignment with Student Learning 
and Other Objectives We continue to improve 
our employee performance review process 
based on employee input through our 
institutional climate survey and subsequent 
employee focus groups.  The core of our current 
system is based on Ken Blanchard’s videos, 
Whale Done and The One-Minute Manager.  
Our Quality Institute has used these materials in 
administrator and educational support staff 
training sessions.  Topics have included goal-
setting, communicating, building trust, 
accentuating the positive, redirecting energy for 
positive results, and building positive 
relationships.  Other materials that have been 
incorporated into Quality Institute training 
sessions include Spencer Johnson’s book, Who 
Moved My Cheese?, and Stephen Lundin’s book 
Fish!: A Remarkable Way to Boost Morale and 
Improve Results.    
 
Our performance review system for full-time 
faculty includes classroom visits by the Vice 
President of Academic Services.  Division 
chairpersons conduct annual classroom visits 
and evaluate adjunct faculty.  Our new SAL 
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(Student Assessment of Learning) class 
evaluation instrument collects information from 
students at the close of the semester in 
designated courses (SAL has replaced our 
previous instrument).  We are in our first 
semester for using this instrument, which was 
developed by a team of administrators and 
faculty members.  Information from SAL will be 
used in the faculty performance review process 
and is discussed formally during the annual 
professional development plan review meeting 
between the Vice President of Academic 
Services and full-time faculty members.  Division 
chairpersons will also utilize the data from SAL 
during the annual review of part-time faculty. 
 
All employees’ performance reviews are based 
on their respective contributions to helping the 
college fulfill its vision and mission and their 
adherence to our core values. 
 
4P7 Our Employee Recognition and 
Compensation Systems and Alignment with 
Student Learning and Other Objectives 
Although we do not have a formal procedure for 
aligning our compensation systems with student 
learning and other objectives, we have a system 
that has been in place since 1997 to review and 
grade positions.  At that time we contracted with 
a consultant who reviewed all college positions.  
Next, wages/salaries and benefits comparisons 
were developed using outside sources, including 
the Michigan Community College Personnel 
Administrators Association, other similar-sized 
Michigan community colleges, and local sources 
as appropriate.  Finally, all WSCC positions 
were graded and wage/salary ranges were 
established for each position based on this 
information.  The system we currently use to 
grade new positions, review changes in current 
positions, and to ensure positions are 
adequately compensated was also developed at 
that time.   
 
Employee compensation increases vary 
between employee groups.  Beyond annual 
cost-of-living increases that are for all college 
employees, administrators and educational 
support staff receive increases based on 
longevity while full-time faculty receive increases 
based on a 12-step pay grid that uses longevity 
and degrees/credit earned.  In addition, faculty 
may opt for either release time or receive 
additional compensation for on-line course 
development.  On occasion, faculty may receive 
release time to work on large projects like 

outcomes assessment, learning communities, or 
other major initiatives.    
 
We recognize our outstanding employees at our 
Employee Recognition Breakfast each April.  
The faculty excellence award for both full-time 
and adjunct faculty, community service award, 
staff member of the semester, and years of 
service awards are presented at this event.  
Prior to 2004-05 our Employee Recognition 
Team selected recipients based on input from 
the campus community.  Now our College and 
Community Services Team is responsible for the 
selection of recipients.  Recipients are also 
recognized for their contributions at board of 
trustees meetings, and recipient photographs 
appear on plaques in each campus building.      
 
4P8 Determining Key Issues Related to 
Faculty, Staff, and Administrator Motivation 
The yearly administration of our institutional 
climate survey is the process we use to collect 
data on key issues related to employee 
motivation.  This instrument, developed by our 
Institutional Effectiveness Team (IET), is part of 
a current AQIP Action Project concerned with 
improving institutional climate.  This 36 item 
survey has two sections in particular that pertain 
to employees and positions.  A “Position-
Related” section includes a number of questions 
(Figure 4a) that elicit information on an 
employee’s sense of personal accomplishment 
and recognition for his or her work.   
 
Figure 4a 

Institutional Climate Survey – Position Related 
12. I am satisfied with my present classification 

because it accurately reflects the work I do. 
13. I receive adequate recognition for my work. 
14. My work gives me a sense of personal 

accomplishment. 
19.  I am proud of the work we do in my 
      department. 
 
Second, the “My Work at the College” section of 
the survey collects additional information relative 
to employee perceptions about working at 
WSCC (Figure 4b).  
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Figure 4b 

Institutional Climate Survey – My Work at the 
College 

33. I am a valued employee of the college. 
34. I am optimistic about my future at WSCC. 
35. I am proud to be associated with WSCC. 
36. If a good friend were to ask me about a job 

here, I would say that this has been a good 
work experience for me and that the college 
is a good place to work—take the job. 

 
Survey data are tabulated according to 
employee groups and full- versus part-time 
employment.  Next, data are analyzed and 
ranked with the ten lowest scoring survey items 
marked for further discussion with the respective 
employee groups in follow-up focus groups.  
During focus groups each full-time employee 
group is provided with an overview of the current 
findings of the survey, a comparison of the 
findings of the current year to that of preceding 
years, information on improvements that were 
initiated to address the previous low-scoring 
items, and the current low-scoring survey items 
are presented and discussed.   Information 
collected during the focus groups enables IET 
members to develop strategies to address the 
issues and to improve institutional climate.  IET 
recommendations are forwarded to the 
President’s Leadership Team (PLT).  The PLT 
reviews the survey data, focus group comments, 
and IET recommendations and implements 
improvement strategies.  
 
4P9 Providing for and Evaluating Employee 
Satisfaction, Health and Safety, and Well 
Being   We also use the Institutional Climate 
Survey to gather data regarding employee 
satisfaction, safety, and well being.  Figures 4a 
and 4b provide key survey questions intended to 
elicit employee satisfaction information while 
Figure 4c provides items that pertain to general 
working conditions. 
 
Figure 4c 

Institutional Climate Survey – 
General Working Conditions 

7. My immediate physical work environment is 
satisfactory (e.g., ventilation, temperature, 
space to work, cleanliness, etc.) 

8. I have adequate equipment to do my job. 
9. My immediate work environment is safe. 
10. I have up-to-date technology to do my job. 
11. I feel safe anywhere on campus. 
 

Data from the climate survey and follow-up 
focus groups drive improvements in general 
working conditions.  
 
4P10 Measures of Valuing People Collected 
and Analyzed Regularly Question 4P8 and 
4P9 described how our institutional climate 
survey is used.  The survey is our primary 
improvement tool for valuing people.  The 
measures in our climate survey are arranged 
under seven general headings:   
 

1. Campus Values and Ideals (vision, 
mission, and core values)  

2. General Working Conditions (safety, 
equipment and technology availability, 
environment, etc.) 

3. Position-Related (classification, 
relationship with supervisor, recognition, 
evaluation, etc.) 

4. Decision-making, Team Participation, 
Cooperation and Leadership (efficacy of 
the team system, input by team 
members, etc.) 

5. Communication/Interdepartmental 
Relationships (communication 
effectiveness, methods, and employee 
collegiality, etc.) 

6. Training and Development 
(opportunities for training and increase 
job-related skills, etc.) 

7. My Work at the College (employees self 
perception within the college 
community) 

 
We administer the survey at the mid point of 
spring semester, analyze the data, and hold 
faculty focus groups usually by the end of the 
semester and administrative and educational 
support personnel focus groups during the 
summer or early fall semester.   
  
4R1 Our Results for Valuing People The 
Institutional Climate survey has identified 
several areas needing improvement including: 
Communication/ Interdepartmental 
Relationships; Decision-Making, Team 
Participation, Cooperation and Leadership; and 
Position-Related items.  Averages for all 
employee groups for all survey questions 
combined are shown in Figure 4d.  We use 
Likert scaling on the survey with values ranging 
from 1 (Strongly Disagree) to 5 (Strongly Agree).  
A value of 3 is considered a neutral response.      
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Figure 4d 

Institutional Climate Survey Results - 
Survey Averages for 3 Years 

2001-02 2002-03 2003-04 
3.84 4.01 3.74 

 
It is interesting to note that the average in 2003 
went up and in 2004 it went down. However, 
even with the average falling to 3.74 in 2004, the 
numbers demonstrate that the majority of 
employees agree that the institutional climate is 
more positive than negative. Even the lowest 
item for that year scored 3.20, indicating that the 
majority of the college staff are more positive 
even on the worst item. Our climate survey 
results are broken down by employee 
classification (i.e., faculty, staff, and 
administrator) and by full-time and part-time 
groups.  Figure 4d provides results for the 
survey for three years for all employees.  The 
results below are grouped according to the 
seven sections of the survey described above.       
 
Figure 4e 

Climate Survey Group Comparison 2002 - 2003 - 2004
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Figure 4e also reveals improvement in 
institutional climate for the first two years and a 
drop in improvement for the third year.  The drop 
is primarily due to low values given by full-time 
faculty throughout the survey for 2004.  Values 
for our administrative respondents for the seven 
survey sections in 2004 were 4.30, 4.34, 4.36, 
3.94, 3.74, 4.20 and 4.33, respectively, 
averaging 4.17, or 1.1 above the average for 
faculty responses.  Our support personnel 
values averaged .43 above those of full-time 
faculty for all item groups for the same year.   
We believe the low faculty responses can be 
attributed to the lack of salary increases for 

2003-04 and a general lack of optimism 
regarding contract negotiations for 2004-05.  
This explanation was articulated by a senior 
faculty member during our 2004 faculty climate 
study focus group.   
 
Results showed some overlap between the 
groups when lowest scoring survey items were 
ranked.  Pareto chart analysis for 2004 revealed 
survey items 27 and 29 tied for lowest point 
value, with question 23 in a fairly distant second 
lowest, and question 28 ranked a quite distant 
third lowest ranking.  Question 23 is from the 
Decision-making Team Participation, 
Cooperation, and Leadership section of the 
survey while questions 27, 28, and 29 are in the 
Communication/ Interdepartmental 
Relationships survey section (Figure 4f). 
 
Figure 4f 

Lowest Ranked Institutional Climate Survey 
Items 2004 

   Survey Item Ranking 
23. The campus decision-making 
team structure allows all employees 
to participate in the decision-making 
process. 

 
3 

27. Communication is a college-
wide, shared responsibility and it is 
carried out reasonably well. 

 
1 

28. Fall and spring kickoff meetings 
are positive and help me feel 
connected to others outside my 
department or division. 

 
4 

29. Faculty/staff from different 
departments and divisions of the 
college work well with each other. 

 
1 

 
Again, survey results for each employee group 
are presented by Institutional Effectiveness 
Team members at respective focus groups with 
each group addressing its lowest scoring survey 
items.  Discussion and suggestions from the 
focus groups clarify issues, and improvement 
plans are developed through the IET and 
President’s Leadership Team. 
 
It is very exciting to note that results for 2004 
demonstrate the efficacy of our efforts to 
improve our employee performance review 
process.  In 2002 and 2003 our lowest ranked 
item for educational support personnel was 
survey item 15:  “I am personally satisfied with 
the current method of job performance 
evaluations.”   However, in 2004 this same 
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survey item had a ranking 19
 
for educational 

support personnel (see Category Six, Figure 6j).  
 
We devote considerable resources to faculty 
and staff professional development.  During 
2004 our expenditures for training and 
professional development exceeded $160 
thousand dollars, or 1.8 percent of our total 
budget.  This figure includes travel, conference 
fees, memberships, and training-related 
expenses. 
 
4R2 Results in Processes for Valuing People  
The Institutional Climate Survey is currently 
being revised by our Institutional Effectiveness 
team.  The improved survey will be ready for 
administration in spring semester 2005.  In 
addition, see improvements cited in 4I2 below.   
 
4R3 Evidence Our Employees are Helping Us 
Achieve Our Goals We can cite the following 
evidence, which includes all employee groups 
on campus: 
• employee participation in our climate survey 

and focus groups; 
• employee agreement with Campus Ideals 

and Values section of the climate survey; 
• employee participation on campus teams; 
• students expressing satisfaction on our 

graduation survey; 
• course outcome data using NOCTI (National 

Occupational Competency Testing Institute’s 
Job Ready Occupational Competency 
Tests); 

• faculty-initiated learning communities; 
• university upper-division programs on our 

campus; 
• Gateway to CQI student satisfaction and 

success data; 
• new science facilities (16,000 sq. ft. addition 

that was constructed in 2001-02); 
• new ice arena (the result of a partnership 

with various stakeholders);  
• plans for a new student learning center (an 

additional building to house the library, 
Learning and Testing Center, STaRS, 
Student Services, college bookstore, and 
other college offices areas); 

• Learning and Testing Center expansion for 
testing; 

• new tutoring facility for STaRS program; and  
• immaculate building maintenance by our 

facilities staff. 
 

4R4 Comparing Our Results with Other 
Colleges and Organizations Our ability to 
compare results with other colleges will soon be 
enhanced through the Electronic Dashboard 
program.  This program will enable us to 
compare our results with six other Michigan 
community colleges that are similar to us in size 
through the Gateway to CQI endeavor.  In 
addition, we are sharing our institutional climate 
survey with other community colleges, which 
may allow for comparisons of results with other 
institutions in the future should some decide to 
adopt our instrument.   
 
4I1 Improving Our Current Processes for 
Valuing People We have completed our third 
year using the Institutional Climate Survey.  Our 
Institutional Effectiveness Team is in the 
process of revising the survey to address 
employee concerns about unclear survey items 
that may lead to differing employee 
interpretations of survey items.  Additional items 
will also be considered for inclusion in the 
climate survey.    
 
4I2 Setting Targets for Improvement, Current 
Priorities, and Communication to Campus 
Community Our improvements for valuing 
people are directly related to our institutional 
climate survey and follow-up employee focus 
groups.  Due to information collected through 
this process, we have changed, added, and/or 
improved in a number of areas including the 
following: 
• Semester Kick-off Events (Faculty survey 

responses and focus groups indicated the 
need to shorten the length of this event so 
faculty would have more course preparation 
time.  We have decreased the meeting time 
spent by faculty for this event by 55.8 
percent between fall semester 2001 and fall 
semester 2004.) 

• Employee Newsletter (All employee groups 
indicated that campus-wide communication 
should be improved.  We resurrected our 
monthly campus newsletter.) 

• Campus Team Structure (Employees voiced 
concerns over the high number of campus 
teams.  The team structure was refined and 
teams that had a fairly high degree of 
overlap were combined, which reduced the 
number of teams and increased team 
efficiency.)  

• Campus Team Communication (We 
developed a team planning manual that 
includes team membership, team goals, and 
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team charges for all campus teams.  The 
manual was given to all team members.) 

• Employee Performance Review Process (All 
non-faculty groups said that the current 
employee performance review process 
needed improvement.  We have redesigned 
this process.) 

• Staffing Changes (Staff in leadership 
positions that were in opposition to our 
institutional core values and team-building 
efforts have resigned due to retirements or 
finding other positions; due to current needs 
some jobs have been restructured.) 

• Administrator/Educational Support 
Personnel Workshop (Added this event for 
mid-fall semester 2004 to replace the fall 
kickoff event and to enable a greater focus 
on issues pertaining to these employee 
groups.)    

• Annual Administrator Retreat (Beginning 
summer 2005 we will hold a separate off-
campus retreat for administrators to target 
and address leadership issues in greater 
detail.) 

• Annual Educational Support Staff Retreat 
(Beginning summer 2005 we will hold a 
separate off-campus retreat for educational 
support personnel to target and address 
ESP issues in greater detail.) 

 
Communication of improvements to the campus 
community would be through team meetings, 
semester kickoff events, email, divisional 
meetings, and the campus intranet.   
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AQIP Category Five 
Leading and Communicating 

5C1 Leadership and Communications 
Leadership at our college spans the entire 
organization.  Our model distributes decision-
making throughout the college.  We believe that 
every employee makes a leadership 
contribution.  Our “Leadership Essence,” 
provided in the Systems Portfolio Overview, sets 
forth leadership actions that we believe we are 
to live each day as members of our campus 
community (from The Leadership Challenge by 
James M. Kouzes and Barry Z. Posner). 
 
Figure 5a 

WSCC Leadership Essence 

• Inspire a shared vision: Create ownership 
and emotional connection. 

• Challenge the status quo: Good is the 
enemy of great.  

• Empower others to act: Build independence 
within the vision.  

• Encourage the heart: What we believe is 
what is possible.  

• Be the students' advocate: They are the 
reason we exist.  

• Model the way: Leaders create standards 
of excellence and set an example.  

 

 
The college is organized in three administrative 
divisions (Academic Services, Administrative 
Services, and Student services).  Decision-
making is accomplished through a combination 
of our campus team system, which consists of a 
web of campus teams that are populated by 
faculty, educational support staff, and 
administrators, and traditional lines of authority.  
Our teams are also aligned in a fashion that 
facilitates the flow of information throughout the 
institution (see Figure 5b).  
 
Teams are created in order to develop and 
implement strategies that advance college goals 
in pursuit of its vision (see the Systems Portfolio 
Overview for information on all foundational 
documents).  The evolution of our team process 
continues this current year (2004-05) with the 
creation of a team planning manual by the 
President’s Leadership Team (PLT).  The 
manual is intended to help staff better 
understand the college planning process and the 

function of college teams by providing the 
college community with: 

• the college’s foundational documents 
(Vision, Mission, and Core Values),  

• Strategic Plan, 

• board of trustees goals,  

• team charges,  

• previous year’s team and division reports, 
and 

• team membership.  
 
Team members are selected by the PLT.  Staff 
may request team membership through the 
president’s office.     
 
The President’s Leadership Team (PLT) is a 
collaborating body that brings the three main 
areas of the college together: academics, 
student services, and administrative services.  
The PLT is responsible for the day-to-day 
management of the college, assuring that the 
college meets its mission, and initiating ideas 
that are forwarded to campus teams.  Members 
include the president, vice presidents (Student 
Services, Administrative Services, and 
Academic Services), Director of College 
Relations, and the Executive Secretary to the 
President.      
 
The Strategic Planning Team (SPT) is the 
keeper of the college vision.  This forward-
looking team is responsible for the development 
of a strategic plan that aligns with the college 
vision and through which our strategic goals, 
and ultimately our college vision, will be 
accomplished.  This core team assigns strategic 
goals to standing teams and monitors team 
progress toward goal completion.  Team 
members include: vice presidents, 
representatives from the seven standing teams 
(faculty, administrators, and educational support 
staff), additional staff, and students. 
 
Standing Teams (Figure 5b) work toward 
accomplishing specific strategic goals and are 
comprised of administrators, faculty, educational 
support staff, and students.         
 
Sub-teams are comprised of members of a 
standing team and are focused on specific 
issues or tasks related to strategic goal(s) that 
have been assigned to the larger team.  Some 
sub-teams fulfill their purpose and then disband 
while others are permanent fixtures in the team 
structure.   
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Ad-hoc Teams are formed to deal with specific 
issues that arise that fall outside of the standing 
teams.  An ad-hoc team may be short- or long-
term, depending on the issue.  These teams are 
comprised of college staff with direct knowledge 
or expertise in the given issue.  Ad hoc teams 
are usually connected to standing teams. 
 
Task Forces are short-term and exist solely to 
solve a specific problem or investigate solutions 
and make recommendations.  Team members 
are selected for their knowledge or expertise in 
the specific task.  Task forces usually report to a 
standing team or directly to the PLT.   
 
Further development of our team model 
continues this year with an increased emphasis 
on team responsibility and accountability, which 
includes each team being held accountable in 
four specific areas: 
  

1. Focus – each team will tighten its focus 
on its goals. 

2. Research – each team should look 
beyond its members to other community 
colleges for information, data, and 
ideas, which will also help us establish 
benchmarks for comparing our 
progress. 

3. Measurement – each team needs to 
measure its strategies to demonstrate 
that its progress is genuine. 

4. Communication – team ideas, 
successes and failures must be 
regularly communicated to the entire 
college community, which will allow 
input from a broader audience. 

 
Communication of team activities amongst 
teams is accomplished by our team structure.  
PLT members (excluding the president) are also 
members of the Strategic Planning Team.  
Likewise, each standing team has a 
representative on the Strategic Planning Team 
while sub-teams, ad-hoc teams, and task forces 
are usually connected to standing teams or the 
PLT, depending on the specific issue being 
addressed.  Hence, information conduits are 
created and maintained between all teams 
through representation and membership.   
 
 
 
 
 
 

Figure 5b 
 
 
 
    

 
 
Communicating team activities and decisions to 
the campus community at large has been more 
challenging.  Team minutes have been available 
to the campus on the college intranet for some 
time, and teams have occasionally emailed 
information to the entire campus. The enhanced 
team communication during the current year is 
targeted toward providing team information to 
the entire campus community in more regular 
and direct ways.  Even though the team 
structure provides the opportunity for more 
diverse input from a variety of perspectives and 
areas of expertise, improving communication to 
a broader audience will serve to enhance team 
input.  Improved communication will include 
monthly emails from team chairs and articles in 
employee newsletters.  Finally, each team will 
provide an update at our mid-year semester 
kick-off meeting in January and a final report to 
the board of trustees in late spring. 
 
5C2 Leadership Alignment We ensure that our 
leadership practices align with the practices and 
views of our senior leaders and board of 
trustees through three primary means.  First, 
there is an ebb and flow of information from the 
PLT through the Strategic Planning Team to the 
campus teams and back.  Second, senior 
leaders (i.e., vice presidents), who not only 
serve on the SPT but also chair specific 
standing teams, act as information conduits to 
the board of trustees.  Finally, there is the 
annual board review of our strategic plan along 
with updates throughout the year.   
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5C3 Institutional Values and Expectations  
Our core values statement, one of our 
foundational documents, sets forth expectations 
for the college community in the form of five 
principles or commitments for all staff to 
internalize.  Our core values, shown in Figure 
5c, along with our vision and mission are 
inherent in our strategic plan. 
 
Figure 5c 

WSCC Core Values 

West Shore Community College values people 
first.  As individuals and as a community, we 
support each other by creating an environment 
for mutual success in all our endeavors.  As we 
strive for excellence, we are guided by the 
following commitments: 

• Learning: We are committed to the principle 
of learning by building an environment for 
success through innovation, creativity, and 
continuous improvement. 

• Integrity: We are committed to the principle 
of integrity through honesty, open 
communication, fairness, trust, and mutual 
respect. 

• Community: We are committed to the 
principle of community by celebrating 
diversity, inclusiveness, collaboration, and 
service. 

• Responsibility: We are committed to the 
principle of responsibility by honoring our 
promises in all personal undertakings, 
leadership endeavors, and teamwork. 

• Excellence: We are committed to the 
principle of excellence as we continually 
work toward achieving quality both 
individually and collectively.   

 

  
In addition, our senior leaders (president and 
vice presidents) are involved in many community 
organizations and “model the way” for staff 
throughout the institution.   
 
5P1 Setting Directions that Align with Vision, 
Mission, and Core Values  We set directions 
for the college through our Strategic Planning 
Team.  The strategic plan is guided by our 
vision, mission, and core values.  Goals may be 
developed by standing teams or the SPT.  Goals 
developed by standing teams are submitted to 
the Strategic Planning Team where they are 
reviewed to ensure alignment with our vision, 

mission, and core values.  Teams, divisions, and 
individuals are appointed to accomplish goals, 
and the accomplishment of goals is monitored 
by the Strategic Planning Team and ultimately 
by the president.   The Strategic Plan is a 
working document that is updated annually to 
reflect changes that may impact the needs of the 
college’s service area.   
 
One element of our vision that is a chief driving 
force behind our Strategic Plan is “pursuing 
greatness.”   We accomplish this through the 
following four components: 

• Alignment:  Striving to achieve and maintain 
alignment between our vision, mission, core 
values, strategic plan, budget, and other 
college resources (i.e., to “walk the talk”).   

• Positive Institutional Climate:  Create and 
maintain an institutional climate that fosters 
learning, creativity, collaboration, innovation, 
and maximizes the potential of each 
member of the college community. 

• Astonishment:  Astonish stakeholders with 
the high level of customer service, high 
quality of our services, and the opportunities 
and programs we offer.   

• National Reputation:  Gain a national 
reputation in at least one of our programs or 
initiatives as a by-product of pursuing 
greatness.    

  
Because student success and serving our entire 
community are also parts of our vision, they are 
also incorporated into our strategic plan.  The 
directions chosen by the Strategic Planning 
Team take into account student and 
stakeholders’ needs and expectations.   
 
At the team level, the president has established 
clear expectations for team chairpersons.  
Included is the expectation that team chairs 
“assure that the work of the team remains 
aligned with the vision, mission, core values, 
and the Strategic Plan.”  Enhancements for the 
current year in the area of team focus have been 
addressed through a team charge from the 
president to each team that includes the 
strategic goal(s) assigned to the team, team 
responsibilities, comments on last year’s team 
accomplishments, and specific instructions as to 
the direction in which the team should be 
moving.  Additionally, suggestions of successful 
strategies the team may employ are also 
included. 
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At the level of the individual employee, we 
encourage development through various means, 
including our employee performance review 
process, our employee recognition event, our 
Instructional Innovation Center, our promotion of 
professional development opportunities, and 
through our college staff participating in 
organizations like NISOD (National Institute for 
Staff & Organizational Development).  Further, 
all college staff are encouraged to freely express 
their ideas and creatively work toward the 
betterment of the college.    
 
College leadership moves the college forward in 
serving all our stakeholder groups through 
involvement in community organizations, 
through economic development, through 
surveys, and through other endeavors.  
Regarding student stakeholders, we have strong 
commitment by leadership and faculty to our 
“putting students first” philosophy that is voiced 
in our vision (“assuring student success”).  The 
following list details activities that help us set a 
direction whereby we can meet the needs of our 
stakeholder groups: 
 
Student Surveys:  We conduct a wide variety of 
student surveys including developmental course 
surveys, student services surveys, distance 
learning surveys, evaluative surveys for specific 
programs, and ACT surveys.   
 
Employee Survey:  The Institutional Climate 
Survey provides input from all staff that helps us 
improve working conditions and foster creativity, 
collaboration, teamwork, and other areas that 
directly or indirectly affect the learning 
environment.  This instrument includes an item 
that addresses our putting students first 
philosophy. 
 
Link Michigan: College employees are chairing 
this five-county initiative that is dedicated to 
bringing high-speed, broadband Internet service 
into our service district to enhance educational 
opportunities, ensure economic vitality, expand 
health care solutions, and enrich the lives of our 
stakeholders. 
 
Employee Involvement in Community Groups: 
Our employees are involved in Rotary, 
Ludington Economic Development Corporation 
(LEDCor), Mason County Alliance, Mason 
County Economic Development Corporation, 
Manistee Economic Council and Chamber 

Alliance (MECCA), area Chambers of 
Commerce,  and other groups. 
 
Michigan Works Rapid Response Team:  
College leadership is working with this team to 
meet the educational needs of the soon-to-be 
unemployed due to businesses and industries 
closing in our service area.   
 
5P2 Institutional Guidance by Leaders for 
Learning and Future Opportunities In addition 
to the work of our college teams listed in Figure 
5b, college leadership works to build and sustain 
learning opportunities and seeks future 
opportunities through partnerships including but 
not limited to: 

• Board Retreat:  Board members and senior 
leadership meet annually to explore topics 
that pertain to the college’s future. 

• Campus Master Plan:  The plan was 
developed through our Infrastructure and 
Resources Team and updated annually to 
accommodate shifts in our strategic plan. 

• College Foundation:  The foundation 
provides additional financial support for 
projects and college endeavors, including 
committing to the construction of a new 
Student Learning Center in the near future. 

• Manistee County Center: Through a 
partnership with the Manistee ISD, we 
established a satellite center in the north 
part of our district. 

• Technical Preparation Partnership:  Our 
partnership with Mason County Intermediate 
School District enables increased offerings 
in occupational education for both high 
school and WSCC students.   

• Partnerships with the Community:  Through 
a community partnership, we constructed an 
on-campus community ice arena; and 
through a partnership with YMCA, we are 
currently expanding our recreational and 
fitness-related offerings. 

• Partnerships with Senior Institutions: These 
partnerships enable us to offer courses and 
programs on campus including 2+2 and 3+1 
programs as well as graduate degree 
programs. 

 
 5P3 Making and Carrying Out Decisions The 
Strategic Planning Team currently has 15 goals 
that are assigned to specific standing teams 
depending on the nature of the goal.  As these 
bodies accomplish their respective goals, 
recommendations are submitted to the Strategic 
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Planning Team.  This core team reviews the 
recommendations and forwards them to the 
President’s Leadership Team for approval.  
Recommendations are reviewed by the PLT 
while recommendations that require board 
approval are presented to the board.  Once 
approved, recommendations are prioritized and 
forwarded to the appropriate individual and/or 
division for implementation.     
 
5P4 Use of Information by Leadership in 
Decision-making Processes The key results 
that are reviewed by senior leadership include 
certain core indicators of community college 
effectiveness and are part of the Gateway to 
CQI Measures.  This project, currently under 
development, provides strategic measures and 
core institutional indicators of institutional and 
student success.  Our Dashboard project 
provides program measures that are displayed 

on the college intranet and updated continuously 
to enable college leadership to make 
programmatic improvements and to respond to 
critical situations without delay.   In both of these 
projects, we collaborate with other community 
colleges for benchmarking purposes.  Other 
information that is used by leadership in the 
decision-making process includes the 
Institutional Climate Survey results and Perkins 
Core Indicators. 
 
 5P5 Communication within the Institution 
Figure 5d provides an overview of campus 
communication.  In addition to the 
communication vehicles presented below, the 
president maintains an open-door policy 
whereby he is accessible to all employees. 
 
 

 
 
Figure 5d 

WSCC Communication Overview  

Method Purpose Audience Frequency 

Campus Events and Meetings 

Semester Kick-Off State of campus 
address 
and team presentations 

All employees September and 
January 

Mid-Semester In-Service Professional 
development of staff 

Open to all employees February 

Pre-Board Meetings Inform staff on issues to 
be presented to the 
board of trustees 

Administrators, faculty 
chairs, support staff 
representatives 

Monthly 

Faculty Retreat Discuss topics pertinent 
to upcoming semester 

V.P. of Academic 
Services and faculty 

September and 
January 

Divisional Meetings Discuss instructional 
issues and directions  

V.P. of Academic 
Services and faculty 

Monthly 

Faculty Divisional 
Meetings 

Discuss divisional 
issues and directions 

Division chairs and 
faculty 

Varies by division 

Administrative Divisional 
Meetings 

Discuss divisional 
issues and directions 

Division administrators 
and staff 

Varies by division 

Administrative/Educational 
Support Staff Retreat 

Discuss college 
leadership issues 

All administrators October 

Campus Team Meetings Pursue team goals Team members Biweekly  

Staff Forums and Focus 
Groups 

Discuss campus-wide 
issues and directions 

Depends on forum 
content 

As needed 

Electronic and Print Sources 

Team Meeting Minutes Inform campus 
community of team 
activities 

All employees Continuous 

Dashboard Monitor programs and 
student success 

Administrators and 
faculty 

Continuous 

Email Distribution Lists Inform campus 
community 

All employees As needed 
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College Web Page Mission, vision, core 
values, leadership 
essence, and 
comprehensive college 
information  

Students, employees,  
stakeholders, and 
others 

Continuous 

Video Text Monitors Inform campus 
community of campus 
news, events, and 
services 

Students, employees, 
and stakeholders 

Continuous 

Catalog Provide comprehensive 
information on college 
policies and curricula 

Faculty and students Continuous 

Emails and standard 
mailings from various 
campus offices 

Provide information  Students, employees, 
and stakeholders 

As needed 

Shorelines Newsletter Inform campus 
community 

All employees Monthly 

 
5P6 Leadership Communication of 
Institutional Aspirations, Values, and 
Responsibilities  All employees have constant 
exposure to our vision, mission, and core 
values.  These elements are the infrastructure of 
each campus team as well as the glue that binds 
team members together and keeps teams 
focused.  Our semester kickoff presentations 
underscore our vision, mission, and core values.  
In addition, we strive for excellence in customer 
service and have a Customer Orientation 
Philosophy (Figure 5e).  
 
Figure 5e 

Customer Orientation Philosophy 

Educational excellence and service excellence 
are the highest priorities at West Shore 
Community College. Since our pride comes from 
your success, we are committed to providing 
instruction consistent with quality educational 
standards and to providing services beyond 
what is expected to our students, to members of 
the community, and to each other. 

 
Our WSCC Quality Institute works toward 
building a quality culture through periodic 
presentations and workshops and at semester 
kickoffs to all employees on customer service, 
quality, and teamwork.  Using materials from 
Deming, The Fish Philosophy, Who Moved My 
Cheese, The One-Minute Manager, Whale 
Done! The Power of Positive Relationships, and  
other resources, the Quality Institute weaves 
together customer service, ethics, social 
responsibility, continuous improvement, and 
other values, thereby creating a valuable and 
practical learning experience for all employees.   

 
Periodic workshops are also held for new 
employees each year.   
 
We believe people are the key to the success of 
the college, and we recognize employee 
contributions at our annual employee recognition 
breakfast.  Our Employee Recognition Team 
selects recipients for outstanding service who 
receive the following awards:  Staff Member of 
the Semester, Community Service Award, and 
Faculty Excellence Awards.   Faculty excellence 
awards are presented to both full-time and 
adjunct faculty members.  Photographs of the 
current awardees are displayed on a plaque in 
each campus building.   
 
5P7 Leadership Development of Employees 
Continuous improvement in leadership is 
accomplished both within and outside the 
college through staff participation in a variety of 
activities and through our Leadership Essence 
that establishes a foundation for leadership 
across our institution.   
 
Internal:  Leadership is nurtured on campus 
through our Leadership Essence, one of our 
foundational documents.  This sets a benchmark 
for leadership across the institution.  Our Quality 
Institute provides workshops and seminars on 
leadership, and two college leaders (our Vice 
President of Academic Services and a faculty 
member in our business division) are providing 
leadership for our college in the Gateway to CQI 
Initiative (Continuous Quality Improvement).  
These leaders have provided training for our 
Institutional Effectiveness and Strategic 
Planning Teams in CQI.  
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External: Leadership development is addressed 
through employees setting annual goals that are 
part of our employee performance review 
process.  Employee goals include attending 
and/or presenting at seminars, conferences and 
workshops including the following: 

• League for Innovation in the Community 
College 

• LAND (Liberal Arts Network for 
Development) 

• NACUBO (National Association of College 
and University Business Officers) 

• NCMPR (National Council for Marketing & 
Public Relations Conference) 

• NISOD (National Institute for Staff and 
Organizational Development) 

• MCCCAO (Michigan Community College 
Chief Academic Officers) 

• MCCA (Michigan Community College 
Association) Leadership Academy 

• MLAD (Michigan Liberal Arts Deans) 

• TRENDS (in Occupational Studies for 
Michigan Community College Educators) 

 
In addition, idea sharing occurs between 
community college leaders participating in 
MCCA, MODAC, MCCBOA, and other 
organizations.  
   
 5P8 Passing on Vision, Mission, and Values 
During Leadership Succession At the present 
we lack a leadership succession plan, but one is 
currently under development.  To date, we have 
used a board orientation that covers the college 
vision, mission, and core values while the 
WSCC Quality Institute provides a leadership 
orientation. 
 
5P9 Measuring Leadership and 
Communication  We use our institutional 
climate survey to measure leading and 
communicating in addition to areas described 
under Category Four.  Figure 5f provides 
questions from the survey that pertain to 
“leading and communicating.”  As previously 
stated, employees indicate their degree of 
agreement or disagreement with these 
statements on a 1 – 5 scale ranging from 
strongly disagree to strongly agree, respectively.  
A response of 3 is a “neutral response.” 
 
 
 
 
 

Figure 5f 

WSCC Institutional Climate Survey 

I. Campus Values and Ideals  

1. The campus environment is one that 
encourages and nurtures positive change. 

2. The atmosphere on campus is one in which 
individuals can be creative and contribute to 
the betterment of the college. 

3. The college should embrace a “students-
first” philosophy. 

4. The college vision statement represents the 
correct direction of movement for the 
college. 

5. The college mission statement represents 
the correct purpose of the college. 

6. The core values of the college are proper 
values for the campus community to 
embrace. 

IV. Decision-Making, Team Participation, 
Cooperation, and Leadership 

1. I feel free to offer my input in the decision-
making team(s) I participate in on campus. 

2. The campus decision-making team structure 
allows all employees to participate in the 
decision-making process. 

3. My participation in the various campus 
decision-making teams enables me to make 
a positive contribution to the decision-
making process at the college. 

4. The team system at the college is an 
effective method to use in pursuit of the 
college’s goals. 

V. Communication/Interdepartmental 
Relationships 

1. The goals of the college are effectively 
communicated to all levels within the 
organization. 

2. Communication is a college-wide, shared 
responsibility, and it is carried out 
reasonably well. 

3. Fall and spring semester kickoff meetings 
are positive and help me feel connected to 
others outside my department or division. 

4. Faculty and staff from different departments 
and divisions of the college work well with 
each other. 

 
5R1 Results for Leading and Communicating  
Figure 5f, above, provides the survey questions 
for each of the three sections, and Figure 5g – 
5i, below, provides results for each question in 
the form of averages for each statement using 
the previously described Likert scaling.   
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Figure 5g   
Campus Values and Ideals 
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The aggregate means for campus values and 
ideals were 4.08, 4.01, and 3.81 for years 2002, 
2003, and 2004. 

 
Figure 5h 
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The aggregate means for decision making and 
leadership were 3.55, 3.77, and 3.45 for years 
2002, 2003, and 2004.  
Figure 5i 
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The aggregate means for communications and 
interdepartmental relationships were 3.43, 3.59 
and 3.20 for years 2002, 2003, and 2004. 

 
 
 
 

5R2 Comparison of Results with Other 
Institutions  Our climate survey was developed 
internally but is currently being considered for 
adoption by other community colleges.  In the 
future we will hopefully be able to compare our 
results with those from these colleges.   
 
5I1 Improving Leading and Communicating 
After collecting data on leading and 
communicating using our institutional climate 
survey, we hold employee focus groups to 
discuss the survey results for each employee 
group on campus (i.e., educational support staff, 
administrators, and faculty).  As described in 
Category Four, these focus groups cover the 
lowest rated survey questions and ask for 
feedback on how we may go about improving 
these specific aspects of our institution.  Next, 
the PLT examines the survey data along with 
employee suggestions and formulates an 
improvement plan to address the issues.  
Finally, the plan is implemented and its efficacy 
is measured at the next administration of the 
survey.   
 
Regarding the employee performance review 
process and its impact on leading and 
communicating, all employees are required to 
submit a list of job-related goals that may 
include attending leadership conferences, 
workshops, and other enrichment and 
professional developmental events.  As stated in 
Category Four, we have redesigned our 
employee performance review process twice in 
the past three years based on employee input 
through the Institutional Climate Survey and 
employee focus groups.  The core of our newly 
revised system is based on Ken Blanchard’s 
videos, Whale Done: The Power of Positive 
Relationships and The One-Minute Manager 
and on our belief that every employee makes a 
leadership contribution.  The Whale Done/One-
Minute Manager approach is based on 
supervisors providing immediate feedback 
throughout the year in lieu of once at annual 
supervisor/employee meetings.  This means that 
our annual supervisor/employee performance 
review meetings serve as capstone meetings 
wherein employees’ accomplishments are 
celebrated.   
 
Finally, on July 1, 2004, there was a shift in 
leadership from two Deans in the instructional 
area, (liberal arts/sciences and occupational) to 
one Vice President of Academic Services.  This  
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improvement is targeted at addressing issues in 
the climate survey concerning communication 
and interdepartmental relationships.   
 
5I2 Setting Targets for Improvement and 
Addressing Them Our institutional climate 
survey is our primary means for improving 
leading and communicating.  The specific 
improvements we are targeting for the current 
academic year (2004-05) that pertain to leading 
and communicating are in the areas of campus 
decision-making in teams and campus-wide 
communication including the following: 

• Distributing a Team Planning Manual to 
all team members to improve 
communication and decision-making in 
campus teams.   

• Providing each campus team with a 
“team charge” for the year that includes 
new requirements for teams to improve 
communication of team activities to the 
campus community on a more regular 
basis.  

• Adding two students to each campus 
team. 

• Holding a joint administrative and 
educational support staff meeting to 
review the college’s Planning Manual, 
Strategic Plan, and other big-picture 
items that focus on moving the college 
toward its vision.  The retreat will 
become an annual event but will be split 
into separate administrative and 
educational support staff retreats.   

• Revising the Institutional Climate Survey 
to improve the measurement of team-
work, communication, and our employee 
performance review process.   

 
Future improvements for 2005-06 may include 
revising our process for strategic planning.    
Recent discussions are centered on revising this 
process.  Such revisions would undoubtedly 
result in revisions in our campus team system.  
Please refer to 8I2 for additional information on 
possible strategic planning and team system 
revisions. 
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AQIP Category Six 
Supporting Institutional Operations 

6C1 Key Student and Administrative Support 
Processes An overview of our student and 
administrative support processes appears in 
Figure 6a.   
 
Figure 6a 

Student and Administrative Support Services 
 by College Administration Unit 

Division/Office Support Service/Process 
Office of the 
President 

College Foundation 
Grants 
Marketing and Public Relations 

Academic 
Services 

Assessment 
Tutoring 
Disability Services 
Supplemental Instruction  
PC-Based Learning Support 
Testing Services 
Student Computer Labs 
Library 

Administrative 
Services 

Business Office 
o Accounting 
o Payroll 
o Purchasing 
o Cashier 
Administrative Divisions 
o Risk Management 
o Budgeting 
o Facilities Planning 
Information Technology 
Facilities Maintenance 
Receiving 
Human Resources 
o Hiring 
o Employee Performance 

Review 
o Benefits 
Auxiliary Services  
o Bookstore Services 
o Food Services 
o Recreation Services 

Student 
Services 

Academic Advising 
Career Planning & Placement 
Registration 
Financial Aid 
Women’s Resource Center 
Mentoring 
Personal Counseling 
Student Records 
Student Activities 
Institutional Research 
Student Senate 
Student Clubs 

      
Of the array of processes that appear in the 
above figure, the student support processes that 
we consider “key processes” appear in Figure 
6b.  We consider these processes to be “key” 
because they help to assure student success, 
an element of our vision statement.   
 
The administrative services that we consider to 
be “key” processes appear in Figure 6c.  All of 
the administrative processes listed in Figure 6a 
are vital to the operation of the college; however, 
the processes we have identified as “key” 
strongly relate to our vision and mission.   
 
6C2 Key Student and Administrative Support 
Services Reinforcement of Processes in 
Categories One and Two Our key processes 
for student support provide for the assessment 
of incoming students; correct course placement 
in writing, reading, and mathematics courses; 
appropriate course selection based on career 
objectives and educational goals through career 
planning and advising; personal support through 
counseling; and referral to appropriate 
community agencies.  Our Women’s Resource 
Center provides counseling, student success 
workshops, clothing, funds for books and 
supplies for students who cannot afford these 
essentials, health information, workshops on job 
resumes and interviewing, and additional help.   
Academic support through tutoring, PC-based 
learning support, supplemental instruction, 
specialized computer programs that address 
learning and physical disabilities, and other 
support services that are offered through STaRS 
and the Learning and Testing Center augment 
student success by imparting study skills and by 
helping students master the difficult problems 
and concepts they encounter in their 
coursework.  Student computer labs enable 
students to complete assignments, conduct 
research, receive on-line instruction, learn new 
computer skills, and use email.   
 
Administrative services that are provided 
through our Business Office help students 
financially.  Our tuition payment plan helps 
students attend college who would not otherwise 
be able to do so if they had to pay tuition up 
front.  Campus information technology has 
provided high-tech educational solutions 
including “smart classrooms” that have computer 
workstations, Internet connectivity, data/video 
projectors, and presentation software for 
instruction and student presentations.  
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Additionally, we have many classrooms that are 
equipped with computer workstations and 
software specific to learning in the given subject 
area for faculty that use these rooms for 
instruction.   
 
Administrative support services also address 
other distinctive objects (i.e., elements of our 
mission that don’t directly pertain to helping 
students learn as presented in Category Two). 
Examples would include: our college 
foundation’s fund-raising that provided for our 
on-campus community ice arena; our recreation 
and wellness center’s heavy use by community 
groups and other stakeholders from our 
surrounding area; and the catering that is 
provided by our food services area for the many 

stakeholder groups that use our facilities for 
meetings, seminars, banquets, wedding 
receptions, and other events.  These activities 
directly relate to specific elements in our mission 
as addressed in Category Two.  
 
Our Human Resources office supports both 
helping students learn and accomplishing other 
distinctive objectives.  This is accomplished 
through developing hiring and performance 
review processes through which we hire 
excellent faculty and ensure their continued 
professional development.  Our performance 
review process for non-faculty, as described in 
Category Four, has been improved over the past 
three years and continues to be assessed 
through our institutional climate survey.  

 
Figure 6b 

Key Student Support Processes 
Key Process Key Measures/Documentation 

Assessment (course placement) Developmental Course Survey (Figure 3k, Question 3) 
Academic Advising Gateway to CQI Student Satisfaction Survey (Figure 3h, 

Statement 10) 
Registration Gateway to CQI Student Satisfaction Survey (Figure 3h, 

Statements 4 and 5) 
Financial Aid (Faces of the Future ACT Survey) 

Tutoring Program Usage Statistics (Figure 1l) 
Carl Perkins Core Indicators (Figure 1k) 
STaRS Satisfaction Survey (Figure 3j) 

Supplemental Instruction (SI)  SI Semester Report 
Student Computer Labs Campus Technology Statistics (Figure 1n) 

Gateway to CQI Student Satisfaction Survey (Figure 3h, 
Statement 11) 

Women’s Resource Center (WRC) WRC Annual Report 2003-04 (6R1) 

PC-Based Learning Support Developmental Course Survey (Figure 3i) 
LTC Usage Statistics (Figure 1m) 

Disability Services Student Usage Statistics (Figure 6f) 
Testing Services Testing Survey (Figure 6e) 

Developmental Course Survey (Figure 3i) 
LTC Usage Statistics (Figure 1m) 

Mentoring Mentoring Program Survey (Figure 6g) 
Library (Under development) 

Career Planning & Placement 
Career Counseling Services Usage (Figure 6d) 
Graduate & Employment Survey (Figure 6h) 
Career Fair Attendance (6R1) 

Business Office Flexible Payment 
Plan 

Student Usage Statistics (Figure 6i) 

Classroom Information Technology 
and Support 

2003-04 Faculty Technology Survey (6R1) 
Campus Technology Statistics (Figure 1n) 
 

   
6P1 Identifying the Support Service Needs of 
Our Students We use surveys, student focus 
groups, D, F, W grade reports, and input from 

faculty and individual students to identify the 
support needs of our students.  Such methods 
may be employed by division, student support 
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service areas like STaRS and the Learning and 
Testing Center, or by campus teams like the 
Student Success Team or At-Risk Student 
Team.  An example of team-level process 
improvement would be one that occurred 
because of a broad student survey conducted 
during spring semester 2001.  The Student 
Success Team conducted this student survey, 
which asked questions concerning class 
scheduling, advising and counseling, 
registration, and about other support services.  
In addition, the survey addressed degree 
program offerings, course offerings, student 
activities, transfer plans, factors influencing the 
decision to attend, technology, and academic 
preparedness.  Data from this survey resulted in 
the development of the Mentoring Program that 
was implemented for the current academic year.  
Survey findings also led to the creation of a 
scheduling task force that is currently working 
toward improving the course scheduling 
process.  Another example would be the use of 
grade reports for all classes to identify courses 
that are historically challenging for students and 
to offer supplemental instruction and other 
strategies to foster student success.  Such data 
are used by both teams and support service  

areas.  
 
During 2002-03 the At-Risk Student Team 
prepared a report wherein it conducted a self-
study of our existing student success support 
services.  As part of this report the team also 
reviewed the student success and 
developmental education literature, and 
examined the student success efforts of the 
Community College of Denver (CCD), an 
institution with an exemplary student success 
program.   By comparing our student success 
efforts with what was discovered in the literature 
and in CCD’s program, the team developed a list 
of program improvements and a time frame for 
implementation. 
 
Our Women’s Resource Center (WRC) uses an 
advisory team to identify, plan, and evaluate the 
program activities.  The WRC was nominated for 
the National AAUW Fund Progress in Equity 
Award in 2004.  In 2002 the Michigan Women’s 
Commission and the Governor awarded the 
Center’s director with the first annual “Unsung 
Heroine Award in Education.”  
 
 

 
Figure 6c 

Key Administrative Support Processes 
Key Process Key Measures/ Documentation 

Capital Budgeting • “Students First” model (6R2) 

Hiring   • Candidate Selection and Interviewing Methods  (6R2) 
Employee Performance 
Review 

• Institutional Climate Survey (Figure 6j) 

Facilities Master Plan 
• Facilities Master Plan* Progress (6R2) 
• Project Prioritization Process (6R2) 

College Foundation • Annual Fund Raising (Figure 6m) 

Auxiliary Services 
• Food Service Catering Comment Card (Figure 3s). 
• Recreation Center Usage Statistics (Figure 6k). 
• Wellness Center User Survey (Figure 3r) and Usage Statistics (Figure 6l) 

Information Technology 

• Campus Web (6R2)  
• Faculty and Staff Training (6R2) 
• Progress on Campus Technology Plan (6R2) 
• Smart Classroom Statistics (6R2) 
• IT Staffing Increases (6R2) 

*The Facilities Master Plan includes the Technology Plan, Distance Learning Plan, and the Deferred Maintenance Plan. 

 

6P2 Identifying the Administrative Support 
Service Needs of Faculty, Staff, 
Administrators, and Other Key Stakeholder 
Groups Our Institutional Effectiveness Team 
uses the Institutional Climate Survey and 
subsequent focus groups to gain general  
 

information in this area.  Other means include 
faculty and staff retreats, board of trustee 
retreats, divisional meetings, employee input in 
teams, email, and through the president’s open- 
door policy whereby employees may offer 
suggestions or express concerns on any 
college-related issue.  In addition, offices like the  
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Business Office, Human Resources, and 
Facilities Maintenance may periodically develop 
and administer surveys to identify the needs of 
the various campus stakeholder groups.   
 
It is more difficult to gain information from off-
campus or community stakeholder groups.  We 
have not conducted a broad survey of residents 
of our college district.  However, community 
members who use our Wellness Center or other 
auxiliary services like food services are 
occasionally surveyed.  Input is also gained at 
service organization meetings attended by 
college staff, on the various boards where 
college staff hold seats, and at presentations 
given to community groups by the president and 
senior leadership.    
 
6P3 Managing Support Services to Ensure 
Students and Key Stakeholder Groups Needs 
are Met Figure 6a, above, provides information 
on the reporting relationships for support service 
areas.  Each of the divisions is headed by one of 
our three vice presidents.   Day-to-day 
management involves managers, program and 
support area directors, and educational support 
staff personnel running the various offices and 
service areas with regular staff meetings held by 
divisional vice presidents.  In addition, teams like 
the At-Risk Student, Student Success, 
Infrastructure and Resources, Institutional 
Effectiveness, and Community Service teams 
address support service issues.   
 
6P4 Use of Information to Improve Support 
Areas Feedback from faculty, students, and key 
stakeholders, whether in the form of survey 
data, suggestions that arise from teams, and/or 
comments to college staff directly from students 
and other stakeholders fosters discussion within 
offices, service areas, or teams, and results in 
process improvement.  This can be 
accomplished formally as it did recently in our 
At-Risk Student Team when one member 
suggested that student advising forms should 
include a section outlining assessment and 
developmental course prerequisites.  The team 
drafted a new form and submitted it to the 
Student Services Division, which adopted it.  It 
can also happen outside the formality of the 
team where faculty, students, or stakeholders 
can offer suggestions for improvement directly to 
an office or service area which uses the 
information to make the necessary 
improvements in the process in question. 
 

6P5 Measuring and Analyzing Student and 
Administrative Support Service Processes 
We use a number of measures to monitor our 
student and administrative support service 
processes as outlined in Figures 6b and 6c.  
Measures range from stakeholder usage 
numbers to more evaluative forms of 
measurement (i.e., surveys).  To date, 
measurement and analysis has been solely 
accomplished by the respective service area, 
office, division, or campus team with little 
coordination of efforts.  However, late fall 
semester 2004 we hired a Director of 
Institutional Research to improve our data 
collection, measurement, and analysis efforts.  
The IR office will serve as a clearinghouse for 
research and will coordinate and make our 
efforts in this area more efficient; we will improve 
the processes that we use to make improvement 
decisions. 
 
6R1 Student Support Service Results 
Selected results for career planning through our 
Career Counseling office are shown in Figure 6d 
for three academic years.     
 
Figure 6d 

Student Usage of Career Counseling Services 
(N of Student Appointments with Counselor) 

Academic Year: N 
2001-02 736 
2002-03 992 
2003-04 986 
 
Student appointments with our career counselor 
include the use of various PC-based career 
exploration tools and interest and personality 
inventories.  In addition, attendance at our 2003-
04 Career Fair was approximately 800 students 
from 13 area high schools. 
 
Evaluative results for financial aid will be 
available in the near future through the ACT 
Faces of the Future Survey that was 
administered during fall semester 2004. 
 
Student satisfaction has not been formally 
measured for our new Supplemental Instruction 
(SI) program that began during spring semester 
2004 in Introduction to Chemistry.  However, 
based on student input, the program was 
expanded for fall 2004 to include Anatomy and 
Physiology I courses as well as Introduction to 
Chemistry.  At the end of fall 2004, students 
presented a petition with 31 signatures 
requesting that SI be offered with Anatomy and 
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Physiology II for spring semester 2005.  The SI 
leader provided a written assessment of the 
program for fall 2004 which included information 
on student attendance, a description of 
instructional methods, and student comments 
that were overwhelmingly favorable.  
 
Results from our spring 2004 Testing Survey in 
the Learning and Testing Center included three 
Likert scaled statements about the testing 
environment and also asked for student input on 
ways to improve our testing services.  Students 
agreed or disagreed with the statements using 
the typical five response scale with agree values 
being four and five, disagree values being one 
and two, three was a neutral response.  Results 
are shown in Figure 6e in terms of the response 
averages. 
 
Figure 6e 

LTC Student Testing Survey 
Spring Semester 2004 

 Statement: 
Strength of 
Agreement:  

The testing room is a comfortable 
testing environment. 

3.40 

I can concentrate on my test in the 
testing room because it is 
adequately quiet. 

3.97 

Ventilation and room temperature 
is satisfactory in the testing room. 

3.50 

 
Student comments on the testing survey 
indicated the need to improve seating.  We 
replaced all of our tablet-arm desks with larger 
chairs and desks during fall semester 2004.   
 
Our Women’s Resource Center (WRC) works in 
collaboration with various community groups to 
provide support in the form of information, 
empowerment, advocacy, and training.  The 
Center holds a number of events and workshops 
through which it accomplishes its support goals.  
These include an annual student success 
workshop, a health EXPO that includes 
presentations by community health specialists, 
plays that focus on particular women’s issues 
and are presented in collaboration with the local 
Performing Arts League, speakers on a variety 
of topics, and workshops on such topics as 
parenting, student success, test-taking skills, 
and women in transition.  Results for the WRC 
have been compiled in a cumulative format for 
the period since the Center’s inception in spring 
semester 2001 through fall semester 2004.  The 
WRC has:    

• held 54 on-campus seminars; 
• held on-campus presentations for a total of 

2,800 students;  
• made 122 referrals to community agencies; 
• presented to 64 community groups and 

2,367 members;  
• had 693 students and potential students visit 

the WRC office; and 
• has received approximately $24,783 in gifts 

and donations. 
 
Results for disability services usage provided 
through our STaRS program appear in Figure 6f, 
below. 
 
Figure 6f 

Student Usage of Disability Services  
Academic Year: N 
2001-02 35 
2002-03 44 
2003-04 45 
 
Results for our new mentoring program are from 
a survey that was administered during fall 
semester 2004 in the two developmental 
courses that were selected for the program pilot, 
Pre Algebra and Introduction to College Writing.  
In the survey, students responded to ten Likert 
scaled items and results for three of those items 
appear in Figure 6g.  The same scale was used 
on the survey as was used for the testing survey 
in Figure 6e.   
 
Figure 6g 

Pilot Mentor Program Results 
Fall Semester 2004 

Statement:  
Strength of  
Agreement: 

The mentor program helped me 
feel more connected with WSCC. 

3.1 

My mentor was knowledgeable 
of available support programs. 

3.7 

I would recommend the mentor 
program to other students.   

3.1 

 
Additionally, students answered open-ended 
questions and made suggestions for program 
improvement.  This information will be reviewed 
by the Student Success Team during the spring 
semester 2005. 
 
Our Graduate and Employment Survey is 
administered to our graduates annually.  Both 
transfer students and students completing 
occupational degrees are included in the survey 
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but are not identified separately in the data.  
Measures and results for our graduates for the 
past two academic years are shown in Figure 6h 
(2003-04 results will be available during spring 
semester 2005).    
 
Figure 6h 

WSCC Graduate & Employment Survey Results 
Transfer Students (2001-02 and 2002-03) 

Measure: 
2001-
02 

2002-
03 

Percent satisfied with education 
and/or training. 

92% 99% 

Coursework at WSCC 
“good/average” preparation for 
continuing education. 

83% 100% 

Credits transferred “very 
well/well” to a senior institution. 

91% 91% 

Employed, related to degree 
earned at WSCC. 

95% 87% 

Training at WSCC “good/ 
average” usefulness in 
performing your job.  

98% 98% 

 
Results for two academic years for our flexible 
payment plan option, which helps students 
afford tuition, appear in Figure 6i.   
 
Figure 6i 
Students Utilizing Flexible Tuition Payment Plan 

(Percent of Total Enrollment) 
2002-03 12% 
2003-04 10% 
 
Results for the library will be obtained through 
adding our own items to future administrations of 
the Faces of the Future Survey.   
 
Results for our 2003-04 Faculty Technology 
Survey address the student technology skill 
areas in which students need to improve.  In the 
survey the faculty identified the most crucial 
technology skills in which students need to 
receive training. The top three skills are as 
follows:  
• managing email attachments, 
• creating charts or graphs in a spreadsheet, 

and 
• giving presentations using Microsoft 

PowerPoint. 
 
Our student computer lab staff held one 
workshop covering these topics during fall 
semester 2004. 
 

6R2 Administrative Support Service Results 
Our annual capital budget process is designed 
to ensure that equipment and projects that 
pertain to students and instruction receive top 
priority.  We do not use a formula allocation 
model but instead allocate resources campus-
wide through a process designed to ensure that 
student needs are put first and that facilities, 
equipment, and technology are provided to 
enhance the learning process.   
 
The capital budget process for equipment and 
technology involves faculty, staff, and 
administrators submitting capital budget 
requests each January to their respective 
divisional vice president.  Next, vice presidents 
hold meetings to prioritize equipment requests in 
which the submitters work cooperatively to 
prioritize divisional requests.  Finally, the 
Infrastructure and Resources Team holds a 
campus-wide meeting to review the prioritized 
divisional capital equipment and technology 
requests and to finalize the budget.  Commonly 
during divisional prioritization meetings, faculty 
and administrators altruistically give the requests 
of others priority based on greater student and 
instructional need.  For maintenance and 
building projects, meetings are held by the 
Infrastructure and Resources Team in each of 
the four main campus buildings to ascertain the 
needs of each building.  The team reviews all 
project proposals in light of our Facilities Master 
Plan, Deferred Maintenance, and Strategic Plan. 
 
Our process for hiring new employees varies 
between faculty, administrative, and support 
staff positions.  What is common, however, is 
our desire to hire candidates who will embrace 
our vision, mission, and participate in our team 
environment.  This process is discussed at 
length in Category Four, 4P1.   
 
Our employee performance review model has 
been significantly improved for administrators 
and support staff through input in our 
institutional climate study.  Item 15 on the 
climate study provides the best measure for this 
process.  The same scale used in previous 
figures applies to the data below.   Category 
Four, Valuing People, discusses this process in 
greater depth.  Results for this process from our 
climate survey appear in Figure 6j as response 
averages. 
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Figure 6j 

Institutional Climate Survey Results 
For Employee Performance Evaluations 

15. I am personally satisfied with the current 
method of job performance evaluations. 
Group: 2001-02 2002-03 2003-04 
Administrators 3.36 3.50 4.16 
Support Staff 2.78 2.82 3.53 
 
Our Infrastructure and Resources Team, 
working with consultants, developed a Facilities 
Master Plan in 2000.  The purpose of the plan is 
to “direct the future physical development of the 
College in ways that reflect its mission and 
vision for the future.”  The plan is reviewed and 
updated annually to incorporate changes, new 
projects, and completed projects like our new 
community ice arena and science wing that were 
completed in fall 2002.  We are currently waiting 
for information from the state on a matching 
grant to help fund yet another project, a new 
Student Learning Center.  This will be a new 
building situated in the center of campus that will 
house the library, Learning and Testing Center, 
STaRS program, Student Services Division, 
bookstore, student lounges, and other campus 
service areas.  A recent addition to the plan is a 
new building to house the K-12 career and 
technical education auto repair program which 
will be part our Technical Preparation 
Partnership, and the shared facility will also 
enable the college to explore expanding its 
offerings for business and industry training.  
Additionally, this new Tech Center Auxiliary 
Building will house our facilities maintenance 
offices.  
 
The process that results in facilities 
improvements includes input from the campus 
community through our Infrastructure and 
Resources Team, through meetings with college 
faculty and staff, and through meetings with 
various stakeholder groups.   
 
Our auxiliary service areas provide services that 
benefit many stakeholder groups.  Our 
Recreation Center is a large facility for a college 
our size and is heavily used by our faculty, staff, 
students, community groups, and the general 
public. Use of our recreational facilities by 
college employees is included in our fringe 
benefit package.  Figure 6k shows Recreation 
Center general usage results in terms of the 
number of stakeholder uses for both the general 
public and full-time students for three years.  
 

Figure 6k 

Recreation Center Usage Statistics 
 2001-02 2002-03 2003-04 
General 
Public 

22,183 20,829 21,424 

Full-time 
Students 

5,310 4,923 4,870 

Faculty & 
Staff 

1,387 1,720 1,805 

 
Additionally, usage by type of recreational 
activity is also documented as is usage by 
specific stakeholder groups (i.e., churches, 
areas K-12 schools, clubs, intramural sports 
groups, community service classes, and the 
various groups that rent the arena for antique 
shows, building shows, and similar events).   
Our Wellness Center maintains separate usage 
and membership statistics.  Figure 6l provides 
results for the same three-year period. 
 
Figure 6l 

Wellness Center Use Statistics - Total Number 
of Stakeholder Workouts for Three Years 
2001-02 2002-03 2003-04 
23,714 28,278 29,403 

 
Results for our college foundation include 
monies raised for our cultural arts program and 
the construction of our new community ice 
arena, among other endeavors.  The mission 
statement of our foundation reads:  “Our mission 
is to provide the extra resources that help West 
Shore Community College achieve greatness.”  
Pursuing “greatness” is part of our college 
vision.  Our foundation fills the gap between 
what we can achieve solely through public 
funding and what we need to achieve excellence 
in a campus program or project.  Our foundation 
raised most of the $3.3 million for our “debt-free” 
ice arena, which includes a Department of 
Natural Resources Grant, donations from area 
counties, and private donations.  Two fund-
raising initiatives, the Corporate Sponsors 
Program and the Directors Circle (see 3R3), 
have been used by the foundation to help raise 
these monies.  Our corporate sponsors 
contributed a total of $27,500 dollars during fall 
semester 2004.  Results for the foundation that 
appear in Figure 6m are for all fund-raising 
endeavors combined for the specified year. 
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Figure 6m 

College Foundation Fund Raising Results 
Total Funds Raised By Year 

2001-02 $494,762 
2002-03 $82,598 
2003-04 $50,893 
 
Results for our Information Technology 
processes also include the faculty technology 
survey that was conducted during 2003-04.  In 
addition to the student focus already cited, the 
survey assessed other technology processes 
which resulted in an increase in our technical 
staff by one full-time position, a web master, 
during fall semester 2004.   
 
We have a Campus Technology Plan, which is 
reviewed and updated annually.  Results 
towards completion of this plan are reported in 
the annual Infrastructure and Resources Team’s 
report to the president.  Results reported for 
2003-04 are as follows: 
• Added wireless access point in the 

Technical Center. 
• Purchased new PC and software for the 

Instructional Innovation Center to enable 
faculty and staff to create digital video. 

• Purchased a new server to run Blackboard 
software and to enhance performance. 

• Provided training to college employees in a 
variety of areas including adding voice 
narration to PowerPoint presentations, 
compressing narrated PowerPoints with 
Impatica, and setting up a virtual private 
network (VPN) on a home computer system. 

 
Our campus web, which was developed by our 
Information Technology staff, enables faculty to 
retrieve course and student information and to 
post grades; and students can check transcripts, 
enroll in courses, view class schedules, and 
access other information.  In addition, a variety 
of administrative tasks can be accomplished 
through this interface.  Our number of “smart 
classrooms” has climbed to 31 (approximately 
75 percent of all campus classrooms), and we 
have created an Instructional Innovation Center 
that faculty use to create on-line and traditional 
course materials and experiment with new 
software.  Additionally, IT staff train our 
administrative staff on new administrative 
software and provide training for faculty during 
our spring in-service on Blackboard and other 
technical tasks that support instruction.   

6R3 Comparing Results with Other Colleges 
and Beyond  We hope to compare our results 
from our Gateway to CQI Student Satisfaction 
Survey with the six other Michigan community 
colleges participating in the Gateway to CQI 
project.  This project will provide comparative 
data on the following: 
• student satisfaction, 
• student continuance, 
• enrollment trends, 
• student success, 
• expenditure per student, and 
• return on investment.  
 
6I1 How We Improve Processes and Systems 
of Support We improve our support processes 
through the work of divisions, offices, support 
service areas, and through our team system.   
For example, targets for improvement in student 
support services and developmental courses 
were established as a result of the work done by 
our At-Risk Student Team during 2003-04. As 
mentioned previously, this included a self-study 
wherein we examined our student support 
efforts, conducted a review of the student 
success literature, and examined the 
Community College of Denver’s highly-reputed 
student success program.  As a result of this 
study, many improvements were recommended 
and a time-line for accomplishing these 
improvements was established.  Further, this 
team is comprised of key support area 
administrators, developmental education faculty, 
and other individuals that work in student 
support service areas.  Team members 
collaborate to coordinate support efforts and 
improve systems and processes.         
 
6I2 Setting Targets for Improvement, 
Improvement Priorities, and Communication 
of Results  We set targets for improvement 
within the various service areas and through 
teams.  Improvement priorities for student 
support services include the following: 
• Expand the existing Learning and Testing 

Center to provide more space and a more 
quiet environment for testing/assessment 
activities. 

• Offer additional free mini-sessions to teach 
students computer skills focusing on 
spreadsheets, PowerPoint, and email 
attachments.  (We offered one session 
during fall semester 2004.)  
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• Develop an academic early warning system 
that utilizes support areas and promotes 
student success. 

• Expand academic support for the growing 
number of ESL students. 

• Expand the existing Learning and Study 
Strategies assessment used in the STaRS 
center to web-based assessment and study 
skills improvement modules.  

• Provide an open writing lab within the 
STaRS Center.    

 
Improvement priorities for administrative support 
services include the following: 
 

• Develop a campus environmental plan. 
• Expand recreation services by adding more 

cardiovascular equipment working in 
collaboration with YMCA. 

• Add roll-up curtains in our 14,400 sq. ft. gym 
that will allow this large space to be used for 
up to four events at a time. 

• Develop a user satisfaction survey for 
campus technology. 

• Add another T-1 line for more Internet 
bandwidth. 

• Add “hot spots” for student notebook PC 
connectivity to the campus network. 

• Increase the number of “smart classrooms” 
on campus. 

• Build a new Student Learning Center, which 
will be our new center-piece building on 
campus that will house the library, student 
services, and other support service areas 
(our foundation has set the goal of raising $1 
million toward this project). 

• Create a “President’s Club” through our 
foundation that will be targeted toward civic 
leaders and funding endowments that will 
generate scholarships and support other 
college programs on a continuing basis. 

 
Communication of improvements to the campus 
community would be through team meetings, 
semester kickoff events, email, divisional 
meetings, and the campus intranet.  
Communication to other stakeholders would be 
through local newspapers, radio stations, and 
through special campus events. 
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AQIP Category Seven 
Measuring Effectiveness 

7C1 Data Collection, Storage, and 
Accessibility Our data collection and storage 
have historically been decentralized.  College 
divisions, offices, program directors, and other 
campus entities have collected and stored their 
respective data for many years.  Further, 
information was not readily accessible outside of 
these organizational units nor was there 
coordination to ensure that data was not 
duplicated.  However, with the advent of our 
current team system, approximately five years 
ago, there began a more coordinated effort to 
collect and disseminate data.  Additionally, 
because team membership is a cross-functional 
representation of the campus community, 
information that had previously been stored 
locally was discovered and shared within and 
among campus teams to a degree.    Our 
Strategic Planning Team, which is comprised of 
the chairs of all campus teams, has also been 
instrumental in identifying data needs.  In June 
2002, we submitted three AQIP Action Projects, 
one of which was titled:  “Improve Stakeholder 
Assessment, Data Gathering, and Data 
Dissemination Processes.”  Through this project 
we intended: “To determine what assessment 
information is currently being collected and 
where it is currently being stored, how the 
information is being used to effectively improve 
the institution, and how to reduce/eliminate 

duplication of data.” In addition, we will be 
working on ways to improve the dissemination of 
data—making it more available and useful to 
college employees and others who may need it.  
We also formed a data sub-team to work on this 
action project; and this team began to 
systematically contact the various campus 
divisions, offices, and other units to ascertain 
what data was commonly collected.  We hired a 
Director of Institutional Research two years ago, 
and this individual began working on centralizing 
our data collection.  However, this person 
resigned after one year.  During late fall 
semester 2004, we again filled the position; and 
our new Director of Institutional Research is 
currently working towards accomplishing this 
task and action project goal.     
 
7C2 Our Key Institutional Measures for 
Tracking Effectiveness We have described a 
variety of measures and have shown results in 
the other categories.  Figure 7a is a list of what 
we consider our key measures.  Our program 
measures in our new electronic Dashboard 
project and the institutional measures from our 
Gateway to CQI collaborative project, both 
currently under development, should provide us 
with general information on effectiveness.  
Additionally, we are currently considering 
developing institutional measures to be trended 
within our Dashboard project.   

 
Figure 7a 

Key Institutional Measures  

Focus Measure(s) 

Students and 
Instructional Programs 

Student satisfaction ▪ Graduation rates ▪ DFW grade rates ▪ NOCTI ▪ NCLEX 
pass rates ▪ Law Enforcement Licensing Exam pass rates ▪ Developmental 
course success ▪ Developmental student success in subsequent courses ▪ 
Course outcomes ▪ Program outcomes ▪ Carl Perkins core indicators ▪ ACS ▪ 
ASSET ▪ PROE 
 

Employees Institutional Climate Survey ▪ Faculty Evaluation (SAL ) 

External Stakeholders 

Wellness Center Survey ▪ Simply Catered survey ▪ Public comments at board 
meetings ▪ Number of articulation agreements ▪ Number of programs offered 
through collaborative relationships ▪ Employer satisfaction ▪ Donations through 
the college foundation ▪ PROE 

Financial 
Gateway to CQI Measures (return on investment and expenditure per student)  
▪ IPEDS audits ▪ Foundation assets ▪ Budget review 

Strategic Mid-year and annual team reports to the board of trustees 

 
 
It should be noted, with reference to Figure 7a, 
that due to our current efforts to 1) develop a 
virtual central repository to institution-wide data 

and 2) standardize and automate processes for 
data collection and analysis by hiring a Director 
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of Institutional Research, that these measures 
are subject to reconfiguration and change. 
 
7P1 Selecting, Managing, and Using 
Information and Data  We select nationally 
normed instruments as well as developing our 
own institutional instruments.  An example of the 
former, regarding student learning, would be our 
use of NOCTI to improve our occupational 
programs.  Results from NOCTI are reviewed by 
instructional divisions and program advisory 
teams who identify low-ranked items and plan 
and implement program improvements.  
Similarly, our At-Risk Student and Student 
Success Teams use institutional data on 
developmental course success, developmental 
student success in subsequent courses, and the 
DFW grade report to improve student support 
services. 
 
Our institutional climate survey is another 
example of an institutionally-developed 
instrument that we have used for three years to 
improve in many areas including 
communications, collaboration, leadership, and 
our team system.  This process, described in 
detail in Category Four, includes the sharing of 
survey data in employee focus groups and the 
development and implementation of 
improvements based on the lowest-ranked 
survey items and employee feedback.     
 
7P2 Determining Information and Data Needs 
and Priorities   During 2003-04 our Data Sub 
Team, which reports to our Institutional 
Effectiveness Team, surveyed each campus 
team to determine information and data needs.  
Additionally, these needs are specified by each 
campus team in the mid-year and annual reports 
that are submitted to the president and board of 
trustees.  Team information and data priorities 
are determined relative to our strategic goals, 
which relate to our vision and mission.  Our 
Director of Institutional Research is currently in 
the process of meeting with campus teams, 
divisions, and offices to further clarify data 
needs.   
 
7P3 Determining Needs and Priorities for 
Comparative Information and Data  Beyond 
what we have stated in 7P2, we address 
comparative needs through selecting peer 
institutions that are similar to us (i.e., the 
Gateway to CQI project) with which to compare 
our results.  Michigan has 28 community 
colleges of which its smallest community 

colleges have been designated the “small eight.” 
We are part of this group and have historically 
compared our endeavors within this group of 
peer institutions.   
 
Additionally, we identify colleges with exemplary 
programs to generate ideas for improvement.  
For example, our At-Risk Student Team 
examined the Community College of Denver’s 
student success program in 2003 and, as a 
result, developed improvements and a timeline 
for implementation.  Our Learning & Testing 
Center, STaRS, developmental courses, and 
Student Services Division’s student success 
efforts are coordinated through the Student 
Success Team and At-Risk Student Team.  This 
cross-functionality aspect of campus teams 
helps us to more efficiently determine 
information and data needs.   
 
We have not compared our results with 
organizations outside of the education 
community.  However, area employers and 
professionals that participate in the advisory 
committees for our occupational programs do 
give input on how our programs match job 
market needs.  Our Director of Workforce 
Development, who will be starting in spring 
semester 2005, will be concerned with 
determining such needs and priorities. 
 
7P4 Analyzing and Sharing Institutional 
Performance Information and Data    
Our Strategic Planning and Institutional 
Effectiveness Teams are in the process of 
developing a formal mechanism for analyzing 
and viewing overall performance measures, a 
task that has historically been accomplished ad-
hoc.  Sharing performance information 
throughout the campus community will probably 
be accomplished through our campus Intranet 
using a dashboard-like program.   
 
7P5 Ensuring Alignment Between 
Institutional Goals and Division Information 
and Data Regarding Student Learning and 
Institutional Objectives  Our team system, as 
described in Category Five, and strategic goals 
are aligned with our vision and mission.  The 
hierarchy of the teams to the strategic plan and 
the assignment of strategic goals to specific 
teams ensures alignment with our foundational 
documents.  Team accountability is ensured 
through mid-year and annual team reports that 
are reviewed by the president and board of 
trustees.  The president formally responds in 
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writing to each team and also meets annually 
with team chairs.  The written response includes 
an evaluation of team activities and team 
charges that provides focus for the team, and 
this document is included in the annual Team 
Planning Manual.  Additionally, vice presidents 
submit annual divisional reports that list activities 
and accomplishments under specific elements of 
our vision and mission.  However, it is through 
our campus team system that alignment occurs 
and our teams focus on strategic goals, which 
are based on our vision and mission.   
 
7P6 Ensuring the Effectiveness of Our 
Information Systems and Related Processes 
We are committed to maintaining state-of-the-art 
hardware and software systems.  Our network 
operating systems, file servers, database 
servers, e-mail servers, desktop systems, and 
office productivity tools are fully integrated and 
supported by a single vendor, Microsoft.  All of 
the software mentioned is kept at the latest 
version and service pack level.  Our hardware is 
maintained under warranty and replaced under a 
maximum four-year rotation to provide the 
computing power for the latest generation of 
software.  Our server data is backed up in its 
entirety every night to provide disaster recovery 
service for the campus community.  
Confidentiality is assured through directory 
services permissions and file management. 
Security policies and procedures provide the 
highest level of encryption during file transfers 
even over wireless connections.  
 

Regarding reliability and security of information 
and data on our mainframe computer, our 
AS/400 uses RAID technology, which reduces 
the risk of losing data due to hardware failure; 
and a backup is performed each evening for all 
the data and programs.  The AS/400 is set at 
security level 30, which is password and object 
security.  Users are required to change 
passwords quarterly, and have a specific job 
menu with the necessary security for all job 
functions.  When necessary, security is issued to 
a group of records within a file (i.e. account 
numbers for a department). 
 
We have a Technology Sub-Team that is part of 
our Infrastructure and Resources team that 
works to ensure the effectiveness of our 
information systems and related processes.  
This sub-team is comprised of our Director of 
Distance Learning and Information Technology, 
Network Administrator, Director of Information 

Systems, and our technical staff.  It reviews all 
campus information systems resources and 
addresses issues that arise. 
 

7P7 Measuring the Effectiveness of Our 
System for Measuring Effectiveness  We 
have not thoroughly measured our system for 
measuring effectiveness.   
 
7R1 Evidence Our System for Measuring 
Effectiveness Meets Our Needs in 
Accomplishing Our Mission and Goals  Our 
current decentralized, ad-hoc approach to 
information, data collection, and dissemination 
does not include measures for our system for 
measuring effectiveness.  In the other 
categories, results have been presented that 
show the progress we have made toward 
accomplishing our strategic goals, college 
mission, and vision.   We have also shown the 
cross-functionality of our teams whose primary 
focus are our strategic goals, mission, and 
vision.  However, we clearly need to have a 
single view of both centralized (mainframe) and 
distributed data that meets the information 
needs of our teams and decision-makers to 
improve in this area; and this is currently under 
development.   
 
7R2 Comparing Results from 7R1 with Other 
Colleges  We have not compared our results for 
measuring effectiveness with other colleges or 
other organizations outside the education 
community.  However, as previously cited, 
through our Gateway to CQI project we are 
collaboratively developing ways to share and 
compare a variety of measures, including 
Continuance, Student Success, and other 
financial indicators.  In addition, the NPEC 
IPEDS Data Feedback Report provides us with 
the ability to compare ourselves across a wide 
range of variables.  A planned initiative for 
comparing student characteristics nationally, 
including effectiveness measures, has already 
begun with our participation in the ACT Faces of 
the Future Survey.  Results will be compiled and 
analyzed during spring semester 2005.  
Communication plans for disseminating this and 
other results we be developed through our 
Director of Institutional Research.   
 
7I1 Improving Our Processes and Systems 
for Measuring Effectiveness  We are presently 
working to improve our means of measuring 
effectiveness through our data action project.  
Our new Director of Institutional Research is 
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currently reviewing our stakeholder assessment, 
data gathering, and data dissemination 
processes.  This person is also working with our 
campus teams and campus organizational units 
to identify existing data, data needs, and 
measures; and to coordinate and, to some 
extent, automate our systems and processes for 
measuring effectiveness in order to use these 
data for institutional decision-making by 
providing a single view, or a single point of 
access to distributed, institution-wide 
information.  
 
7I2 Setting Targets for Improvement for 
Current Results, Improvement Priorities, and 
Communication of Results  Improvement 
targets that are in place in our data action 
project include the following: 

• determine how we will measure our system 
for measuring effectiveness; 

• complete our electronic Dashboard project 
by 2005-06; 

• outsource a business/industry research 
need, which includes the development of a 
survey to assess stakeholder needs (i.e., 
skills required of graduates of occupational 
programs);  

• devise mechanisms for dissemination of 
data such as a shared electronic workspace 
(e.g., a web portal) to provide a single view 
of institution-wide information; and 

• continue our involvement with state-level 
projects and compile and use comparative 
data for ongoing program and institutional 
improvement. 

 
Additionally, we administered the ACT Faces of 
the Future Survey late fall semester 2004.  
During spring semester 2005, we will review the 
results of this survey regarding the 
characteristics of our students, their perceptions, 
needs, and priorities.  These data will not only 
help us determine how effectively we are 
meeting the needs and expectations of our 
enrolled students compared to other institutions 
but will also provide us with information upon 
which to establish targets for improvement. 
 
Additionally, all existing surveys are currently 
under review.  Revisions to existing surveys are 
being discussed that will improve these 
instruments.  An example of a potential revision 
would be the modification of our Student 
Satisfaction Survey to enable us to identify our 
developmental student population and to 
compare the satisfaction results of this group 

with our non-developmental student group.  We 
are also devising new ways to ascertain 
students’ educational goals to provide more 
accurate retention data.     
 
We are currently developing methods for the 
timely communication of results and 
improvement priorities to the campus community 
and other stakeholders.  Discussions at this time 
are centered around the development of an 
electronic tool similar to our Dashboard program 
through which to communicate these results. 
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AQIP Category Eight 
Planning Continuous Improvement 

8C1 Our College in 5 – 10 Years  By 
accomplishing our mission (which has been 
discussed at length in other categories) through 
our strategic planning process and the 
accomplishment of our strategic goals, we move 
the college toward our vision of assuring student 
success, serving our entire community, and 
pursuing greatness.  Over the next few years, 
specific improvements will result from our 
strategic planning process, the outcomes of 
which will hopefully include the following: 
• we will be a learning centered college; 
• we will have improved our existing 

collaborative relationships and will have 
formed new partnerships with educational 
stakeholders that will impact K-12 student 
preparation for college, the transfer of our 
students to senior colleges and universities, 
and will have increased the number of 
bachelors and masters degrees offered on 
our campus; 

• we will provide increased training for local 
businesses and industries; 

• we will have a new Student Learning Center 
that will house a centralized and 
comprehensive student success program, 
Student Services, Library, and other campus 
offices that provide services for students; 

• we will have a national reputation in at least 
one of our programs or initiatives; 

• we will have a culture of evidence upon 
which to base institutional decision-making 
that will benefit all stakeholders; 

• we will have close alignment between our 
vision, mission, core values, strategic plan, 
budget, and other college resources; and  

• we will have a positive institutional climate 
that maximizes the potential of each 
member of the college community, fostering 
learning, creativity, collaboration, and 
innovation. 

 
In addition, our current AQIP Action Projects, 
which address the desired outcomes listed 
above, will also move us toward fulfilling our 
vision.   
 
8C2 Our Short- and Long-Term Strategies 
and Their Alignment with our Mission and 
Vision  We have discussed our strategic 
planning process, campus team system,  and 
how we ensure alignment with our mission and 
vision in other categories.  Our strategic goals 

are also listed and discussed in other 
categories, particularly Category Two.   Our 
strategic goals and their action plans as set forth 
in our campus teams are the strategies through 
which we accomplish our mission and pursue 
our vision.  Some of our strategies are shorter 
term than others.  For example, strategic goal 10 
is “To complete all the requirements for 
accreditation under the AQIP model for the 
North Central Association.”  This goal will be 
accomplished very shortly.  However, strategic 
goal 1, “Create substantive learning-centered 
change in all student settings,” will take 
considerable longer to accomplish.  Additionally, 
some goals, like goal 7, are on-going:  “To 
promote awareness and respect for diverse 
perspectives.”  This goal, like goal 11, “Maintain 
operating and capital funding,” is long-term by 
nature.   
 
Regarding how teams develop strategies, teams 
initially identify factors that impact goals.  For 
example, our Infrastructure and Resources 
Team has identified several factors that impact 
goal 11, two of which follow:     
• State operating funds were cut 13% overall 

for FY2003 and FY2004. FY2005 funding is 
again uncertain due to the poor State 
economy.  Future years may also mean 
more funding cuts based on the State 
economy recovering slowly with little hope of 
increased State funding for some time for 
general operating. 

• The number one priority of the 2004 
Campus Facilities Master Plan was again 
submitted for State Capital Outlay funding, 
the proposed Student Learning Center.  The 
State is considering planning funds for the 
College project.  Since capital outlay funding 
comes from different funding than the State 
operating budget, there appears to be some 
likelihood of this project being given the 50% 
match from the State (approximately $4 
million).  We have our half of the money for 
this project.   
 

Through thoroughly identifying and analyzing 
factors that impact strategic goals, more 
effective strategies for goal accomplishment 
may be developed. 
 
8P1 Our Planning Process  Our planning 
process involves our Strategic Planning Team, 
our visionary team, establishing strategic goals 
that align with our vision, mission, and core 
values, and assigning these goals to specific 
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campus teams.  This team is responsible for 
future revisions in our foundational documents.    
 
8P2 Selecting Short- and Long-Term 
Strategies  We select short- and long-term 
strategies through team directives from the 
president, dream sessions, and affinity 
diagramming.  Each campus team develops 
strategies through which to accomplish its 
assigned goals.  Teams receive direction from 
the president and may use affinity diagramming 
and dream sessions to brainstorm ideas and 
strategies.  Team members also attend regional 
and national conferences where they acquire 
ideas that help us in the development of more 
effective strategies.  Team strategies for goal 
accomplishment are submitted to the president 
and the board along with detailed information on 
team progress twice each year, at the end of the 
fall semester and at the end of the academic 
year.  At present we lack a common 
methodology for the development of strategies, 
and strategies are not specifically identified as 
short- or long-term.  This is an area we will 
address for improvement.  A final factor that 
impacts how we select strategies is limited 
resources.  Restrictive resources require us to 
carefully prioritize goals and to give priority to 
strategies that are closely tied to our action 
projects and related goals.  
 
8P3 Developing Key Action Plans to Support 
Our Institutional Strategies   At the beginning 
of fall semester 2004, the president gave each 
team a specific charge to further focus team 
efforts on strategic goals.  Additionally, each 
campus team member received our new team 
planning manual at the beginning of fall 
semester 2004. This resource includes our 
foundational documents, divisional reports, team 
reports from the previous year, and the 
president’s team charges for each team.  Teams 
are now better equipped to develop strategies 
and action plans through which to accomplish 
strategic goals.    
 
8P4 Coordinating and Aligning Our Planning 
Processes, Strategies, and Actions  We 
coordinate our processes, strategies, and 
actions through our President’s Leadership 
Team which delegates to the Strategic Planning 
Team, which, in turn, delegates to campus 
teams.  Additionally, as previously cited, the 
president periodically meets with teams to clarify 
team work and to provide input to help teams 
more efficiently work towards goal 

accomplishment, and such information is 
communicated to all campus team members 
through our Team Planning Manual. 
 
8P5 Selecting Measures and Setting 
Performance Projections   We are in the 
process of identifying measures of performance 
toward strategic goal accomplishment.  
However, we have elected not to set quantitative 
performance projections for our strategies and 
action plans.  We believe that setting 
quantitative projections places a cap that limits 
improvement.  Additionally, if goals are set and 
are not achieved, it is difficult to ascertain 
whether the projections were accurately set.  
Our primary goal is one of continuous 
improvement; and as such, we will continue to 
monitor performance to ensure that our systems 
are improving.  
 
8P6 Accounting for Resource Needs within 
Our Strategy Selection and Action Plan 
Implementation Processes   Our capital 
budget process, as described in 6R2, involves 
all members of the campus community.  
Currently, for non-capital budget requests for 
funding team action plans, teams submit 
requests directly to the president.  However, this 
process may be revised with the development of 
a new model for strategic planning and a budget 
priorities process (see 8I2). 
 
8P7 Ensuring Faculty, Staff, and 
Administrator Development   We ensure 
faculty, staff, and administrator development 
through having a very generous professional 
development budget (see 4R1).  We rarely deny 
professional development requests.  
Additionally, our annual spring semester faculty 
in-service, cited in other categories, provides a 
setting in which we can provide professional 
development activities for faculty that specifically 
address current campus needs.  Our 
administrative and educational support staff 
retreats beginning summer 2005 will provide 
opportunities to address training issues for these 
groups as well. 
 
8P8 Measures for Assessing Our Systems 
for Planning Continuous Improvement   We 
do not have a formal methodology for assessing 
our systems for planning continuous 
improvement.  However, our new Director of 
Institutional Research and the Strategic 
Planning Team will be addressing effectiveness 
measures campus-wide.  Up to this time, we 
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have been quite compartmentalized and 
informal in our assessment of these systems.  
Our Institutional Effectiveness Team oversees 
our AQIP Action Projects, ensuring progress on 
projects and timely report submission.  Our mid-
year and annual divisional and team reports 
provide the president and the board with a 
perspective on the progress made toward 
strategic goal accomplishment and demonstrate 
how progress in campus divisions is fulfilling our 
mission and moving us toward our vision. 
 
8R1 Our Results for Accomplishing 
Institutional Strategies and Action Plans 
Our results are compiled in our mid-year and 
annual reports that are submitted by all campus 
teams and by divisional vice presidents to the 
president and board.  These results hinge on our 
vision, mission, and strategic plan.  As 
discussed elsewhere, our teams are assigned 
strategic goals that align with elements of our 
vision and mission, and each team develops 
strategies and action plans for accomplishing its 
assigned goals.  Divisional vice presidents, who 
are members of the President’s Leadership 
Team, the Strategic Planning Team, and also 
chair other campus teams, align divisional goals 
and activities with the strategic plan and our 
vision and mission.   
 
8R2 Performance Projections for Our 
Strategies and Action Plans for the Next 1 – 3 
Years  We currently do not set performance 
projections for our strategic goals (8I2 provides 
information on possible improvements in this 
area).  Team chairs regularly provide team 
updates to the Strategic Planning Team and the 
president reviews mid-year and annual team 
reports and responds in writing to each team 
regarding team progress.  The president also 
provides focus for teams in the form of a team 
charge—a specific set of suggestions to keep 
teams on task.   
 
8R3 Comparing Projections for Strategies 
and Action Plans with Other Higher 
Education Institutions and Non-Educational 
Organizations  Each action plan is devoted to 
striving for continuous improvement rather than 
trying to achieve some arbitrary target.  As such 
we measure where we are and seek to improve 
our position.      
 
8R4 Evidence that Our System for Planning 
Continuous Improvement is Effective 

When we joined AQIP and began to more fully 
embrace continuous quality improvement, we 
merged two campus teams.  These teams had 
previous experience with continuous quality 
improvement and had been involved in 
developing our outcomes assessment plan 
which was based on the concepts of total quality 
management (TQM).   The focus of this joint 
team was to conduct our self assessment for 
AQIP using the Michigan Quality Council’s 
assessment standards which are based on the 
Malcolm Baldrige Award criteria.  We used this 
process to prioritize our major challenges and 
select our AQIP action projects.   
 
After the selection of our action projects, 
planning continuous quality improvement 
became the responsibility of a newly formed 
team—the Institutional Effectiveness Team 
(IET).  This team finalized our action projects 
and has assumed responsibility for these 
projects and associated reports.  Shortly after 
joining AQIP, we collaborated with other 
Michigan community colleges to form the 
Michigan Total Quality Improvement Project 
(MiTQIP).  MiTQIP immediately focused on 
creating a common approach to quality and 
began developing training for colleges to help 
direct efforts in implementing continuous quality 
improvement.   Two MiTQIP training projects 
were funded by the Michigan Department of 
Labor and Economic Growth.  The first project 
was titled the Gateway to CQI Project and it 
focused on strategic level training; helping 
colleges understand general quality principles 
and how these principles fit in educational 
organizations.    The second project focused on 
the process of applying CQI.  This training was 
modeled after the system we currently use at 
our college and was developed by our Vice 
President of Academic Services.  Our Vice 
President of Academic Services has conducted 
CQI training sessions at various colleges and 
has developed a training series on compact disk 
entitled "Using Quality Tools to Improve 
Education."  This series of narrated PowerPoint 
presentations provides instruction on the Plan-
Do-Study-Act (PDSA) improvement cycle and on 
CQI tools using examples on how we have used 
these methods to improve processes at our 
college.  (A sample of the training series can be 
viewed at the following website: http://www. 
westshore.edu/personal/gesvendor/Accounting-
SOCAT-Narrated.html.  A copy of the full 
training CD is included inside the back cover of 
this portfolio.)  We believe that the application of 
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our process for continuous improvement has 
been extremely effective within our own 
institution, and we are pleased that we have 
been able to provide assistance to other 
colleges throughout the state that are now using 
this improvement model.    
 
Internally, we have applied the principles of 
continuous improvement in our action projects 
and have cited subsequent improvements 
including our institutional climate improvement 
efforts, our new Director of Institutional 
Research who will create a new model for 
assessing stakeholder needs, and our new 
mentoring program targeted at improving the 
success of at-risk students.  Outside the realm 
of our action projects, we have cited 
improvements in many areas including facilities, 
our employee evaluation process, our new and 
enhanced collaborative relationships with key 
stakeholders, and in instruction and student 
support, as well as in other areas.  (Information 
on the improvements to our employee 
evaluation process, part of our improving 
institutional climate action project, using the 
PDSA cycle is featured on the training CD cited 
above.)  Looking to the future, we plan to 
expand the application of CQI throughout 
campus by providing additional training in this 
process to all teams and campus organizational 
units.    
 
8I1 Improving Current Processes and 
Systems for Planning Continuous 
Improvement  Improvements in our current 
processes and systems for continuous 
improvement occur through our Institutional 
Effectiveness Team.  This team has broad 
representation from our college community and, 
as previously stated, is responsible for all AQIP 
projects and continuous improvement training 
for our campus community.  Additionally, it is 
this team that works collaboratively with other 
colleges participating in MiTQIP and Gateway to 
CQI endeavors.  This team will be planning 
further continuous improvement for our campus 
teams and organizational units during 2005-06.     
 
8I2 Setting Targets for Planning Continuous 
Improvement, Addressing Improvement 
Priorities, and Communicating Results  
Our Strategic Planning Team is currently 
involved in preliminary discussions about 
developing a new process or model for strategic 
planning.  This would probably occur during the 

2005-06 academic year.  This new model may 
include the following elements: 
• Identifying core strategic goals, or “core 

concentrations” that will consist of specific 
strategic goals that have the highest priority;  

• Reviewing existing strategic goals to 
determine if they should be given priority as 
a core goal and deciding if existing goals 
need to be altered, dropped, or new goals 
need to be added; 

• Developing prioritized action plans for each 
concentration that include team 
assignments, target dates for completion, 
measurements, costs, and outcomes;  

• Developing a comprehensive model through 
which to fund action plans and strategies for 
strategic goal accomplishment; and 

• Creating additional action plans that address 
AQIP and MiTQIP projects. 

 
The development of core strategic goals would 
necessitate that multiple teams work toward goal 
accomplishment and would also mobilize 
divisions and other organizational units more 
effectively in accomplishing strategic goals. 
 
Finally, these changes may result in revisions to 
our current team system.  For example, existing 
campus teams may be divided into strategic 
teams and work teams or cross-functional teams 
may be formed to accomplish specific action 
items.   
 
Goals that are currently being considered for 
revising in our existing budget planning process 
and that are linked to the development of a new 
approach to strategic planning include the 
following: 
• The budget should reflect the college’s 

Strategic Plan and Annual Goals; 
• Budget planning should involve all employee 

groups; 
• Budget recommendations should be 

consensus-based; and 
• Budget revenues and expenditures should 

be known throughout the college. 
 
Improvements related to budgeting that have 
been proposed for the upcoming year include 
the following: 
• Integrate the strategic planning timelines, 

goals planning timelines, and budget 
priorities timelines; 
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• Develop a “Budget Builders Handbook” 
detailing the process and procedures to 
facilitate training budget managers, and  

• Survey all employees in order to improve on 
the budget process. 

 
An improved strategic planning process linked 
directly to the budget planning process should 
improve our efficiency in accomplishing 
strategies, action items, and ultimately, our 
strategic goals. 
 
Communication of process improvements would 
be through team meetings, semester kickoff 
events, email, divisional meetings, and the 
campus intranet. 
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AQIP Category Nine 
Building Collaborative Relationships 

9C1 Our Key Collaborative Relationships Our 
external collaborative relationships are with K-12 
schools, community colleges, regional 
universities, area employers, local businesses, 
industries, local government, and community 
organizations.  An overview of some of these 
relationships is provided in Figure 9a.   
 
 
Figure 9a 

Key Collaborative Relationships 

Stakeholder Type 

Intermediate School 
Districts and Area K-12 

Schools 

• Mason-Lake ISD 
Tech-Prep 
Partnership  

• Manistee ISD 
Partnership for 
the Manistee 
County Center 

• articulation 

• College for Kids 
Quiz Bowl  

• Dual Enrollment 

Michigan Community 
Colleges 

• articulation, 

• MCCVLC (MI 
Community 
College Virtual 
Learning 
Collaborative) 

• MiTQIP 

• Dashboard and 
Gateway to CQI 
Project 

Regional Senior 
Colleges/Universities 

• articulation  

• bachelor’s 
degree 
programs 

• 3 + 1 programs 

• use of campus 
facilities for 
upper division 
courses  

Regional Graduate 
Schools 

• courses offered 
on campus 

• master’s degree 
programs 

Local Government 

• projects 
including 
regional sewer 
system and 
community ice 
arena 

Area Business and 
Industry 

• occupational 
training 

• student 
internships 

• advisory 
committees 

Regional Economic 
Development and 

Chambers of Commerce 

• attraction and 
retention of 
employers 

Michigan Works – West 
Central and the 

Northwest Council of 
Governments 

• job training and 
retraining 

YMCA 

• recreational 
offerings 

• use of campus 
facilities 

Non-profit Organizations 
(Red Cross, United Way, 

Habitat for Humanity) 

• volunteerism 

• donations by 
staff  

• providing 
campus facilities 

Lake Michigan Link 

• bringing high-
speed Internet 
service to our 
region 

 
Of the relationships presented in the above 
figure, we believe our key collaborative 
relationships are those with area K-12 schools 
and regional senior colleges and universities.  
Chief among our K-12 relationships is our 
Technical Preparation Partnership with Mason-
Lake ISD.  This partnership is designed to bring 
into focus the integral relationship between 
education and employment.  The program 
provides high school students, who are 
interested in pursuing occupational training, an 
opportunity to gain future college credit while still 
in high school.  Students can get a head start on 
the necessary training in an occupational field of 
their choice.  Programs include Electronics, 
Welding, Machine Trades, Graphic Arts, CAD, 
Criminal Justice, Hospitality Management, Allied 
Health, Computer Information Systems, 
Computerized Multimedia, Accounting, and 
Office Information Systems.  This partnership 
also positively impacts enrollment in our dual 
enrollment program as well as enrollment in our 
occupational programs.   
 
Our partnership with Manistee ISD has brought 
about the WSCC Manistee County Center, 
which we share with Manistee ISD.  The Center 
gives us a presence in the northern part of our 
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district, enabling us to provide courses for 
students that otherwise may not attend due to 
the distance factor.  The Center currently has 
three general classrooms, one computer lab, 
and one distance learning classroom.  The ISD 
plans to expand the facility in the near future, 
which will result in a room being dedicated solely 
for our use.  We will continue to share the 
remaining classrooms and computer lab with the 
ISD as we have done in the past. 
 
We collaborate with two community colleges, 
Mid Michigan Community College and Bay 
College, and Ferris State University to provide 
our students with the necessary prerequisite 
coursework to enter specialized associate 
degree programs in radiology, water purification, 
and dental hygiene at these institutions.  Other 
collaborative efforts include our participation in 
the Michigan Community College Virtual 
Learning Collaborative (MCCVLC) wherein we 
offer on-line courses, degree programs, and 
other services, including assessment and course 
test proctoring.  Additionally, our participation in 
the Michigan Total Quality Improvement Project 
(MiTQIP), which includes the Gateway to CQI  
and electronic Dashboard projects, will soon 
enable us to compare institutional and program 
success data with other Michigan community 
colleges in the near future.   
 
Collaborative endeavors with regional senior 
colleges and universities include formal 
articulation agreements for our transfer students 
with eight senior institutions, on-campus upper 
division and graduate courses from Grand 
Valley State University, Ferris State University, 
Davenport University, Central Michigan 
University, and an on-campus bachelor’s degree 
program in Elementary Education from Ferris 
State University.  During fall semester 2004, we 
signed an agreement with Lake Superior State 
University for a 3 + 1 bachelor’s degree program 
in Forensic Chemistry.  In addition, our 
cooperative agreement with Davenport 
University includes a Davenport University office 
on our campus and an on-campus bachelor’s 
degree program in Business Management. 
 
Additionally, our collaboration with local 
businesses and industries results in 
professionals participating in program advisory 
committees that are key to the success of our 
occupational programs.  Advisory committees 
are crucial to ensuring the efficacy of our 

programs in the preparation of our graduates for 
employment.     
  
9C2 Collaborative Relationships and College 
Mission and Institutional Direction 
Collaboration is vital to all of our efforts as a 
community college.  We specifically address 
collaboration in our second mission element 
which reads:  “Developing powerful partnerships 
with other educational organizations, optimizing 
student success.”  Our collaboration with other 
educational institutions, both K-12 and colleges 
and universities, helps us improve our delivery 
of high-quality educational services and improve 
student learning.  Communication between 
college staff with counterparts from high schools 
and regional senior colleges and universities 
occurs both formally and informally.  Such 
communication results in gaining information 
that helps us improve in many areas, including 
recruiting high school graduates, the academic 
preparation of high school students, assessment 
and advising, articulation and transfer, and 
enables us to bring baccalaureate degree 
programs to campus.  Other areas of focus in 
our mission are addressed and improved 
through collaborating with various organizations.  
For example, our new relationship with the 
YMCA is helping to improve our recreational 
offerings, and our collaborative efforts through 
our foundation have resulted in the construction 
of an on-campus community ice arena.  
However, our collaborative relationships do not 
influence our institutional direction.  Instead, 
collaboration helps us achieve our mission, 
which moves us toward our vision.     
 
9P1 Creating, Prioritizing, and Building 
Relationships  We do not have a formal 
methodology that we use to create relationships 
with potential partners.  We review potential 
partnerships as they arise through asking 
ourselves the following questions: 

• Are common outcomes and objectives 
present? 

• Are leadership and staff compatible? 

• Are communication tools in place? 

• Is the relationship sustainable over the long 
term? 

• Are there historical factors to consider? 

• Are there political differences? 

• Are all legal and financial considerations 
being made correctly? 

• Are the resources being maximized? 

• Do the results meet expectations 
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o for partners? 
o for community? 
o for stakeholders? 
 

For example, our most recent partnership with 
the YMCA was formed to enhance offerings for 
student and community stakeholders in the 
areas of recreation, health, and fitness.  This 
collaboration fits with our mission element that 
addresses providing community enrichment 
through recreational activities. Initially, we were 
approached by YMCA, and after asking 
ourselves the above questions and reviewing 
our current recreation/health offerings, we 
concluded that our students and community 
would benefit by such a partnership.  We could 
improve our recreational offerings beyond what 
our present financial ability would allow.    
 
We prioritize our relationships by giving more 
weight to those that will move us toward fulfilling 
our mission.  Our Strategic Planning Team 
discusses these relationships, which may be 
addressed by current strategic goals.  For 
example, strategic goal number 12 is concerned 
with providing “leadership to advance 
technology in our region.”  We have addressed 
this goal through our involvement in the Link 
Michigan Project which will bring high-speed 
Internet access to our area and will benefit 
business, industry, and other stakeholders—
enhancing economic development in the region.  
Further, this strategic goal supports the board 
goal of promoting economic development.  Both 
goals address our sixth mission element, which 
includes our participating actively in our district’s 
economic development.    
 
We build relationships in a variety of ways.  For 
example, with K-12 schools we do so through 
periodic meetings between our professional staff 
and their counterparts from K-12, through 
hosting events that bring high school students to 
campus to participate in activities like the annual 
high school Quiz Bowl that we have hosted 
since 1987, through collaboratively working 
together to improve the Technical Preparation 
Partnership program offerings, and through 
other means.   The following list highlights some 
of these activities:   

• Hosting quarterly Gold Coast Counseling 
Association meetings on campus wherein 
our admissions and counseling staff meet 
with area K-12 counselors for the purpose of 
information-sharing.    

• Presenting topics like “How to Choose a 
College” to area high school seniors. 

• Hosting a College Night event where 
graduating seniors and parents can meet 
and discuss college options with 
representatives from many colleges  

• Hosting the High School Quiz Bowl where 
students from 13 area high schools compete 
in this “Jeopardy-like” competition.   

• Meeting periodically with area K-12 
administrators to discuss issues like 
improving the dual enrollment program. 

• Memberships by college administrators on 
local school boards. 

• Memberships by our Vice President of 
Student Services on our largest K-12 
school’s Strategic Planning Team and 
Budget Team.   

• Attendance at ISD superintendent meetings 
by our president.    

• Working with area ISDs to expand Technical 
Preparation Partnership offerings and to 
enhance current offerings and shared 
facilities. 

• Holding board of trustee meetings in service 
area school districts. 

 
We build relationships with senior colleges and 
universities through a number of activities 
designed to address student transfer, 
articulation, creating two-year components for 
specific baccalaureate degree programs, and 
other issues.  These relationship-building 
activities include the following: 

• College Night (an annual on-campus event 
that is attended by approximately forty 
colleges and not only provides information to 
graduating high school seniors but also our 
prospective graduates and transfer 
students). 

• Transfer Day (an annual on-campus event 
where senior college admissions staff meet 
with our transfer students). 

• MACRAO (one of our vice presidents is 
active in the Michigan Association of College 
Registrars and Admissions Officers 
organization and chairs an enrollment 
management team that addresses 
enrollment and transfer issues). 

• MCCSSA (one of our vice presidents is on 
the board of the Michigan Community 
College Student Services Association, which 
addresses issues pertaining to transfer and 
the reporting of student performance results 
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by four-year colleges to community 
colleges).  

 
We build relationships with employers that 
depend on our graduates primarily through 
employer membership on occupational program 
advisory teams.  Our Director of Workforce 
Development, a new position that will begin in 
January 2005, will be identifying ways that we 
can improve collaboration with area businesses 
and industries. 
 
Our Support, Tutoring, and Resource Service 
(STaRS) personnel accomplish outreach and 
collaboration with community agencies and 
other educational institutions in various ways. 
The Director of Special Populations, who directs 
the STaRS program, has an established, on-
going relationship with Michigan Rehabilitation 
Services (MRS) and collaborates regularly with 
rehabilitation counselors in each of the counties 
in our district.  Additionally, STaRS has a Cash-
Match Agreement with MRS, which provides 
additional funding for tutorial services and 
accommodations for students who are 
rehabilitation clients living in Mason, Lake, 
Oceana, and Muskegon counties.  STaRS staff 
also participates in the Special Populations 
Advisory Committee.  This committee meets 
annually and also includes representatives from 
Michigan Rehabilitation Services from the five 
surrounding counties, Manistee-Benzie 
Community Mental Health, Mason-Lake 
Intermediate School District, Baldwin 
Community Schools, and the Rural Challenges 
Initiative.  Relationships with professional staff 
from all area high schools, Intermediate School 
Districts, Family Independence Agencies, and 
Mental Health agencies are well established.  
Further, our Director of Special Populations is a 
member of the Mason-Lake ISD’s Transitions 
Council and, along with the STaRS Tutorial 
Coordinator is a member of the Michigan 
Special Populations Association and the 
Michigan Tutorial Association.   
 
Our Women’s Resource Center (WRC) director 
accomplishes outreach and collaboration with a 
wide array of human service agencies through a 
membership in the Human Services 
Coordinating Council. This enables the 
establishment and building of relationships with 
service agencies that provide services for some 
of our students including Five-Cap, Michigan 
Rehabilitation Services, the Salvation Army, 
Choices of Manistee County, United Way, 

Staircase Youth Services, Hospice, West 
Michigan Community Mental Health System, 
area Family Independence Agencies, and other 
entities.   Our WRC director also hosts an 
annual three-county meeting that brings 
professionals from these agencies throughout 
our district to campus.  Additionally, the director 
makes individual appointments and visits service 
providers to promote a positive collaborative 
relationship. 
 
We build relationships with external 
associations, external agencies, consortia 
partners, and the general community through 
college employee membership and attendance 
on various boards, committees, churches, and 
community service agencies.  College 
leadership is heavily involved in economic- 
related organizations throughout our district.  
Our Director of Development is past president of 
the Manistee Economic Council and Chamber 
Alliance (MECCA) and is currently on the board 
of directors of the Lake County Enterprise 
Community.  Our president is very active in 
community affairs in both Manistee and Mason 
counties.  He serves on the Board of Directors 
for the Ludington Economic Development 
Corporation, Mason County Economic 
Development Alliance, and Memorial Medical 
Center of West Michigan.  He is a member of 
the Sunshine Rotary Club of Manistee, a charter 
member and officer of the Economic Club of 
West Michigan, and serves as a board member 
of the Northwest Michigan Workforce 

Development Board.   

 
Most faculty, administrators, and support staff 
are involved in community organizations 
including churches, Hospice, Habitat for 
Humanity, Chambers of Commerce, Rotary, 
Optimist Clubs, and others.  We recognize 
outstanding community service each year at our 
Employee Recognition Breakfast through 
presenting an employee with the annual 
Community Service Award.   
 
9P2 Ensuring We Are Meeting the Needs of 
Those with Whom We Collaborate  We ensure 
that we are meeting the needs of those with 
whom we collaborate through a variety of 
means.  ISD administrators for the on-campus 
Technical Preparation Partnership have offices 
adjacent to our Vice President for Academic 
Services and our Director of Workforce 
Development, a new position beginning in 
January of 2005.  We also share budgets, 
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classrooms, and equipment with this program; 
and we share common occupational program 
advisory committees where we meet together to 
talk about their programs and ours.  Regarding 
the soon to be expanded Manistee County 
Center that we share with the Manistee ISD, we 
are involved in facilities planning; and our 
Director of Distance Learning oversees our use 
of the Center and serves as a conduit to ISD 
administration.  Additionally, twice per year we 
schedule off-campus board of trustee meetings 
at area schools for the purpose of relationship-
building.  During spring semester 2003, we held 
a board meeting at the Manistee County Center 
that was followed by the Manistee ISD board 
meeting.  ISD administrators and college 
administrators attended one another’s board 
meeting and discussed common goals.   
 
9P3 Creating and Building Relationships 
Within Our Institution and Fostering 
Integration and Communication Across 
These Relationships  We do so through 
ensuring that our vision and mission permeate 
the entire campus community so that all college 
employees understand where we are headed 
(vision) and how, through our strategic plan, we 
intend on getting there (mission).  This is 
bolstered by our institutional core values, which 
include honesty, communication, trust, integrity, 
community, inclusiveness, collaboration, and 
service along with other values.  The alignment 
of our team system with our foundational 
documents and the structure of the system itself 
facilitate relationship building and 
communication throughout the college as 
discussed in Category Five.   
 
Our shift from two faculties, academic and 
occupational, with each reporting to its 
respective deans, to a single faculty reporting to 
the Vice President of Academic Services 
beginning January 2004, has integrated our 
faculty and improved communication.  Likewise, 
during fall semester 2004, our administrative 
group began meeting periodically to improve 
integration and communication.  Our first 
administrative meeting also included educational 
support staff.  However, these two groups will 
meet individually in the future; and these 
meetings will include separate off-campus 
retreats during summer 2005.     
 
Our Quality Institute also periodically conducts 
team training for administrative and support staff 
as well as interested faculty members.  This 

training typically includes presentations, videos, 
as well as such team-building exercises like the 
alligator pit and the blind maze. 
 
Examples of the ways in which we build internal 
relationships, both formally and informally, 
include the following: 

• semester kick-off events, 

• mid-winter faculty in-service, 

• administrative group meetings, 

• campus newsletter, 

• team planning manual, 

• team minutes emailed monthly, 

• divisional and departmental meetings, 

• email, campus intranet, and web page, 

• potluck lunches, 

• periodic team-building exercises, 

• annual Christmas party, and 

• birthday cards and cakes for employees.  
 
Finally, the small size of our faculty and staff 
makes for a close-knit community and facilitates 
communication between the various levels of 
administration, faculty, and staff. 
 
9P4 Measuring Key Collaborative 
Relationships  We use the following measures 
to assess our key collaborative relationships: 

• Number of Technical Preparation 
Partnership students that enrolled after 
graduation. 

• Enrollment statistics for entering freshmen 
for each area high school for fall semesters.  

• Dual enrollment statistics for each semester. 

• Number of baccalaureate degree programs 
offered on campus. 

• Number of senior college and university 
articulation agreements. 

• WSCC Manistee County Center enrollment. 
 
9R1 Results for Building Key Collaborative 
Relationships Results for our Technical 
Preparation Partnership for the past five years 
appear in Figure 9b.  Students earn articulation 
credit by earning a “B” in a course or passing a 
competency exam.  Hence, of the 104 students 
that earned articulation credit for 2004, each 
student earned approximately 5.6 credits.    
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Figure 9b 

Technical Preparation Partnership Results 
2000 – 2004 

Year 

N of High 
School 

Students 
Enrolled 

N of 
Students 
Earning 

Articulation 
Credit 

N of 
Articulation 

Credits 
Earned 

2000 224 68 329 

2001 220 77 315 

2002 220 80 423 

2003 336 91 484 

2004 386 104 582 

 
For the five years shown in the above figure, the 
number of the credit eligible technical 
preparation students electing to enroll at WSCC 
was 19, 26, 38, 36, and 25, respectively.    
 
The percentages of area high school graduating 
classes that we enroll are shown in Figure 9c.   
 
Figure 9c 

Percentage of Area Graduating Seniors 
Enrolling at WSCC for Fall Semester  

by High School for 2002-2004 

School 2002 2003 2004 

Baldwin* 10.8 14.3 11.9 

Bear Lake 21.7  5.0 3.8 

Brethren 9.0 10.0 16.9 

Free Soil 50.0 30.0 12.5 

Hart* 10.5 10.4 2.5 

Ludington 25.6 19.8 24.5 

Manistee Catholic 42.8 10.5 41.9 

Manistee 22.6 26.5 28.9 

Mason County 
Central 

33.3 35.8 23.6 

Mason County 
Eastern 

18.6 38.2 16.0 

Onekama 27.7  7.0 23.7 

Pentwater* 17.8 14.2 16.0 

Shelby* -- -- 1.8 

Walkerville* 9.1 11.5 4.5 

Lakeshore 
Academy 

-- 9.0 -- 

Connections 6.3 -- 6.7 

Dunes Alternative 6.6 5.8 8.3 

*Out of district. 
 
The percentage of area graduating seniors that 
enrolled for the entire college service area was 
19%, 17.7%, and 18.3%, for the three years in 
the above figure.  For seniors graduating from 
in-district high schools, the percentage that 
enrolled was 23.3%, 21.8%, and 23%.        

The number of high school students participating 
in the dual enrollment program each fall 
semester for the past three years are shown in 
Figure 9d.   
 
Figure 9d 

Number of Students Participating in the Dual 
Enrollment During Fall Semester                 

2001-02 through 2003-04 

2001-02 2002-03 2003-04 

154 150 185 

 
We currently have 30 formal articulation 
agreements for our programs with eight senior 
colleges and universities. 
 
Results for student enrollment for our Manistee 
County Center appear in Figure 9e.   
 
Figure 9e 

WSCC Manistee County Center          
Enrollment By Semester  2001 - 2004 

Semester/Year Enrolled Students 

Spring 2001 28 

Fall     2001    74 

Spring 2002 59 

Fall     2002 132 

Spring 2003 107 

Fall     2003 108 

Spring 2004 103 

Fall     2004 156 

 
Regarding internal stakeholders, our primary 
tool for assessing intra-/interdepartmental 
relationships and communication within the 
campus community is our institutional climate 
survey. Communication has consistently been 
identified as an area that needs improvement, 
and many of the events and activities listed 
below are improvements that have resulted from 
the survey or have been improved as a result of 
the survey over the past three years.  Survey 
results have revealed the need for improvement 
in the communication of team activities and the 
timely communication of major college decisions 
at the senior leadership level.  Additionally, 
integration of faculty and staff from different 
divisions has been addressed by the climate 
survey.  Figure 4e in Category 4 provides overall 
results for internal stakeholders in terms of the 
way the survey items are grouped under their 
respective headings.  Figure 4f provides the 
lowest ranked survey items for 2004, which were 
given the highest priority for improvements.   
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Additional climate survey results that pertain to 
building internal collaboration include the 
following seven survey items (numbers in 
parentheses reference the specific climate 
survey item number): 

• I feel comfortable approaching other 
members of my department/divisional team 
for assistance (18). 

• People on my departmental/divisional team 
share their knowledge with each other to 
improve our overall effectiveness (20). 

• Departmental/divisional meetings are 
positive and help me feel like I’m part of a 
team (21). 

• The goals of the college are effectively 
communicated to all levels within the 
organization (26). 

• Communication is a college-wide, shared 
responsibility and it is carried out reasonably 
well (27). 

• Fall and spring semester kickoff meetings 
are positive and help me feel connected to 
others outside my department or division 
(28). 

• Faculty and staff from different departments 
and divisions of the college work well with 
each other (29). 

 
Figure 9f provides response averages for the 
above survey items for all employee groups in 
aggregate for the first three years of the 
Institutional Climate Survey.  Survey responses 
range from 1 (Strongly Disagree) to 5 (Strongly 
Agree).  A value of 3 is considered neutral 
response. 
 
Figure 9f 

Institutional Climate Survey Results 
For Three Years 

Item 2002 2003 2004 

18 4.21 4.18 4.25 

20 4.07 3.88 4.03 

21 3.72 3.75 3.42 

26 3.58 3.67 3.29 

27 3.16 3.47 3.02 

28 3.58 3.80 3.42 

29 3.41 3.43 3.13 

 
9R2 Comparing Our Results with Other 
Higher Educational Institutions and 
Organizations Outside of the Educational 
Community We do not compare our results for 
building external collaborative relationships with 
those of other college or non-educational 
organizations.  We believe that each institution’s 

collaborative relationships are unique to the 
goals and needs of those institutions and such 
comparisons would not be meaningful.  Our 
Institutional Effectiveness Team will be revising 
the Institutional Climate Survey and rethinking 
its approach to measuring and improving our 
institutional climate during spring semester 
2005.   The team may explore the feasibility of 
using standardized surveys that will allow us to 
compare results with similar colleges.  Hopefully, 
we will discover meaningful ways to compare 
our results.     
 
9I1 Improving Our Current Processes and 
Systems for Building Collaborative 
Relationships  Our College and Community 
Service team is currently developing new 
processes for building collaborative 
relationships.  This team rewrote its strategic 
goal during fall semester 2004 and developed 
action items to address improving our internal 
and external collaborative relationships.      
The new team goal is to “provide leadership to 
create, develop, and strengthen the college’s 
human resources both internally and externally.”  
Team action items include the following: 

• Celebrate employee service and recognition 
through presenting awards for community 
service, faculty excellence, staff member of 
the semester, and years of service.  
Recognition is to be year-round, and the 
team must identify ways to manage and 
improve the recipient selection process. 

• Facilitate a match between community 
needs for service and college (human)  
resources and encourage community 
service by WSCC employees through 
developing a resource guide for employees, 
surveying current employees, creating a 
college-wide employee/student event, 
conducting seminars, and through 
developing a speaker’s bureau that will 
capitalize on campus faculty and staff 
expertise.    

• Develop and implement a college mentoring 
program for new employees and a mentor 
training program to train mentors. 

• Develop and implement a community 
volunteer program at the college to bring 
community stakeholders to campus.  Identify 
where volunteer needs exist on campus and 
create a volunteer award.  

 
Improvement in building external collaborative 
relationships with K-12 schools, other colleges 
and universities, area employers, and other 
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stakeholder groups will be addressed on an 
individual basis.  We believe that each 
collaborative relationship is unique and, 
therefore, negates the application of a generic 
set of processes or systems to nurture it.    
 
9I2 Setting Targets for Improvement, Specific 
Improvement Priorities and Communication 
of Current Results to Partners and 
Stakeholders  Targets for improvement are 
primarily established through our teams or 
divisions.  Specific improvement targets set by 
campus teams and divisions are as follows: 

• Develop a model whereby college faculty 
and administrators can collaborate with K-12 
faculty and administrators to improve the 
academic preparation of high school 
students entering college (Student Success 
Team).   

• Expand our on-campus master’s degree 
programs by offering Ferris State University 
and Grand Valley State University space to 
offer courses and establish an articulation 
agreement that ties the Technical 
Preparation hospitality management 
program with our program and Grand 
Valley’s program (Student Services 
Division). 

• Add an Automotive Technology Program to 
our on campus Technical Preparation 
Partnership, which will include the 
construction of a new shared facility on 
campus (President’s Leadership Team). 

 
Communication of improvements will be through 
normal channels that include press releases, 
posting information on the campus website, 
team e-mails, campus kickoff events, 
presentations by college staff at K-12 school 
meetings, and at service clubs.  Additionally, our 
Director of Workforce Development, who will be 
starting in January 2005, will maintain open 
channels of communication with area 
businesses and industries.  
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