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GLOSSARY 

AACC:  American Association of Community Colleges 
 
ACS:  Activity Classification Structure, State of Michigan 
structure for data reporting 
 
ACT:  A standard achievement examination used in 
college admissions 
 
Advisory Committee:  Business and industry 
representatives who provide recommendations for 
program changes and suggestions for new initiatives 
and programs 
 
ALP:  Accelerated learning project, Developmental 
writing program that accelerates students through the 
program, developed at Community College of Baltimore 
County 
 
ASM Tech:  Academy of Science, Math and Technology 
Early College, offered in partnership with our local 
Educational Service District. 
 
Board of Trustees:  A seven member elected governing 
board of the College 
 
BOC:  Business Opportunity Center, which serves area 
businesses through business training, customized 
training, entrepreneurship services and economic 
development activities.   
 
Campus Center:  the Schoenherr Campus Center, which 
houses student services, student support services, 
library, bookstore, campus engagement and food 
services 
 
CAPT:  Curriculum and Academic Policy Team 
 
CARE Team:  A team dedicated to support of students 
at risk  
 
CCSSE:  Community College Survey of Student 
Engagement 
 
CNC:  Computer Numerical Control equipment for 
manufacturing lab 

 
COMPASS:  An assessment of college readiness skills in 
reading, writing and math 
 
Core Abilities:  Institution-wide learning outcomes that 
prepare students for success in life, school and work 
 
CQI:  Continuous Quality Improvement 
 
CTE:  Career and Technical Education offered to High 
School Students on our campus in partnership with our 
local Educational Service District 
 
Dashboard:  The centralized display of progress on 
achievement of mission driven institutional outcomes 
 
ESD:  Educational Service District, officially the West 
Shore Education Service District (WSESD) 
 
ESP:  Educational Support Personnel, an association of 
non-supervisory hourly employees at the College 
 
Faculty Profile:  faculty job description jointly approved 
and published in faculty bargaining agreement 
 
FERPA:  Family Educational Rights and Privacy Act 
 
FYE:  First year experience course 
 
GASB:  Governmental Accounting Standards Board 
 
GED:  General Educational Development 
 
IE:  Institutional Effectiveness 
 
IPEDS:  Integrated Postsecondary Education Data 
System, administered by the National Center for 
Educational Statistics to provide comparative data with 
similar colleges and universities 
 
IT:  Information Technology  
 
JENZABAR EX:  The College’s student and administrative 
information system 
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Kickoff:  Fall In-service 
 
Literacy Network:  An organization of West Shore’s 
communications faculty and area high school English 
Language Arts instructors working together to improve 
literacy.   
 
LTC:  Learning and Testing Center, where we offer skills 
labs and standardized and course-based testing 
 
MACRAO:  Core State transfer agreement as approved 
by Michigan Collegiate Registrars and Admissions 
Officers 
 
Manistee Education Center:  a small center shared with 
West Shore Medical Center that houses courses taught 
in Manistee County 
 
MCCVLC:  Michigan Community College Virtual Learning 
Collaborative 
 
Michigan Works!:  A unified State workforce 
development agency with offices serving our region 
 
MISD:  Manistee Intermediate School District, 
representing 4 school districts in south/central 
Manistee County, also called ISD 
 
My.westshore.edu:  An electronic portal for password 
protected services for students and staff 
 
NCCBP:  National Community College Benchmarking 
Project 
 
NCLEX-PN:  National Council Licensure Examination – 
Practical Nurse 
 
NCLEX-RN:  National Council Licensure Examination – 
Registered Nurse 
 
NILIE:  National Initiative for Institutional Leadership 
and Institutional Effectiveness.  NILIE conducts the PACE 
survey. 
 

NOCTI:  National Occupational Competency Testing 
Institute 
 
OE/OE:  Open entry/ Open Exit courses in a variety of 
manufacturing areas 
 
Operational Team:  Team with ongoing purpose to 
support operation of the College 
 
PACE:  Personal Assessment of the College Environment 
Survey.   
 
PDP:  Professional Development Plan, a required part of 
the faculty evaluation process 
 
Perkins:  Carl D. Perkins Vocational and Technical 
Education Grant 
 
Planning Manual:  Manual given to all employees every 
fall that includes:  strategic plan, priorities and teams 
for the year 
 
PLT:  President’s Leadership Team, comprised of the 
Vice Presidents of Academic and Student Services and 
Administrative Services, the Deans of Instruction and 
Student Services, Director of College Relations, Faculty 
Association President, and a Student Senate 
representative.   
 
PROE:  Program Review of Occupational Education, a 
process required for Michigan occupational education 
programs 
 
RAVE:  Electronic emergency notification system that 
sends text messages to all subscribers 
 
SIS:  Student Information System (JENZABAR) 
 
Small 10:  The 10 smallest community colleges in 
Michigan to which we often compare ourselves. 
 
STaRS:  Support Tutoring and Resource Services, a 
center that encompasses tutoring and services to 
students with disabilities 
 



June 1, 2013 WEST SHORE COMMUNITY COLLEGE 

 

Glossary   5 

 
 

STEM:  Science, Math, Engineering and Technology 
 
SWOT:  Assessment of strengths, weaknesses, 
opportunities and threats. 
 
Talent 2025:  Organization of business and education 
CEOs dedicated to increasing the pool of available talent 
in western Michigan.   

 
U: Drive:   shared network drive for all employees 
 
WRC:  Women’s Resource Center 
 
WSESD:  West Shore Educational Service District in 
Mason and Oceana County, comprising 10 schools 
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OVERVIEW 

West Shore Community College (West Shore) is a small, 
rural, public comprehensive community college in 
Scottville, Michigan.  Our service area includes all of 
Mason County, most of Manistee County, and parts of 
Lake, Oceana and Newaygo Counties, comprising a total 
population of about 55,000 located in a number of small 
cities and towns.  West Shore’s primary location is our 
360-acre rural campus in Scottville, but we do maintain 
a small center in Manistee County as well. Our mission, 
vision, and core values, which were last affirmed in 
2008, are depicted below in Figure IO.1.  

Figure IO.1 – Mission, Vision, and Core Values 
MISSION 

West Shore Community College’s Mission is to make our 
community a better place in which to learn, live, work and 

prosper.  

VISION 

Our vision is to be one of America’s premier community 
colleges, driven by a passion for: 

 assuring student success; 

 serving our entire community; and 

 pursuing greatness. 

CORE VALUES 

Learning – Integrity – Excellence   
Inclusiveness – Creativity 

Our recent enrollment is shown in Figure IO.2 and we 
employ 84 full time and 87 part time employees as 
shown in Figure IO.3.  We confer degrees in the 
associate of arts, associate of science, associate of 
applied arts and sciences, associate of general studies 
and certificate programs.  We offer the first two years 
of coursework for transfer to baccalaureate institutions 
and occupational programs in health, manufacturing, 
criminal justice, and early childhood education for 
immediate transition to the workplace. 

While the State of Michigan recently authorized 
community colleges to offer the bachelor’s degree in 
specified fields, West Shore has no plans to develop 
those degree programs.  Instead, West Shore focuses on 
strong partnerships with area universities.  While most 
classes originate from the Scottville campus, we do 

 

Figure IO.2  Winter 2013 Student Enrollment 

Credit Enrollment Headcount 

Total 1518 

Full time (30%) 454 

Part time (70%) 1059 

Male (40%) 615 

Female (60%) 902 

Degree/certificate seeking (79%) 1196  

offer limited classes at the Manistee County Education 
Center in Manistee, Michigan, and occasional classes at 
local school districts.  West Shore offers many courses 
online, and a number of programs exceed the 50% of 
courses online threshold, but few programs are 
available totally online. 

Figure IO.3  Winter 2013 Employees 

Employees Full time Part time 

Full time faculty 25 82 

Administrators 32 1 

Educational Support 
Staff 

27 4 

Beyond credit based programs, West Shore serves the 
residents of our community through other key 
programs and partnerships for West Shore, which 
include our:   

 Performing arts series, offering theater, music and 
visual arts opportunities to the community;  

 Wellness services, which offers wellness center 
memberships, pool, disc golf course, and ice arena 
facilities available to the general public; 

 Business Opportunity Center, which serves new and 
existing businesses, in growing their business, 
through courses, workshops, customized training 
and open entry /open exit programming;   

 Non-credit leisure and enrichment options; 

 Partnership with the West Shore Educational 
Service District (WSESD) to offer career and 
technical programs for high schools in West Shore’s 
service area; and 

 Partnership with the WSESD for a unique Early 
College located on our campus. 
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West Shore has been an AQIP Institution since 2002, 
and this is our third systems portfolio.  Since joining, we 
have completed 10 action projects:   

 Improve Stakeholder Assessment, Data Gathering and 
Data Dissemination Processes; 

 Improve Learning and Testing Center; 

 Implement a Comprehensive Academic Advising 
Model; 

 Improve Success of At-Risk Students; 

 Improve Professional Development System for all; 

 Institutional Climate Study; 

 Redesign Westshore.edu; 

 Embed the PDSA Cycle and the Use of Quality Tools in 
our Campus Team System; 

 Strategic Technology Plan; and 

 Core Abilities Project. 

Three AQIP Action projects are in progress, all of them 
focused on Helping Students Learn:   

 Develop and implement assessment methods based 
on core abilities; 

 Develop and implement a comprehensive plan for 
adjunct faculty development; and 

 Develop and implement a comprehensive plan for 
student success. 

Feedback following submission of the second portfolio 
in 2009 indicated that the College ranged between 
“developing” and “maturing” and had much work to do 
in designing and implementing “robust” processes, and 
in “providing reliable evidence of institutional 
effectiveness, ” identifying it as a potential accreditation 
concern.  Following that feedback report, Dr. Stephen 
Spangehl visited us, at our invitation, and concluded, 
“Neither you or we should have any concerns regarding 
WSCC’s continuing accreditability.”  

During the years since that last portfolio, we have taken 
steps forward in making significant improvements in 
process and in using data for decision making and 
institutional effectiveness.  

In late 2009, West Shore implemented a new 
organizational structure in response to a succession 
planning process. This structure created two vice 
president positions – one for Academic and Student 
Services and one for Administrative Services. This 
structure eliminated the divisions of Arts and Sciences 

and Workforce Development and brought all of 
academics and student services together under one 
administrator.  The composition of our new Leadership 
Team is depicted in Figure IO-4.   

Figure IO-4:  Organizational Chart, Senior Admin. 

 
Two new vice presidents were hired in fall 2009.  
Unfortunately, the person hired for the Academic and 
Student Services position left the position during that 
first year, and the position remained vacant during the 
2010-2011 year. A new Vice President was hired in July, 
2011.  Concurrently, between 2009 and 2012, many 
administrators retired, meaning that 9 of the 10 
administrators in academic and student services are 
new to their positions since our last portfolio.  Together 
they have led efforts to unify academics, move stalled 
projects forward, foster stronger efforts in assessment 
and student success, and refocus our accreditation 
processes.  

West Shore has achieved several accomplishments 
since our last portfolio, such as creating a part-time 
Institutional Research position, upgrading our Student 
Information System/Enterprise Resource system and 
student portal, gathering additional institutional data, 
and using that data to design improvements, and 
implementing many process improvements.  We believe 
we are becoming more mature but recognize several 
opportunities as we continue our quality journey.  We 
are just implementing a new institutional dashboard for 
institutional level assessment and a newly implemented 
core abilities (SLO) program. We are expanding our use 
of trend and benchmarking data, we are working to 
refine our processes with a more systematic approach, 
and we are working to align, integrate and 
communicate processes across the institution.  

President 

Vice President, 
Academic and 

Student Services 

Dean of  
Instruction 

Dean of Student 
Services 

Vice President, 
Administrative 

Services 

Director, Public 
Relations 



June 1, 2013 WEST SHORE COMMUNITY COLLEGE 

 

Category 1   8 

 
 

Core Component 3B.   

HELPING STUDENTS LEARN, CATEGORY ONE 
 

 

Category 1, Helping Students Learn, is a well-established category for West shore.  In our last portfolio, we were given 
satisfactory marks for 1P1 through 1P13.  While we continue to improve in this category, many of our instructional and 
student services processes are stable, consistent and aligned across the college.  Our processes that accompany our 
academic programming are consistently sound.  We have been working with the Board in an iterative process to revise 
all of our academic policies.  We have been working on our developmental education program to improve our 
outcomes, but we have not yet seen the results for which we are hoping.  We have joined the Accelerated Learning 
Project (ALP) to assist with our developmental writing program, and are looking at several options for math as well.  We 
have expanded our student engagement program with additional effort and resources with positive results this past 
year.  We have significant, well-established, strong student support services in place, and expanded them with the 
addition of mental health counseling services.  We are taking advantage of new technologies to reach students and give 
them options for their courses and for their college services through a new web portal, website, Facebook and a new 
learning management system.   

Our area of greatest need continues to be in the area of assessment and evaluation.  We have made good progress.  We 
have weaned an exhaustive list of 19 core abilities created in 2008 to the foundational few that we feel are most 
important.  We started with writing, because we feel it is tangible and our developmental scores indicated strong need.  
We have completed a pilot of core ability writing assessment with a standard rubric, and will expand that program 
college-wide next year.  We will be launching the pilot for critical thinking next year at the same time.  Concurrently, we 
have been redesigning our existing program review process, which has been in place for years, but we felt needed 
strengthening.  We also aligned mission institutional outcomes with learning outcomes in our new dashboard.  As such 
we have a great deal in development that does not readily lend itself to performance results as of yet.   

We have also undertaken a significant student success and completion project, like many other colleges.  We have a 
large AQIP action team working on this effort, which is completing many projects detailed in this category.  This project 
also lends itself to comprehensive data analysis and measurement, and we are making progress in that regard.  We 
administered the Community College Survey of Student Engagement (CCSSE) for the first time in 2011, and plan to 
repeat in 2014, forming our first opportunity to benchmark whether our improvements are having the desired effect.  
We have also joined the National Community College Benchmarking Project (NCCBP) for next year, and that will give us 
additional results.   

 

1P1. How do you determine which common or shared 

objectives for learning and development you should 

hold for all students pursuing degrees at a particular 

level? Whom do you involve in setting these 

objectives? 

 
 

The institution demonstrates that the exercise of 
intellectual inquiry and the acquisition, application, 

and integration of broad learning and skills are 
integral to its educational programs. 

1. The general education program is appropriate 
to the mission, educational offerings, and 
degree levels of the institution.  

2. The institution articulates the purposes, 
content, and intended learning outcomes of its 
undergraduate general education 

INTRODUCTION  

PROCESSES (P) 
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requirements. The program of general 
education is grounded in a philosophy or 
framework developed by the institution or 
adopted from an established framework. It 
imparts broad knowledge and intellectual 
concepts to students and develops skills and 
attitudes that the institution believes every 
college-educated person should possess.  

3. Every degree program offered by the institution 
engages students in collecting, analyzing, and 
communicating information; in mastering 
modes of inquiry or creative work; and in 
developing skills adaptable to changing 
environments.  

4. The education offered by the institution 
recognizes the human and cultural diversity of 
the world in which students live and work. 

5. The faculty and students contribute to 
scholarship, creative work, and the discovery of 
knowledge to the extent appropriate to their 
programs and the institution’s mission.  

Shared or common objectives for learning and 
development are determined for students at West 
Shore Community College through two processes: 1. 
Institutional Student Learning Outcomes (ISLOs) or 
Core Abilities, and 2. General Education Goals. Each 
of these processes was developed with significant 
institutional support in the interest of student 
success.  
Core Ability processes are designed to determine 
and assess a set of knowledge and skills that would 
be common to all graduates from West Shore 
Community College (Figure 1.1). These abilities 
represent cross-disciplinary competencies aimed at 
helping students become engaged citizens, valued 
employees, and life-long learners. They function as a 
set of objectives that reach across disciplines and 
that can be implemented in any course. These 
outcomes were developed in 2008 by an AQIP Action 
Project team which included faculty from Arts and 
Sciences and Workforce Development divisions, as 
well as administrators from academic and student 
services. The project involved researching core 
abilities at other institutions, examining results of 

surveys from employers and community members, 
and, surveying the entire campus community to find 
what West Shore employees regarded as the most 
important cross-disciplinary learning outcomes for 
our students. The campus survey used a modified 
Delphi technique in which second-round and third-
round surveys were constructed on the basis of 
responses from prior rounds. All campus employee 
groups – faculty, administrators, support staff, 
maintenance, IT, etc.—were asked to list, and then 
prioritize, what they regarded as the most important 
core abilities. The resulting ISLOs were identified as 
core foundational outcomes appropriate to the 
associate degree level, confirmed by a later survey, 
and approved by the President’s Leadership Team 
(PLT) and the Board of Trustees. These core abilities 
are higher order cognitive knowledge, attitudes, and 
skills that West Shore believes every college-
educated person should possess.  

The college’s General Education Goals (Figure 1.2) 
were adopted from the State of Michigan’s transfer 
agreement principles for general education for 
community colleges. West Shore participates in the 
Michigan Association of Collegiate Registrars and 
Admissions Officers (MACRAO) transfer agreement 
process which facilitates transferability of core 
general education credits among participating 
Michigan four-year colleges and universities. 

This agreement creates alignment among general 
education programs statewide so that they are 
appropriate to the educational offerings and degree 
levels. The initial adoption, as well as subsequent 
reviews and revisions, were conducted by the 
Curriculum and Academic Policy Team (CAPT), which 
is comprised of all faculty division chairs, program 
directors, student services and instructional deans, 
registrar, and the vice president of academic and 
student services. The General Education Goals, with 
the purpose and content, are articulated in the 
college catalog. 
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Core Component 4B.   

Figure 1.1 Institutional Student Learning Outcomes 
(ISLOs)/Core Abilities 

West Shore Core Abilities 

1. Communicate Effectively 

 Organize communication according to purpose 
and audience 

 Applies the English language correctly (spelling, 
grammar, structure) 

 Use language with clarity and coherence 

2. Think Critically and Creatively 

 Demonstrate the ability to research, evaluate, 
interpret and apply knowledge across contexts 

 Apply information to the solving of problems and 
decision making 

 Evaluate information as a guide to belief and 
action 

3. Act Professionally 

 Demonstrate personal and professional integrity 
and ethics 

 Understand the importance and benefits of 
service 

 Exhibit responsible citizenship 

 

1P2. How do you determine your specific program 
learning objectives? Whom do you involve in 
setting these objectives? 

 
 

The institution demonstrates a commitment to 
educational achievement and improvement 

through ongoing assessment of student learning. 
(See also 1P18) 

1. The institution has clearly stated goals for 
student learning and effective processes for 
assessment of student learning and 
achievement of learning goals.  

2. The institution assesses achievement of the 
learning outcomes that it claims for its 
curricular and co-curricular programs.  

3. The institution uses the information gained 
from assessment to improve student learning. 
The institution’s processes and methodologies 
to assess student learning reflect good practice, 

including the substantial participation of faculty 
and other instructional staff members.  

The determination and assessment of student 
learning outcomes or objectives are linked together 
first at the institutional level, then the program or 
discipline level, the course level, and ultimately 
within the other student and college services areas. 
Specifically, program learning objectives are 
established annually by faculty within their discipline 
or division with input from external stakeholders 
such as advisory committees, professional 
organizations, and educational partners or 
colleagues. The advisory committees are comprised 
of various businesses, industry, and other 
educational partners within the college district. 
Program objectives are reviewed, discussed, and 
improved in the curriculum development process. 
Ultimately, the CAPT approval process supports any 
curricular changes.  Programs like Criminal Justice, 
Nursing, and Early Childhood Education are 
developed relative to specific state guidelines 
regarding instructional content, related experience 
outside the classroom, and state licensure 
examinations. Other college and student services 
departmental objectives are aligned with our college 
mission of student success. Assessment of student 
learning outcomes throughout the curricular and co-
curricular processes occurs through a systematic 
process which includes year-end review, reporting, 
and feedback.   
 
1P3. How do you design new programs and courses 
that facilitate student learning and are competitive 
with those offered by other organizations? 

Advisory teams are instrumental in the design and 
improvement of our occupational programs. These 
teams are comprised of professionals in the field 
who advise us regarding lab components, 
internships, experiences, and other means of 
providing learning opportunities outside the 
classroom; and they aid in identifying new courses 
and training needs. Occupational programs are 
required to complete a new program approval  
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Figure 1.2 General Education Goals and Requirements 

  

Associate of Arts Associate of Sciences 

Associate of Applied Arts 
and Sciences/ 

Associate of General 
Studies 

SKILL AREA DESCRIPTION    

Communications 

To develop students’ ability to 
read, write, listen, speak, and 
think competently, effectively, 
and critically. 

9 credits 
ENG 111 
ENG 112 
Speech OR 
Interpersonal 
Communication 

9 credits 
ENG 111 
ENG 112 
Speech OR 
Interpersonal 
Communication 

6 credits 
ENG 111 
Communications Elective 

Humanities and 
Fine Arts 

To develop students’ 
appreciation for and 
understanding of aesthetic and 
creative activities; to develop 
knowledge of the major areas of 
human expression within 
historical and cultural contexts. 

9 credits 
One course in each 
of the 3 categories 
below:  Fine Arts, 
Foreign Language or 
Literature, History 
or Philosophy 

9 credits 
One course in each of 
the 3 categories 
below:  Fine Arts, 
Foreign Language or 
Literature, History or 
Philosophy 

3 credits 
One course from any of 
the three disciplines 

Social Sciences 

To develop students’ 
understanding of 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. 

8 credits 
POL 151 AND 
Psychology or 
Sociology AND 
1 SS Elective 

8 credits 
POL 151 AND 
Psychology or 
Sociology AND 
1 SS Elective 

3 credits 
POL 151 

Mathematics 

To develop students’ ability to 
gather, understand, and use 
quantitative information in a 
structured way to make 
decisions and solve problems  

3 credits 
MTH 151 College 
Algebra 
or Intro to Stats 

3 credits 
MTH 151 College 
Algebra 
or Intro to Stats 

3 credits 
MTH 120 or higher or any 
science option 

Sciences 

To develop students’ 
understanding of the principles 
and laboratory procedures of 
life and physical sciences in 
order to acquire knowledge of 
ourselves and the natural world 
around us. 

8 credits 
One biological lab 
science AND 
One physical lab 
science 

8 credits 
One biological lab 
science AND 
One physical lab 
science 

General Education 
Electives 

To develop students’ ability to 
explore, broaden and enhance 
their educational and career 
experiences. 

22-24 credits  
from across the 
college 

22-24 credits 
at least 16 of which 
must be Math or 
Science 

3 credits  
from any category above 
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process that requires documented information about 
community and regional need, occupational outlook, 
program outcomes, curriculum, potential employment, 
wages, nearby programs, budget, faculty, equipment, 
and the like.   
 
All program proposals are reviewed and approved by 
the CAPT before being forwarded to the Board for their 
approval.  See Figure 1.3.  In like manner, courses are 
developed based on need(s) identified by employers, 
graduates, industry or other external requirements.  We 
use the State Transfer network to determine if other 
programs have a similar course, and use all of this 
information to build a core that moves through the 
course approval process by the CAPT.   

In similar fashion in the liberal arts, new programs and 
courses are developed primarily from the ground up, 
first within disciplines and then within divisions. Faculty 
propose new courses based on their perceptions of 
students’ educational needs, and those of our transfer 
institutions, and these are then discussed with chairs at 
the divisional level.  All new courses, programs, and 
changes to existing programs must be approved by our 
CAPT. The CAPT is comprised of instructional division 
chairs (faculty) and representatives from student 
services. The 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, transferability, and other 
information. In addition, the form requires the 
documentation of 14 conditions established by the 
CAPT for team review and approval. These conditions 
include advisory committee approval for occupational 
courses, transferability, course goal statements and 
objectives, including core abilities and general 
education outcomes, teaching strategies, and other 
information. 

Both occupational and transfer programs are also 
designed with articulation and transfer in mind to 
ensure that our students are adequately prepared to 
transfer to the primary four-year institutions in our 
region if they so desire.   

 

Figure 1.3 Curriculum Approval Process 

 

 

1P4. How do you design responsive academic 

programming that balances and integrates learning 

goals, students’ career needs, and the realities of the 

employment market? 

Core Component 1.C.   

The institution understands the relationship between 
its mission and the diversity of society.  

(See also 1P10) 

1. The institution addresses its role in a multicultural 
society.  

2. The institution’s processes and activities reflect 
attention to human diversity as appropriate within 
its mission and for the constituencies it serves. 
(See also 1P10.) 

We acknowledge our role in preparing students and the 
community to succeed in a diverse and global society.  
One of our current strategic goal objectives is:  “Create 
an awareness of diversity and the impact of 
globalization.” We design academic programs that are 
responsive and adaptive to the changing needs of the 
communities in the service district. To do so, the CAPT 
and PLT and all associated partners consider both 
internal and external factors when developing academic 
programming. For example, the six counties within the 
college district have experienced some of the highest 
unemployment conditions in the state of Michigan. Out 
of these conditions a spirit of entrepreneurialism has 

Division  

1st 
Review 
at CAPT 

 

2nd Review at 
CAPT, possible 

approval 

Board 
Review 
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arisen and the College has responded by supporting the 
following events, trainings, and academic programming. 
See Figure 1.4. 

Figure 1.4.  Entrepreneurial Programming  

1. BOOST Competition (Elevator Pitch for 
Entrepreneurs) 

2. WIN – West Shore Inventor/Entrepreneur 
Network 

3. Business Opportunity Center – FastTrac 
Training and Workshops 

4. Entrepreneur Expo 

 
We have added technical courses, programs, and 
training equipment in many fields including 
electrical/electronics, production, mechanical, and 
computers. Courses have been added in computer-
aided design, computer-aided manufacturing, and rapid 
part prototyping for our Mechatronics Program. By 
coupling these courses with welding, machine tool, and 
manufacturing courses we will be able to provide better 
training for our largest economic sector, manufacturing. 
The above programs use an open-entry/open-exit 
(OE/OE) format which meets the need for flexibility in 
learning for area employers and employees. 
 
Both the college’s core values and strategic goals 
emphasize and direct the design of activities and 
academic programming that reflect attention to human 
diversity and valuing others. Courses in the college’s 
general education core and courses in specific 
occupational programs contain curriculum designed to 
prepare students for the diverse and global society. 
Additionally, WSCC’s Performing Arts Series offers a 
vast array of opportunities for students to experience 
and learn about our ever-changing global society. Many 
instructors encourage and even offer credit to students 
who attend these events. See Figure 1.5. 

We also use a “Book of the Year” or “Book of the 
Semester” program to introduce and reinforce concepts 
of diversity and globalization.  Most recently, in 2011, 
we used The Immortal Life of Henrietta Lacks and The 
Help.  Over the course of the semester, we held over 30 
unique events for both students and public related to 
these concepts.   

Figure 1.5.  West Shore Performing Arts  
Series 2012-2013 

Chris Carter’s “Student Body 
Language” 

Interactive 
Presentation 

Peter Yarrow of Peter, Paul 
and Mary 

Musical Performance 

The 25th Annual Putnam 
County Spelling Bee 

Play 

Javier Calderon Classical Guitarist 

Tiempo Libre Dance Performance 

Sex Signals Interactive 
Presentation 

Doubt: A Parable Play 

MSU Jazz One – The Be-Bop 
Spartans 

Instrumental Music 
Performance 

The Garden of Joy Play 

Carolyn Leonhart Musical Performance 

The Four Bitchin’ Babes in 
Mid-Life Vices 

Musical Performance 

 

As the complexity of our world grows, the “balancing 
act” of learning goals, career needs and job realities is 
an area of continuing focus for all of our programs to 
ensure that the triangle stays in shape.  We use input 
from a variety of sources, such as advisory committees, 
focus groups and State meetings to stay in touch with 
area employment requirements, and adjust our 
curriculum as that changes.  For example, our 
accounting program requires proficiency in both manual 
and computerized accounting practices because of the 
many small employers that maintain books the using a 
manual system.  In another area, we are moving 
forward in adding robotic welding to our welding 
program in response to manufacturing employer 
requests.   

Core Component 4.A.   

The institution demonstrates responsibility for the 
quality of its educational programs. 

1. The institution maintains a practice of regular 
program reviews. 

2. The institution evaluates all the credit that it 
transcripts, including what it awards for 
experiential learning or other forms of prior 
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learning. The institution has policies that assure 
the quality of the credit it accepts in transfer.  

3. The institution maintains and exercises authority 
over the prerequisites for courses, rigor of courses, 
expectations for student learning, access to 
learning resources, and faculty qualifications for all 
its programs, including dual credit programs. It 
assures that its dual credit courses or programs for 
high school students are equivalent in learning 
outcomes and levels of achievement to its higher 
education curriculum.  

4. The institution maintains specialized accreditation 
for its programs as appropriate to its educational 
purposes.  

5. The institution evaluates the success of its 
graduates. The institution assures that the degree 
or certificate programs it represents as 
preparation for advanced study or employment 
accomplish these purposes.  

6. For all programs, the institution looks to indicators 
it deems appropriate to its mission, such as 
employment rates, admission rates to advanced 
degree programs, and participation rates in 
fellowships, internships, and special programs 
(e.g., Peace Corps and AmeriCorps).  

We have many processes in place to assure 
responsibility for the quality of our educational 
programs.  We have long conducted a series of regular 
program reviews, every five (5) years, as mandated by 
the State of Michigan, using the Program Review of 
Occupational Education (PROE) document.  In addition, 
we have recently developed our own program review 
model to augment the State requirements, and that 
model is currently being revised and piloted by across 
occupational and transfer disciplines.  

The process for ensuring the quality of credit 
transferred into West Shore requires students, who 
have attended other colleges, request an official 
transcript be sent to us for transcript audit. Credit is 
evaluated and transcripted from colleges that are 
accredited in alignment with Board policy 3003, and the 
process is described in our catalog and on our website. 
In some cases, course descriptions or course syllabi 
must be requested and submitted for evaluation 

equivalency. Processes are also established for 
awarding credit earned through credit-by-exam (CLEP 
or AP) and from nontraditional sources (military 
experience or departmental exams), also via Board 
policy and described for students in the college catalog.   

All courses, course outcomes, and course prerequisites 
are reviewed and approved by the CAPT.  Access to 
learning resources is assured for all faculty through our 
IT department, our numerous computer labs, and all of 
our classrooms are equipped with a standard set of 
technology for learning.  Faculty qualifications are 
consistently applied across the college by the Dean of 
Instruction, in alignment with the faculty bargaining 
agreement provisions and college policy that aligns as 
needed with State of Michigan regulations, such as 
occupational faculty requirements of at least two (2) 
years of occupational work experience.  All courses 
taken for dual credit by high school students are taught 
by West Shore adjunct faculty, hired by West Shore, 
consistent with college hiring policy.  

At present, only our nursing program is externally 
approved, as it is certified by the State of Michigan 
Board of Nursing, and is in good standing.  We are 
preparing to apply for National League of Nursing 
Accreditation, estimated to be approved by 2017.   

We also monitor the success of our graduates, both 
through our program review process, and for general 
program operational planning, no matter whether they 
pursue advanced study or seek immediate employment. 
Faculty and instructional directors monitor transfer and 
placement data by program, with information 
accumulated through our graduate follow-up survey 
and through transfer success information from our 
postsecondary partners. For example, if job placement 
rates are low, then program faculty would follow up and 
develop a plan for improvement. Through program 
review, faculty and staff also report program and 
institutional outcomes assessment results and 
improvements. 

Core Component 3.A. 

The institution’s degree programs are appropriate to 
higher education. 
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1. Courses and programs are current and require 
levels of performance by students appropriate to 
the degree or certificate awarded.  

2. The institution articulates and differentiates 
learning goals for its undergraduate, graduate, 
post baccalaureate, post-graduate, and certificate 
programs.  

3. The institution’s program quality and learning 
goals are consistent across all modes of delivery 
and all locations (on the main campus, at 
additional locations, by distance delivery, as dual 
credit, through contractual or consortial 
arrangements, or any other modality).  

We offer the associate of arts, associate of science, 
associate of applied arts and science and the associate 
of general studies degree.  We also offer a variety of 
one or two year certificates.  Our general education 
requirements appropriately differ according to degree, 
see Figure 1.2.  All of our degree and certificate 
programs are reviewed annually as part of our 
preparation process for developing the annual 
curriculum guide, which is published for all students in 
paper and on the web.  We ensure that all programs 
follow our general education requirements, that all 
courses are current and relevant, and that the number 
of course credits is appropriate for the degree.  We 
require a minimum of 60 credits for the degree, and 
while we do not have an established upper limit of 
credits, we work to ensure that the number of credits is 
appropriate to the discipline and to any external 
requirements.  We work regularly with business and 
industry through our advisory committees and our 
internship placements, and with transfer university 
partners to assure that the curricula we offer is what 
students need to be successful and is appropriate for 
our college.  We articulate our learning goals in our 
curriculum guide, which differentiates requirements 
based on the specific degree.   

Once a course or program is approved, the outcomes 
specified are used in every course regardless of mode or 
location, and all are evaluated to determine that they 
are of equivalent quality.  

1P5. How do you determine the preparation required 
of students for the specific curricula, programs, 
courses, and learning they will pursue? 

Prerequisites are determined during the program and 
course development process. Preparation is measured 
through the college’s mandatory assessment and 
placement, which restricts enrollment in college-level 
English and mathematics courses. Placement is 
generally based on assessment scores in writing, 
reading and/or mathematics. 

1P6. How do you communicate to current and 
prospective students the required preparation and 
learning and development objectives for specific 
programs, courses, and degrees or credentials? How 
do admissions, student support, and registration 
services aid in this process? 

Core Component 2.B.   

The institution presents itself clearly and completely 

to its students and to the public with regard to its 

programs, requirements, faculty and staff, costs to 

students, control, and accreditation relationships. 

WSCC communicates information about student 
preparation and student learning objectives along with 
programs, general college and specific program 
requirements, faculty and staff, costs, and accreditation 
through a variety of formats.  See Figure 1.6.  

Figure 1.6 Communication Formats 
Communication formats for student preparation and 
learning objectives 

College Catalog 

Online course schedule 

Website 

Course Syllabi 

Online Communication via MyWestshore.edu (college 
portal) 

Presentations by advisors, instructors, or student 
services personnel 

Advisors 

COMPASS placement messages 

Curriculum Guide 

Facebook 

Email 
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Most of the pre-enrollment and enrollment information 
is disseminated by our Student Services Division. Our 
Director of Enrollment Management visits area high 
schools each year and provides information to 
prospective students which include information on 
attending college, preparation, financial aid and college 
and faculty expectations.  Academic advisors meet 
individually with all new students to explain placement 
results, discuss the catalog and procedures, and assist 
students with program and course selection. 
Additionally, all online courses include an orientation to 
the course and online experience. We also hold an on 
campus orientation for all new students that includes 
sessions on campus services and departments, student 
groups, student and faculty panel discussions, and 
campus tours. 

Our college catalog is an additional resource that 
provides information on college expectations, policies, 
programs, prerequisites, and other related topics. Our 
Curriculum Guide publication provides detailed 
information on courses, the application and enrollment 
process, tuition and fees. Course and schedule 
information is available on the my.westshore.edu 
portal, including syllabus and course outcomes, as well 
as many faculty Web pages. These resources are 
available to both prospective and current students. 
 
1P7. How do you help students select programs of 
study that match their needs, interests, and abilities? 

Advisors use placement assessment scores to help 
students select first semester courses, and they assist 
students with building class schedules, completing 
online registration and determining an academic plan 
for success. 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. It is challenging to match student 
abilities with programs. Our assessment program 
identifies students in need of remediation. We rely on 
our advisors to work with students to help in the 
selection of programs of interest that may also align 
with a student’s abilities. We use the Strong Interest 
Inventory and the Meyers-Briggs Type Indicator to help 
students select a career goal and educational program 

and provide a variety of career resources to support 
students seeking assistance.   

Core Component 3.D.   

The institution provides support for student learning 
and effective teaching. 

1. The institution provides student support services 
suited to the needs of its student populations.  

2. The institution provides for learning support and 
preparatory instruction to address the academic 
needs of its students. It has a process for directing 
entering students to courses and programs for 
which the students are adequately prepared.  

3. The institution provides academic advising suited 
to its programs and the needs of its students.  

4. The institution provides to students and 
instructors the infrastructure and resources 
necessary to support effective teaching and 
learning (technological infrastructure, scientific 
laboratories, libraries, performance spaces, clinical 
practice sites, museum collections, as appropriate 
to the institution’s offerings).  

5. The institution provides to students guidance in 
the effective use of research and information 
resources.  

We provide a myriad of support services appropriate to 
our student population.  We serve a variety of students, 
but many of them are new to higher education, lack 
self-esteem, and are unfamiliar with advocating for 
themselves.  In particular, we serve many women who 
are often not as well supported in their quest for higher 
education by our traditional rural community as we 
would like to hope.  We begin with a thorough 
orientation to the college using both online and in 
person approaches to introduce students to how the 
college works, how to find resources for help, and to 
reassure them we are there to help them succeed.  We 
offer advising, career advising, personal counseling, 
tutoring, financial aid, services to students with 
disabilities and services to women.  We have wellness 
services, bookstore, food service, a student engagement 
program, and library to support students.   



June 1, 2013 WEST SHORE COMMUNITY COLLEGE 

 

Category 1   17 

 
 

We help students select programs through assessment, 
advising, and career counseling. New degree seeking 
students must submit ACT scores or complete the 
COMPASS Skills Inventory for course placement. 
Assessment scores determine placement in English, 
reading, and mathematics courses; and placement in 
developmental courses is mandatory for those who 
score below the established cut score. Students with 
low ACT scores have the option of completing COMPASS 
to improve course placement. ACT assessments used 
are English, Reading, and Mathematics. COMPASS 
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 the appropriate COMPASS assessment 
depending on placement goal and math background. 

Our Support, Tutoring and Resource Services (STaRS) 
program provides tutorial support for all students and 
help for students with special needs. Our disability 
support services provide additional counseling services 
for students who are receiving services from this 
program. STaRS staff utilizes a number of tools to help 
students including the Career Finder Questionnaire, the 
Learning and Study Strategies Inventory (LASSI), 
educational development plans, and Brainworks 
learning styles software. These services help students 
select careers, improve study habits, and adjust study 
strategies to learning styles.  

All new students are required to participate in academic 
advising.  They are assisted in learning how to select a 
program of study, select courses and register, create 
and academic plan, as well as given tools to help them 
succeed in college.  We follow all new students with a 
follow up ‘how are you doing” check mid-semester.  
Students who are doing well may choose to continue 
with academic advising and many do.  Students who are 
struggling academically are required to continue with 
academic advising throughout their experience.  
Students in specialized programs, such as nursing and 
criminal justice also receive advising via program 
directors, who are knowledgeable about all aspects of 
the program.    

We provide an exceptional infrastructure and resources 
for effective teaching and learning.  All of our buildings 
are clean, safe, and up to date.  We have campus-wide 

wireless access, and over 700 computers available to 
students in labs all across campus.  All of our classrooms 
and labs are equipped with computers, screens, LCD 
projectors and touch screen controls. We have excellent 
science laboratories for biology, chemistry, physics and 
even a cadaver lab for our anatomy and physiology 
courses (which is most unusual for community colleges 
our size).  We have a library, which opened in a new 
building in 2008, which houses a computer lab, 
numerous configurations of study spaces, and an 
extensive collection of print and electronic resources.  
Our librarian provides class and individualized 
instruction to students in the use of information 
resources and in the research process – both at the 
invitation of faculty members and upon student 
request.  We have newly remodeled fine arts facilities 
that include a 250 seat theatre, orchestral and choral 
music rooms, private practice rooms, keyboarding lab, 
2d art, pottery, and digital photography spaces as well 
as an art gallery named after a famous local artist.   

1P8. How do you deal with students who are 
underprepared for the academic programs and courses 
you offer? 

We are an open access institution with multiple services 
to assist students who are unprepared or 
underprepared. Mandatory assessment and placement 
are a key process that identify underprepared or 
unprepared students and begins to align their 
educational goals and success. Credit-seeking students 
who do not place into college-level courses are required 
to complete developmental studies in math, English 
writing, or reading earning a grade of C or higher to 
advance to the next level.  We offer our courses in 
multiple configurations including traditional, online, 
open-entry/open-exit and computer enhanced to offer 
students a choice that meets their needs.  Our English 
program has joined the Accelerated Learning Project 
(ALP), and has piloted a paired college-level English with 
supplemental instruction course for the last year in 
preparation for moving to a larger scale operation next 
year.   

The college has significant structures in place to help 
underprepared students receive additional services. Our 
Student Success Team is currently working on an 
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inventory of services and how they support student 
success as one of our 2012 AQIP Action Projects. Our 
STaRS program provides tutorial support for all students 
and assistance to students with special needs. Individual 
tutoring, group tutoring, drop-in help labs, study skills 
counseling, and the use of software and hardware 
technology are provided for student support. The 
Learning and Testing Center (LTC) works closely with 
STaRS to offer help labs, workshops, and computer-
assisted learning that support both developmental and 
college courses. Many developmental writing and 
reading courses are taught in classrooms within the LTC.  

Our Women’s Resource Center (WRC) provides services 
to help students achieve success. The WRC provides 
counseling and workshops on a variety of non-academic 
topics. All student support services are in one location 
and easily collaborate to provide support services for 
underprepared students. Support services staff will 
frequently walk students to the necessary support 
service area and provide an introduction to the person 
who can provide the needed assistance. This precludes 
students not finding or seeking the help they need. 
Faculty members frequently work one-on-one or with 
small groups of students before and after class and 
during scheduled office hours. The college also serves as 
a General Educational Development (GED) testing site 
for those individuals who are contemplating further 
educational opportunities, preparing to enter college, 
or improving their job placement opportunities. 

1P9. How do you detect and address differences in 
students’ learning styles? 

A wide range of instructional techniques are integrated 
into course delivery to accommodate student learning 
styles. For example, one faculty member has developed 
a pedagogy based on learning styles theory that uses 
varied delivery approaches and teaching strategies to 
engage learning styles strengths. Another assesses 
learning styles in class and provides students with 
effective ways to meet individual learning needs. 
Faculty have been provided with in-service training and 
professional development opportunities to support 
these processes.  We prefer the view that students 
learn best when offered some opportunities that match 
their learning style preferences while others challenge 

them to develop new skills in styles less preferred.  As a 
result, while all faculty may not formally assess learning 
styles, they employ a variety of instructional approaches 
to address the various learning styles they know are in 
the typical class. This is done by varying teaching style, 
combining lecture with PowerPoint slides, and using 
class discussion. Other approaches include 
incorporating music, visuals, examples from popular 
culture, YouTube videos, Moodle, Facebook, Twitter 
(micro-blogging), and other supplemental material. 
Faculty also use cloud computing where students 
upload papers for English Composition II. We also use 
software as supplemental instructional material. 

The STaRS program formally assesses student learning 
styles and uses the results to develop strategies to help 
students succeed. For example, a student was referred 
to STaRS during the fall semester and enrolled in our 
College Learning Strategies course. The following 
semester she reported to her English Composition I 
professor that the Learning Strategies course prepared 
her for continuing on with her education rather than 
dropping out after the first semester. Advisors give 
presentations in developmental courses which includes 
learning styles assessment, success strategies and 
additional information on support services available at 
the college.   

1P10. How do you address the special needs of student 
subgroups (e.g., handicapped students, seniors, 
commuters)? 

Students with special needs request services through 
our disability services in STaRS. STaRS provides adaptive 
software and other technologies aimed at helping 
students with disabilities. Additionally, STaRS provides 
note takers, test readers, large print textbooks, and 
other services for students with disabilities.  

The college assesses its efforts to address student needs 
through the CCSSE survey which serves to identify 
opportunities for improvement. For example, the 
survey data indicated a gap in the importance of 
supplemental skill labs (very high) compared to the 
usage of supplemental skill labs (rarely or never used). 
Using a variety of quality tools the CCSSE Survey Team 
identified that some labs were not scheduled at a time 
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when students could use them and implemented a 
scheduling change.  Another area identified through the 
CCSSE, to assist students with their educational focus, 
related to students expressing the need for more help 
to cope with non-academic responsibilities such as work 
and family.  The college responded to this request by 
implementing a new CARE team dedicated to work with 
all faculty and staff to identify students who are 
struggling personally and provide them with additional 
support, including mental health counseling, financial 
and academic services.  A process for reporting students 
of concern was implemented and trained in 2011-2012, 
and over 46 students were supported in the first year.   

We are a rural, commuter campus that does not offer 
student housing. We presently underwrite the 
operational costs of a free-of-charge bus service for 
students from three in-district communities to 
encourage more students to pursue an education 
without concern for transportation and fuel cost. The 
service is also available to nonstudents using college 
facilities. Transportation is provided by city and county 
transportation and transit authorities.  

WSCC offers courses to area high school students from 
14 area high schools throughout its service area.  
Because we run a shared Career and Technical 
Education (CTE) center on our campus (shared with the 
local Educational Service District), many students have 
the ability to get bus service to our campus to take 
courses on a daily basis.  Any college course is available 
to students who meet the prerequisite(s) for college 
level work and any course specific requirements.  These 
courses allow high school students to simultaneously 
earn high school and college credit, allowing students to 
save time and money and move more quickly toward 
their educational and career goals.  

Recently, WSCC and area high schools pursued an 
agreement to offer Early College, which is a program 
designed to allow high school students who qualify to 
earn dual high school credit and college credit by taking 
face-to-face and online classes at WSCC. Students may 
earn college credits as a high school student and 
graduate with the general education transfer core 
and/or a two-year Associate of Arts, Associate of Arts 
degree from West Shore Community College at the 
same time. 

Our Leisure and Enrichment program provides learning 
opportunities for area residents. Courses and activities 
are offered as enrichment opportunities and are taught 
by volunteers, professionals, or hobbyists in various 
locations. Tuition costs are modestly priced to cover the 
cost of providing a particular course. We do provide 
free tuition for seniors (60 years of age or older) who 
enroll in regular college courses (course fees are not 
waived). We also offer community service classes in 
Swimnastics, Aquarobics, and other recreational and 
health-related activities. 

1P11. How do you define, document, and 
communicate across your institution your expectations 
for effective teaching and learning? 

Core Component 2.D.   

The institution is committed to freedom of expression 
and the pursuit of truth in teaching and learning.  

 
Core Component 2.E.   

The institution ensures that faculty, students, and staff 
acquire, discover, and apply knowledge responsibly. 

1. The institution provides effective oversight and 
support services to ensure the integrity of research 
and scholarly practice conducted by its faculty, 
staff, and students.  

2. Students are offered guidance in the ethical use of 
information resources.  

3. The institution has and enforces policies on 
academic honesty and integrity.  

Our college vision, mission and strategic goals provide 
the foundation for defining effective teaching and 
learning. Beginning with the hiring process, faculty 
candidates must offer evidence of effective teaching 
and learning within their resume, on campus 
presentation, and interview. Once a faculty member is 
hired, the orientation process includes an assignment of 
a faculty mentor and communication of expectations 
and documentation of effective teaching and learning. 
Every year faculty members prepare Professional 
Development Plans (PDPs) which include goals for 
teaching and learning, professional development and 
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service.  Plans are discussed with and approved by their 
supervisor as part of the evaluation process to 
encourage improvement of the teaching and learning 
process. Further, the evaluation process requires 
student classroom evaluations and classroom 
observations by a supervisor. The process is designed to 
result in reflection, discussion, documentation, analysis, 
and improvement opportunities. Although not part of a 
formal evaluation process, “Teaching Circles” have been 
very successful for practicing peer-to-peer class 
observations, critique, ongoing peer assessment, and 
other methods that promote continuous improvement 
of teaching and learning.   

The objectives of the WSCC evaluation processes are to 
provide formative and constructive feedback; and to 
define and clarify the role of faculty and department 
chairs in the evaluation process. Definitions and 
expectations for effective teaching and learning, 
academic freedom, and academic integrity are 
documented in the collective bargaining agreement 
(primarily in Article III, sec. 1 & 2; Faculty Profile), such 
as “the faculty member shall be responsible for the 
organization and content of all courses assigned 
…..maintain professional standards…chose instructional 
strategies...aid student mastery…use appropriate 
behaviors…consistent, flexible, and fair...supportive of 
student’s learning goals  (from faculty profile).”   West 
Shore Community College Board Policy covers 
expectations of integrity and honesty and avoidance of 
conflict of interest (Board policy #2003). The Board also 
supports the definitions of academic freedom and 
academic responsibility in the bargaining agreement, as 
adapted from the 1940 AAUP statement on academic 
freedom.  The negotiated definitions and expectations 
in the bargaining agreement are communicated 
regularly by the bargaining unit through distribution of 
the negotiated agreement to all faculty members and 
are implemented via the College dean or vice president.  

Students as well as faculty are expected to maintain 
academic honesty particularly as it relates to 
information resource documentation. The college 
catalog documents the policies related to plagiarism 
and academic dishonesty.  Our board feels so strongly 
about this they have recently drafted a new policy on 
academic integrity, for students and all West Shore 

employees, which is slated to be officially approved this 
fall.   

1P12. How do you build an effective and efficient 
course delivery system that addresses both students’ 
needs and your institution’s requirements? 

Core Component 3.A., see also 1P4.   
 
West Shore Community College offers the Associate of 
Arts (AA) degree, the Associate of Applied Science (AAS) 
degree, and the Associate of Science (AS) degree, along 
with short-term Professional and Skills Certificates. A 
few articulation agreements have been developed 
between WSCC and the state’s public and private four-
year colleges and universities to foster transfer of 
credits from the community college to four-year 
institutions. Most of these agreements have been 
developed through faculty-to-faculty interaction to 
ensure curriculum is well-aligned. While the Associate 
of Applied Science degree, along with Professional and 
Skills Certificates, are designed to provide technical skill 
training to prepare students for jobs or to improve job 
skills, some degrees also articulate into specific, related, 
university technical programs.  

The College has built an effective classroom structure 
based on 2 x 90 min/week or 1 x 3 hr/week structure. 
The majority of courses in the college’s degree and 
certificate programs are offered on the WSCC campus in 
classrooms and laboratories, however, our Nursing and 
Early Childhood Education program require external 
clinical environments. Courses are also offered at our 
center location in Manistee County. Courses are also 
taught online and as hybrid courses which combines 
some face-to-face with online sessions. Courses are 
offered weekdays and evenings. The primary format 
includes 15-week fall and spring semesters and an 
eight-week summer session.  We have surveyed 
students periodically about their preferences, and the 
schedule we offer is endorsed by a strong majority of 
our students who prefer the four day week.   

WSCC puts the students first by offering small class sizes 
to allow the students to interact on a one-to-one level 
with the instructors course scheduling is a function of 
the departments. Formal and informal surveys of 

http://www.nscs.edu/Policy%20Manual/Policy%20Manual%20Master/4651.pdf
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students are often used to determine the courses that 
are needed. A variety of schedules are provided to 
accommodate the diverse needs of the students. The 
maximum class size is determined by departments and 
the Dean. The minimum size needed to offer a class is 
generally ten (10), but low enrollment courses are 
allowed to be conducted if the course is required for 
graduation and there are no other options or if the 
course is part of a new program or extended campus 
location. 
 
1P13. How do you ensure that your programs and 
courses are up-to-date and effective? 

Core Component 4A, addressed in 1P4. 

The college ensures that programs and courses are up-
to-date by regularly reviewing both general education 
and occupational programs. This review includes 
assessment data and analysis, advisory committee 
reports, external accreditation and licensing reports, 
and analysis data from core indicators in retention, 
completion and graduation, and other measures linked 
to course and program effectiveness. In addition, 
Michigan’s Program Review in Occupational Education 
(PROE) is required every five years under the Carl 
Perkins Grant guidelines. This review uses information 
from students, faculty, and advisory committee 
members to ascertain the efficacy of occupational 
programs.  

Advisory committee meetings are held annually for 
each technical program at the college. At these 
meetings, professionals from the discipline review the 
curriculum to make sure it is appropriate and up-to-
date. Members also review outcomes assessment 
results, program review data including retention, 
completion, certification, and licensure and placement 
rates.  

Our CAPT also monitors the currency and effectiveness 
of our curriculum. This team is responsible for reviewing 
changes to the curriculum and to academic policies to 
assure that any changes are in the best interest of 
students and the college. Curricular changes and 
academic policies that are reviewed by this team 
include: course transferability to senior institutions; 

compliance with state and federal legal requirements; 
and consistency with the Course additions and/or 
deletions from the curriculum are based on student 
need and current workforce and discipline-related 
trends.  

The faculty review curriculum by program annually as 
part of the development of the annual curriculum guide 
(overseen by CAPT).  Additionally, every two years, the 
college undergoes an intensive catalog review process 
in producing a new college course catalog.  Faculty are 
encouraged to attend discipline-specific state, regional 
and national meetings to help maintain program and 
course relevance and effectiveness.  
 
1P14. How do you change or discontinue programs and 

courses? 

The college uses program and discipline reviews 
program improvement and continuance decisions. 
Program review utilizes specific data elements, 
including but not limited to, program enrollments, 
number of majors, and graduation, completion and 
placement rates. Outcomes assessment data, 
accreditation reports, occupational outlook and 
recommendations from advisory committees, program 
coordinators and faculty are used in the process.  The 
CAPT 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 the 
current and future needs of our students and 
community, and it coordinates data and 
recommendations from other teams that effect what 
programs and curricula are offered. Occupational 
program advisory teams provide feedback on the 
currency and effectiveness of our programs directly 
from stakeholders and aids in decision-making about 
the need to modify, redirect, or discontinue a program. 

Program changes, including program and course 
deletions, are approved by advisory committees and the 
college’s the CAPT. Program deletions also require 
approval of the PLT and the WSCC Board of Trustees 
and then are submitted to the State.  

1P15. How do you determine and address the learning 
support needs (tutoring, advising, placement, library, 
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laboratories, etc.) of your students and faculty in your 
student learning, development, and assessment 
processes? 

Core Component 3D, addressed in 1P7. 

The college determines and addresses student and 
faculty support needs through our support service areas 
and through the Student Success Team which includes 
support staff from the LTC, STaRS, Student Services, 
developmental faculty, other interested faculty, and our 
Director of Student Success. Learning support needs are 
determined through annual service review process. This 
review utilizes usage survey data, outcomes 
assessment, retention and completion data. Also, 
services related to support needs (advising, placement, 
library, etc.) provide data from stakeholder service 
assessment surveys, which may indicate opportunities 
for improvement in the learning support needs process. 
STaRS and the LTC work with faculty members and 
instructional divisions to provide and evaluate support 
for courses and programs.  

In the college library, 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 
books, journals, databases, online resources, and other 
materials but the Librarian conducts library orientations 
for developmental, interpersonal communications, and 
other writing /research intensive courses.  

1P16. How do you align your co-curricular 
development goals with your curricular learning 
objectives? 

Core Component 3.E.  

The institution fulfills the claims it makes for an 
enriched educational environment. 

1. Co-curricular programs are suited to the 
institution’s mission and contribute to the 
educational experience of its students.  

2. The institution demonstrates any claims it makes 
about contributions to its students’ educational 
experience by virtue of aspects of its mission, such 

as research, community engagement, service 
learning, religious or spiritual purpose, and 
economic development.  

The college aligns co-curricular development goals with 
curricular learning objectives by collaboratively creating 
and selecting various campus events and activities with 
general education goals or course learning objectives in 
mind (see Figure 1.7). For example, students in some 
classes are required to attend specific cultural arts 
events. Our Performing Arts Series is designed with a 
multi-cultural and co-curricular connection and often in 
partnership with various college-wide programs, such as 
the Book of the Semester, the “Big Question,” or the 
Women's Resource Center. Our “Big Read” and “Big 
Question” events are woven into many college classes. 
Students are also encouraged to submit written works 
to the annual “Dark Matter” campus publication. 
Students in our government courses participate in 
candidate forum for the 101st House Senate, and 
English composition students complete service learning 
projects. Students in our Early Childhood Development 
program attended the Michigan Association for the 
Education of Young Children (MAEYC) conference. 
Students in our Business Program serve as student 
leaders at the Michigan TRENDS conference, a 
professional development conference for educators in 
occupational programs. Our education students engage 
in field work in area school classrooms and in the ESD 
with special needs students. We also have internships 
for all our business programs. Students participating in 
the college work study program find positions on 
campus that enhance educational and career goals. For 
example, occupational students in computer-related 
programs gain experience by working in the campus 
computer labs.  

Figure 1.7 Co-curricular programs 

Curricular area Co-curricular area 

Nursing Nursing Club 

Criminal Justice Law Enforcement Club 

Philosophy Philosophy Club 

Computer Science Gaming Club 

Business Business Leaders 

Government Student Senate 

Institutional Leadership Phi Theta Kappa 
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Campus clubs that offer co-curricular activities include 
the Student Senate, Philosophy Club, PC Gaming Club, 
Law Enforcement Club, and the Phi Theta Kappa Honors 
Society. For example, PTK provides students 
opportunities for involvement in community service, 
scholarship, leadership activities, and annually 
spearheads a community clean-up day as part of the 
national Make a Difference campaign. Additionally, 
several campus and community appreciation activities 
are organized by student leaders of Phi Theta Kappa 
and Student Senate which include highway clean-up 
and a canned food drive.   

This year our co-curricular programming was expanded 
due to additional focus on campus engagement.  We 
have an official process for application to form a new 
club, and support services for students through a 
manager assigned oversight, and faculty club advisors to 
help students turn their ideas into reality. All existing 
clubs stayed active, plus eight new clubs started – 
ranging from veterans to sustainability to visual arts to 
entrepreneurship.  Faculty actively seek opportunities 
for students to connect what they do in the classroom 
to co-curricular options to help them make see theory 
connected to practice.  In addition, Student Senate 
partnered with both the faculty and the performing arts 
to provide programming – including the 2nd annual Food 
for Thought conference, Sex Signals, the Art Prize 
festival in Grand Rapids, a “we love politics” event, and 
a suicide awareness program.   

1P17. How do you determine that students to whom 
you award degrees and certificates have met your 
learning and development expectations? 

Students graduating with Associate of Applied Science 
degrees and certificates must complete a technical skills 
assessment (NOCTI) at the conclusion of their program 
of study. The results of these exit processes are 
examined by faculty and staff as part of outcomes 
assessment and program review. Additionally, the 
college receives data from advisory teams, employer 
follow-up surveys, and state-sanctioned competency 
and/or licensing examinations that is used to assess 
student readiness for employment.  

Transfer student readiness for university coursework is 
evidenced by 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 transferred course.  

Core ability outcomes data will provide an assessment 
of gains in key competencies at the end of a student’s 
program. For particularly Arts and Sciences courses, this 
assessment will provide value-added evidence of 
learning and development gained in our two-year 
transfer program. 

1P18. How do you design your processes for assessing 

student learning? 

WSCC’s plan for assessing student learning outcomes 
was developed through an iterative process that has 
become more formalized and consistent over time. The 
plan was highly developed, implemented, and practiced 
initially within the occupational programs and over time 
is being adopted for general education disciplines.  See 
Figure 1.8.  We have also used AQIP action teams (such 
as the Core Abilities team in 2008) and now use an 
operational team, Student Learning Assessment Team, 
to provide oversight to the assessment process.  We 
support our assessment process through release time of 
a faculty member to serve as assessment coordinator.  

Our current course level assessment employs a variety 
of faculty-developed methods including pre and post-
tests, posttests only, analysis of a final essay, evaluation 
of a presentation, meetings with students, and surveys.   

The data and objectives for program level assessment 
for occupational programs are obtained from the NOCTI 
examination which is administered just prior to 
graduation. We are currently piloting a process for data 
collection, evaluation, and assessment for our 
institutional level learning outcomes or Core Abilities. 
Based upon the results of the pilot project we will be 
implementing the assessment of Core Abilities in the fall 
of 2013. 
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Figure 1.8 Assessment Practices across the curriculum 

Identify outcomes and objectives 

1. Course-level Student Learning Outcomes (SLOs) and 
objectives. These are listed in the course syllabus. 

2. Program or discipline-level outcomes and 
objectives. These are listed in the course syllabus or 
other appropriate publications. 

3. Core Abilities within a course and include in the 
course syllabus or other appropriate publications. 

Specify assessment processes 

4. Develop methods to assess course-level outcomes. 
List these methods in the syllabus. 

5. Develop methods to assess Program or discipline 
chairs outcomes and objectives. These are listed in the 
course syllabus or other appropriate publications. 

6. Develop methods to assess Core Abilities. These are 
listed in the course syllabus or other appropriate 
publications. 

Collect and analyze data 

7. Faculty introduce outcomes, evaluate outcomes 
attainment, and document results. 

Share results and make changes 

8. Review results and make plans for improving 
student performance in the upcoming year. 

 

 

 
1R1. What measures of your students’ learning and 
development do you collect and analyze regularly? 
[1P13] 

WSCC regularly collects and analyzes several measures 
of students’ learning and development. 

 Student performance on the COMPASS Skills  

 Inventory and ACT assessment;  

 Student placement in developmental courses;  

 Student success in developmental courses;  

 Student success in the next course in the 
discipline (e.g., subsequent courses);  

 Developmental student persistence;  

 Student success in specific college courses;  

 Course completion rates;  

 Course withdrawal rates;  

 Various student success rates by program or in 
online versus traditional courses; 

 Graduate and Employment Survey; and 

 CCSSE. 
 

1R2. What are your performance results for your 
common student learning and development 
objectives? 

Performance results for our common student learning 
and development objectives are measured through 
internal processes and through CCSSE. The college does 
use COMPASS scores for initial placement. The 
COMPASS Skills Inventory is required of all students not 
submitting ACT scores. Each year we analyze results for 
placement into developmental course for incoming 
students completing COMPASS.  The results for the last 
three years are listed in Figure 1.9.  As is evident, the 
number of students needing developmental courses 
continues to increase, and we are planning to 
implement the detailed assessment COMPASS package 
as soon as it becomes available to help us determine 
how to positively affect these students. 

Figure 1.9. Percent of students requiring 
developmental coursework 

 2010 2011 2012 

Writing* 32.5% 34.6% 49.4% 

Reading 27.5% 26.8% 39.0% 

Pre-algebra 62.5% 65.8% 73.8% 

*Writing cut score increased in 2012, resulting in higher 

Developmental placement 

WSCC also measures performance results for student 
success in our developmental courses based on the 
percentage of students who completed these courses 
and earned a minimum grade of “C”. These results are 
listed in Figure 1.10.  We have been pleased with 
increases in writing and reading, but we are currently 
evaluating the negative trend in math, which may be 
based on recent changes in the delivery model designed 
to assist students.   

 

 

 

RESULTS (R) 
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Figure 1.10.  Success results for developmental work 

 Fall 
2010 

Fall 
2011 

Fall 2012 

Intro to Writing 68.3% 59.5% 76.4% 

Intro to Reading 64.9% 57.7% 80.5% 

Pre-Algebra 63.3% 55.2% 53.9% 

Our objective for developmental courses is for students 
to build the necessary foundational skills to achieve 
success in college courses.  Because we changed our cut 
score in 2012, we wanted to provide an option for 
students who fell between the old score of 16 and the 
new score of 18.  The results of that pilot, English 
Composition 1 with one (1) credit of supplemental 
instruction are shown in Figure 1.11.  We did not 
achieve the intended result, and have joined the ALP 
program for 2013-2014, which will pair English 
Composition with Developmental Writing rather than a 
supplemental instruction model.   

Figure 1.11.  Pilot of English Comp paired with 
supplemental instruction for selected students 

 Fall 2012-2013 Winter 2012-2013 

 Pilot General Pilot General 

C or greater 64.3% 76.9% 28.6% 73% 

Failed 21.4% 10.8% 28.6% 15.1% 

Withdrawn 0 7.3% 14.3% 7.9% 

Additional performance results for developmental 
students are measured in subsequent courses upon 
successful completion of developmental writing and 
mathematics. Figure 1.12 shows the results for three 
consecutive spring semesters.  Students who complete 
developmental work continue to succeed in college 
work in all areas in greater numbers.   

Figure 1.12. Subsequent success in college level work  

 Spring 
2010 

Spring 
2011 

Spring 
2012 

English Comp 1 67.7% 71.2% 80.0% 

American Gov.  63.2% 50.0% 60.0% 

Intro. Algebra 60.9% 55.0% 72.7% 

We also assess results for our core abilities.  We have 
connected our CCSSE results to our core abilities, as 
seen in Figure 1.13.  These early results will form a 
benchmark for our new emphasis on the core abilities 
across the curriculum.  We also have results from our 

writing core ability assessment pilot, as seen in Figure 
1.14.   

Figure 1.13.  Core Abilities – Core Learning Outcomes – 
CCSSE Results 

Core Ability 1:  Communicate 
Effectively 

WSCC 
2011 

Small 
Colleges 

4b.  Made a class presentation 2.14 2.08 

4c.  Prepared two or more drafts 
of a paper  

2.57 2.51 

6c.  Number of written papers or 
reports of any length 

2.76 2.91 

12c.  Writing clearly and 
effectively 

2.79 2.76 

12d.  Speaking clearly and 
effectively 

2.59 2.57 

Core Ability 2:  Think Critically 
and Creatively 

  

4d.  Work on a paper or project 
that required integrating 
information from various sources 

2.73 2.76 

5c. Synthesizing and organization 
ideas in new ways 

2.70 2.75 

5d. Making judgments about the 
value or soundness of information 

2.64 2.59 

5e. Applying theories to practical 
problems or in new ways 

2.68 2.70 

12e.  Thinking critically and 
analytically 

2.95 2.94 

12f.  Solving numerical problems 2.53 2.67 

Core Ability 3:  Act Professionally   

4i.  Participated in a community-
based project as part of a course 

1.30 1.33 

12j.  Understanding yourself 2.57 2.66 

12l.  Developing a personal code 
of values and ethics 

2.37 2.44 

12m. Contributing to the welfare 
of your community 

2.08 2.09 

 
In support of our institutional level learning outcomes, 
the Assessment Team at WSCC completed a pilot 
project to assess written communication among our 
students. In support of this assessment, 40% of our full-
time faculty volunteered to participate in the collection, 
analysis, and recommendation processes. Results of the 
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project follow and informed our recommendations for 
our next assessment cycle. 

Figure 1.14 Pilot Core Ability Written Communication 
Results 

Assessment Results – Written Communication 

Aggregated score (4-point 
proficiency scale) 

2.58 

Conventions 2.7 

Structure 2.6 

Support 2.3 

Audience 2.6 

 
As the data indicates, our students are performing at a 
low-moderate proficiency in written communication. 
Further, the criterion related to “Support” (the credible 
assembly of evidence) is our greatest area of weakness. 
This information then directed our recommendations 
for implementing changes in our processes as they 
relate to teaching and learning about evidenced-based 
written communication skills. 

Another way we examine student performance is 
through analysis of grade distributions. We may do this 
in a particular course, for occupational courses and arts 
and sciences courses separately, or for college courses.  
The following Figure 1.15 is an overall grade distribution 
for the past three years.  The bell curve has remained 
remarkably consistent over that period.   

Figure 1.15  Overall Grade Distribution 
Year A B C D F W 

2009 
2010 

36.1% 27.7% 13.9% 4.2% 10.0% 8.1% 

2010 
2011 

38.6% 25.4% 13.3% 4.2% 10.5% 7.9% 

2011 
2012 

37.1% 26.7% 12.9% 3.9% 10.8% 8.6% 

Our view of our grade distribution changed somewhat 
when we saw our first CCSSE results, as seen in Figure 
1.16, in which we scored poorly on the academic 
challenge benchmark, in relationship to small colleges 
and the CCSSE cohort.  Some faculty have challenged 
their peers to more closely evaluate the academic rigor 
of West Shore’s courses and programs.  This evaluation 
is currently underway, and is being aligned with our 

core ability process.  For example, increasing the 
amount of writing and the quality of writing 
expectations in our courses would be one way to 
increase course rigor.  In looking at Figure 1.16, overall 
West Shore scored near the norm in all other areas, but 
slightly below in support for learners. More detail is 
provided on this in Figure 1.23.  In general, these results 
were underwhelming for the type of “premier” and 
“astounding” and “great” college we strive to be, and 
they have sparked a number of improvement efforts.   

Figure 1.16 CCSSE Benchmark Comparison 

 

1R3. What are your performance results for specific 
program learning objectives? 
Performance results for specific programs are obtained 
through a variety of methods based upon the program. 
Each program provides performance results for specific 
learning objectives as part of program review.  
Examples of these performance reports follows: 

Accounting 
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In accounting, graduates have been required to 
complete the NOCTI assessment as a condition of 
graduation requirements. This assessment has been 
completed by 269 students at West Shore starting back 
in 1991 with 77.7% scoring at or above the national 
average. The assessment is broken into subcomponents 
and results for each of these subcomponents assists us 
in making curriculum changes. For the most recent 
results, the lowest scoring area is ‘Completion of the 
Accounting Cycle’. Further analysis is being done and 
curricular changes are being made to improve the 
student outcomes in this area. 

Nursing  
The nursing program outcomes are linked to courses in 
the nursing curriculum. Lead instructors for each course 
analyze course and program outcomes using student 
feedback from end-of-course evaluations, competency 
assessments, employer surveys, student graduation 
surveys, clinical site feedback, faculty curriculum 
review, and informal feedback. Additionally, students 
must complete a standardized end-of-course Kaplan 
assessment, which provides not only WSCC results, but 
nationally normed, comparative data. Many course and 
program improvements are made based on this 
analysis. Figure 1.17 presents our Nursing NCLEX pass 
rates compared to the national mean.  The Nursing 
program has been working on programmatic changes 
designed to increase our NCLEX results, particularly in 
the RN exam.   

1R4. What is your evidence that the students 
completing your programs, degrees, and certificates 
have acquired the knowledge and skills required by 
your stakeholders (i.e., other educational institutions 
and employers)? (See also 1P12 and 1R2) 
 

 

 

 

 

 

 

Figure 1.17 Nursing Pass Rates 

LPN NCLEX Pass Rates 

Year 2012 2011 2010 

National Mean (%) 81.5 84.83 87.05 

WSCC (%) 100 96 100 
 

RN NCLEX Pass Rates 

Year 2012 2011 2010 

National Mean (%) 84.44 86.99 86.46 

WSCC (%) 84.85 76.92 86.67 

We conduct a graduate follow up survey for all 
occupational graduates and assess their ability to find a 
job in a related field within six (6) months of graduation.  
Those results are shown in Figure 1.18 for 2008-2012.  
We believe our results are consistent with State and 
National economic trends that have made finding 
related work more difficult, graduates are taking lesser 
paying jobs and more graduates are continuing their 
education.   

Figure 1.18 Placement Summary for Occupational 
Programs 2008-2012 graduates 

Placement 
Status 

2011-
2012 

2010-
2011 

2009-
2010 

2008-
2009 

Continuing 
Education Only 

36% 32% 31% 20% 

Continuing 
Education & 
Employed 

19% 19% 15% 22% 

Employed Only 40% 39% 42% 49% 

Employed 
Related 

66% 67% 77% 
81% 

 

Average Salary  $13.80 $14.46 $15.38 $14.80 

 
Nursing graduates must take the NCLEX exam in order 
to practice, so it serves as a strong benchmark for that 
program. See Figure 1.17.  For our other programs, we 
use NOCTI exit exams as a measure of proficiency.  In 
2011, 79.9 percent of completers passed exit 
proficiency or certification/licensure exams in 12 
programs. In 2011, 80.4 percent (86 of the 107 
graduates) who were tested passed the exit proficiency 
and/or licensure/certification exam (see Figure 1.19).  
Individual programs with particularly low scores, such as 
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our networking program, are being reviewed for major 
curricular changes.   

Figure 1.19 Exit Assessment Results 

Program 
Test 

Given 

2011 
#  

Test 

2011 
# Pass 

% 
Pass 

2012 
#  

Test 

2012 
# Pass 

% 
Pass 

Accounting NOCTI 13 10 76.9 14 8 57.1 

Assoc. 
Degree 
Nursing 

NCLEX 33 28 84.8 33 27 81.8 

Marketing/ 
Mmgt 

NOCTI 10 10 100 8 8 100 

Computer 
Information 
Systems 

NOCTI 1 1 100 1 1 100 

Criminal 
Justice 

NOCTI 11 10 90.9 5 5 100 

Early 
Childhood 

NOCTI 11 7 63.6 11 10 90.9 

Electrical-
Electronics 

NOCTI 0 0  NA 2 1 50.0 

Networking NOCTI 5 1 20.0 4 1 25.0 

Office/ 
Medical 
Office 

NOCTI 13 7 53.8 9 7 77.8 

Practical 
Nursing 

NCLEX 14 14 100 14 14 100 

Precision 
Machining 

NOCTI 5 3 60.0 0 0 NA  

Welding NOCTI 7 7 100 6 4 66.7 

TOTAL   123 98 79.7 107 86 80.4 

We also periodically receive transfer information from 
our university partners.  Ferris State University is the 
most frequent choice for our students.  Results, 
indicating our students do as well or better than their 
peers, received for 2011-2012 from Ferris are as shown 
in Figure 1.20.  

 

 

Figure 1.20 Transfer success at Ferris State 
Average FSU GPA former 
WSCC students 

3.19 

Average FSU GPA all MI CC 
transfers 

3.17 

Average FSU GPA all students 3.11 

Finally, we measure student satisfaction with 
educational and/or training received while obtaining 
their degree as part of our graduate follow-up survey. 
Additionally, the survey provides results on preparation 
for continued study at senior institution.  In general, 
satisfaction remains very high, with no dissatisfied 
responses since 2009.  See Figure 1.21.  

Figure 1.21 Graduate Follow-up Results regarding 
satisfaction with education and training 

Item 2009 2010 2011 

VS = Very 
Satisfied; S – 
Satisfied; D - 
Dissatisfied 

V
S 

S D 
V
S 

S D 
V
S 

S D 

Satisfaction 
with 
education/ 
training at 
WSCC 

64 26 6 58 42 0 63 29 0 

Preparation 
for continuing 
education 

76 24 0 50 50 0 63 37 0 

Preparation 
for the 
workforce 

44 48 8 60 40 0 56 44 0 

 

1R5. What are your performance results for learning 
support processes (advising, library and laboratory 
use, etc.)? 

CCSSE Results indicated that we exceeded the mean for 
support in general (see Figure 1.22), but were less than 
the mean for non-academic and social support.  We also 
looked as CCSSE data related to specific support 
processes, as seen in Figure 1.23.  We scored best in 
computer lab support, with most of the rest scoring 
about mean.  Because this was our first administration 
of CCSSE, these numbers form the benchmark for future 
administrations, next planned for 2014. 
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Figure 1.22 CCSSE Results for Student Support 2011 

Item 
WSCC 
Mean 

Small 
College 
Mean 

2011 
Cohort 
Mean 

Providing the support 
you need to help you 
succeed at this college 

3.14 3.02 2.99 

Helping you cope with 
your non-academic 
responsibilities (work, 
family, etc.) 

1.87 1.99 1.95 

Providing the support 
you need to thrive 
socially 

2.13 2.20 2.17 

Providing the financial 
support you need to 
afford your education 

2.71 2.62 2.54 

We also conducted some local surveys on learning 
support processes.  Those results are shown in Figure 
1.24.  They indicate generally strong satisfaction with 
the LTC, STaRS and the library, although there is 
certainly room for improvement.  We are currently 
hiring a new library director, and are excited about 
upcoming changes to provide additional support in that 
area.   

Figure 1.24  Local Learning Support Survey Results 

Service Satisfied/Very Satisfied % 

Library 84% 

STaRS 86% 

LTC 90% 

 

 

 

 

 

 

 

 

 

 

Figure 1.23 CCSSE Results related to learning support 
processes 

Item WSCC 
2011 

Small 
Colleges 

Advising   

Academic Advising/Planning Frequency 1.73 1.83 

Academic Advising/Planning Satisfaction 2.31 2.29 

Academic Advising/Planning Importance 2.55 2.56 

Tutoring   

Peer or other tutoring Frequency 1.37 1.48 

Peer or other tutoring Satisfaction 2.18 2.19 

Peer or other tutoring Importance 2.04 2.13 

Skill Labs (Writing, Math)   

Skills Labs Frequency 1.57 1.76 

Skills Labs Satisfaction 2.32 2.28 

Skills Labs Importance 2.14 2.22 

Computer Labs   

Computer lab Frequency 2.32 2.13 

Computer Lab Satisfaction 2.68 2.51 

Computer Lab Importance 2.59 2.47 

Disability Services   

Services for people with disabilities 
Frequency 

1.16 1.32 

Services for people with disabilities 
Satisfaction 

1.97 2.05 

Services for people with disabilities 
Importance 

1.93 2.06 

Financial Aid advising   

Financial Aid Advising Frequency 1.83 1.92 

Financial Aid Advising Satisfaction 2.32 2.29 

Financial Aid Advising Important 2.50 2.51 

Career Counseling   

Career Counseling Frequency 1.41 1.43 

Career Counseling Satisfaction 2.22 2.07 

Career Counseling Importance 2.29 2.29 

 

1R6. How do your results for the performance of your 
processes in Helping Students Learn compare with the 
results of other higher education institutions and, 
where appropriate, with results of organizations 
outside of higher education? 

West Shore Community College’s process for measuring 
performance for helping students learn compared to 
other higher education institutions is detailed in 
Category 7. Figures 1.13, 1.16, 1.17, 1.22, 1.23, and 1.25 
through 1.28 all compare our results to those of other 
institutions. 
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Figure 1.25 comparison of ACT Cut Scores in Fall 2011 
to the “small ten” community colleges in Michigan.   

College Math Reading English 

ACT 21 22 18 

Alpena 18 18 18 

Bay  18 18 20 

Glen Oaks 23 19 19 

Gogebic 17 18 18 

Kirtland 21 21 21 

Mid-Michigan 21 21 21 

Montcalm n/a 18 18 

Southwestern 25 21 18 

West Shore 16 17 16 

 

Based on the results of Figure 1.25, we increased our 
cut score in English to 18, to align with comparable 
institutions in Michigan.  That change took effect for 
summer, 2012.   

Figure 1.26 Comparison of West Shore to Michigan 
Community Colleges via State Dashboard for 
Postsecondary Education 
Item WSCC 

Rate 
MI CC 
Rate 

CC Students who require 
developmental courses 

42.2 62 

CC retention rate 71.8 72 

CC completion/transfer rate 44.7 52 

In general, our graduation/transfer rate is low, although 
it has increased slightly since 2010, as seen in figures 
1.26 through 1.28.  We are low compared to other 
community colleges in Michigan, and very low 
compared to our IPEDs comparator group nationwide.  
In addition, our retention rate is less than our 
comparators.  Students tend to complete a first year at 
West Shore and transfer out, rather than completing a 
degree here.  We typically enroll twice as many 
freshman as sophomores.  Our student success team is 
looking at ways to increase our success rates, and our 
Board has asked us to prepare a full scale student 
success plan.   

 

 
 
 
 

Figure 1.27. Graduation rates Full time First Time 
Cohorts – IPEDS 2012 

 

Figure 1.28 IPEDS Retention and Completion 
comparisons 2010-2012 
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1I1. What recent improvements have you made in this 
category? How systematic and comprehensive are 
your processes and performance results for Helping 
Students Learn? 

In 2011, we felt our CCSSE results indicated much room 
for improvement, and began to work our way through 
additional student support strategies.  Beginning with 
advising, we developed a new academic plan for 
student success process.  It includes a document used 
by all advisors, based on student success principles, to 
help students plan their program of study and 
successful completion.  We have also implemented a 
degree audit program, and while the technology is not 
yet working for students to access it directly, it is used 
extensively by advisors to help students look at degree 
needs.   

We then aligned the college academic progress process 
with the financial aid academic progress process – 
which had been separate previously.  This improvement 
helped students by eliminating confusion, allowing 
them to address academic concerns sooner, and help 
them find resources to improve academic performance.   

In analyzing our developmental education results, we 
realized we had many opportunities to improve.  We 
discovered that our ACT/COMPASS writing cut score 
was lower than most of the other colleges in Michigan, 
we decided to increase our writing cut score.  We 
increased it from 16 to 18 as of June, 2012, and added 
additional sections of developmental writing.  Starting 
fall 2012, we conducted a small pilot of a paired English 
Composition course with one credit of supplemental 
instruction for those students who scored between 16 
and 18.  That pilot led us to the ALP project, as 
described below.  We also developed a course menu for 
developmental education students.  We want them to 
take college and developmental courses concurrently, 
but also want them to be enrolled in courses where 
they have a reasonable opportunity for success.  
Because we are so small, faculty have been reluctant to 
add too many course pre-requisites.  Rather than use 
that route, we created an advising menu of course 
recommendations based on advising scores.  We are 
just completing our first year with this menu and have 

yet to analyze whether it fostered the improvements 
we desire.   

A recent improvement West Shore has made in the 
category Helping Students Learn is the heightened and 
formalized data collection, analysis, and evaluation 
processes for our institutional level student learning 
outcomes. Our college has committed resources 
(human and financial) into our assessment processes. 
An assessment coordinator position has been created to 
support the necessary processes for reliable outcomes 
assessment. Two full-time faculty members have been 
granted sabbaticals to examine how core abilities are 
embedded into curricular programming. Our part time 
institutional researcher is a key member of our team, 
and provides technical support to our work.  Our 
Assessment Team attended the HLC Assessment 
Workshop to prepare for assessment processes. Our 
most recent in-service training was dedicated to 
assessment, course outcomes, and core abilities. 
Programs, disciplines and services have informal review 
processes that have been strengthened by 
implementing processes to systematically assess 
outcomes.  

Based on recurring student request for mental health 
support for non-academic issues, and faculty concerns 
for students, we created a CARE team in 2012.  We 
brought in a consultant from the National Center for 
Higher Education Risk Management (NCHERM) to help 
us plan the best process for us.  We decided to broaden 
the focus from a strict behavioral intervention team to a 
focus on helping students in need as well as students at 
risk.  We also contracted for mental health counseling 
services on our campus part-time, and the counselor 
sits on our CARE team.  We created an electronic input 
form, and distributed it to all employees with 
instructions and training.  The Dean of Student Services 
tracks and maintains a confidential file on all reports.  
Over 45 students were assisted via this process in the 
first year.  In the past three years, we have also begun 
efforts to focus on student success and completion.  
During the 2010-2011 year, several faculty and staff 
attended the inaugural Michigan Student Success 
Network conference, and several improvements were 
initiated in the area of student services.   

IMPROVEMENTS (I) 
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During 2011-2012, a larger group attended the 
conference, and came back very excited to continue 
their work.  They worked for a year, looking at research 
and best practices and starting to collect data about 
West Shore’s experience.  This year, the team is a 
named AQIP action team with several sub team projects 
designed to improve student success.  

 Accelerated Learning Program (ALP) - ALP is one of 
the few innovative models for developmental 
education that has produced dramatic 
improvements in success rates and has 
demonstrated that it can be scaled up. As of the 
spring of 2013, 97 schools throughout the nation 
have begun offering ALP and state-wide programs 
are underway in three states: Arkansas, Indiana, 
and Michigan.  We are one of these colleges.  Our 
program will begin in the Fall of 2013. 

 First Year Experience/Computer Literacy - A 
student’s first year at any college can be filled with 
numerous decisions and uncertainties.  Helping 
students through the first year of college and 
providing them with tools to make important 
decisions successfully is at the heart of this sub-
committee’s work. Members are working to 
establish cohorts of students who will be assigned 
to a faculty or staff member who will guide them 
through the first year experience by meeting with 
them regularly, within their cohort.  Students who 
are experienced West Shore students will also play 
a key role in the cohort as they share their 
experiences and the keys they have learned to 
success. 

 Transitions to College/Developmental Education - 
Many students place at a developmental education 
level when entering college.  Their ACT/SAT scores 
are below our cut score or their COMPASS 
placement test scores were low and they must take 
developmental courses prior to beginning their 
college level courses.  This process costs students, 
and the college, time and money.  This sub-
committee is examining how other colleges are 
being successful by offering alternatives to the 
developmental education tract.  They are also 
investigating the West Shore developmental 
education student, how diverse the developmental 

education population is in regard to range of skill 
level, and pondering ideas for serving our lowest 
functioning students. 

 Selected Registration Processes - This year the 
registration processes sub-committee is working 
closely with the first year experience committee as 
the changes in any first year experience offered 
would change registration processes dramatically.  
These two sub-committees have joined to work 
together.  Additional registration processes are 
being addressed at the department level, in Student 
Services.  The Student Success Team has agreed to 
help with any registration processes the 
department may change as they continuously strive 
for increased levels of student success. 

 Survey - This sub-committee compiled a survey to 
be given to students, to garner their input on 
student success.  In the process, the Student 
Success Team made a decision to re-administer the 
Community College Student Success Engagement 
Survey (CCSSE).  The CCSSE was given at West Shore 
in 2011, providing baseline data.  The team has 
recommended the CCSSE be given in the 2013-14 
school year, along with local survey questions to 
supplement that survey.  This sub-committee has 
completed the local survey questions. 

 Resources Inventory - Our local 2-1-1 has a number 
of resources for assistance to our students but this 
group is working on updating a resources inventory 
hand-out designed specifically for the needs of the 
West Shore student.  A number of years have 
passed since this information has been updated on 
campus and the team felt an update of this 
information, particularly in regards to Veterans’ 
Services, could benefit students in their search to 
connect with resources that will ultimately help 
them be successful. 

We continue to make substantive improvements in 
capital equipment and facilities for our academic 
programs.  The nursing program added a simulation lab 
and is working on integrating simulations throughout 
the curriculum.  The OEOE program added two new 
CNC state of the art CNC machines.  The music program 
added several new percussion instruments in support of 
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the new percussion ensemble.  The chemistry program 
is adding iPads into the laboratory environment.    We 
are blessed to have access to a capital and equipment 
millage, voted by our taxpayers, to support our 
programs and our college.   

Writing is also an area where we have begun to focus.  
One of our foundational core abilities, writing has long 
been something our faculty support.  We felt that too 
many students were entering college needing writing 
support.  When we got our CCSSE results in 2011, we 
were disappointed to see our students felt their writing 
improved so minimally, and that we were below our 
cohort norm in number of pages written.  One of our 
faculty, in particular, felt the CCSSE data showed we 
were a less rigorous college than the high performing 
colleges, and has worked to rally the faculty behind his 
plans for improvement, the first of which supports more 
writing for all students.  One of our Communications 
faculty members led an effort to develop a Literacy 
Network, in collaboration with our local ESD and area 
high schools.  For the past three years, the group has 
met twice year – combining high school and college 
faculty working together on improving writing.  We 
developed a core rubric for writing, and a pilot project 
was conducted in winter 2013 to use a panel to score 
writing submitted by a variety of volunteer instructors.  
We decided that if we want to improve writing in a 
substantive way, we need to provide additional 
resources.  We added a fourth full-time 
communications faculty member for the 2013-2014 
year, and brought her in early to develop the college’s 
first serious writing center.   

Finally, we conducted a mini-study with our faculty, 
which told us both full time and part time faculty were 
unhappy with our current learning management 
system, Moodle, and desired a change.  In particular, 
faculty were unhappy with the grade book, difficulty of 
learning the software, many steps to grading, and the 
lack of ways to contact students.  A team led an 
investigation of options and we made a decision to 
transition to Canvas in 2013-2014.  Canvas, we believe, 
will be an improvement in all of the measures found 
lacking in Moodle, and training will commence this 
summer.   

1I2. How do your culture and infrastructure help you 
to select specific processes to improve and to set 
targets for improved performance results in Helping 
Students Learn? 

Our culture is one in which we put students first. Our 
vision, mission, core values, and strategic goals place 
student success as our greatest priority, and right 
behind student success is continuous improvement and 
“pursuing greatness.”  Our strategic plan bears this out, 
for example, in our objective to provide “astounding 
customer service.”  This means that we are rarely are 
satisfied with status quo, and are always looking for 
ways to improve student learning and the student 
experience.   

We pride ourselves in our small, personal college in the 
way that we treat students as individuals and really do 
behave as if we are here for them.  We have very little 
of the faculty and staff self-importance that comes with 
“name” colleges.  We see our students at the grocery 
store, movie theatre, and restaurant and at the doctor’s 
office.  We know them and they know us.  Helping 
students learn is a personal experience for all of us.  So, 
selecting specific processes to improve and goals for 
improved performance are always evaluated with 
students in mind. 

We have identified priorities in student learning 
assessment and evaluation along with formalized 
program review processes and increased access to data.  
We have also prioritized increasing student success, 
graduation and completion.  We will be providing 
additional services in our library, under the direction of 
our new Library Director, and will be assessing 
improvements in our tutoring and disability services 
programs.  We continue to strive for “astounding 
customer services”, one of our strategic plan goals.  We 
believe all of these priorities align with putting students 
first.  We are excited to have joined the NCCBP, and feel 
this will help us move ahead more quickly in our data 
driven decision making as it relates to helping students 
learning.  We set goals for improved performance 
through identifying reliable baseline information and 
then setting modest increases in student learning 
outcomes over time, always looking for improvement.    
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ACCOMPLISHING OTHER DISTINCTIVE OBJECTIVES,  

CATEGORY TWO 
 

 

Category two, Accomplishing Other Distinctive Objectives, is an area where we have focused attention in the last four 
years.  We have worked to improve our attention to what we do and how we do it for our stakeholders related to 
Workforce training (which we call our Business Opportunity Center, or BOC), wellness services, Performing Arts Series, 
and our Career and Technical Education (CTE) Center partnership with the local educational service district, called West 
Shore Educational Service District (WSESD).  We have long been clear in our broad objectives, but have done a better job 
of assessing need, involving stakeholders and in communicating what we are doing with our stakeholders and our public.  
We are moving away from reacting and are increasingly systematic in our approach for these objectives.  We believe we 
have more to do, particularly in the way we assess our results.  In some of these areas, we do not have reliable 
enrollment numbers, nor have we found a way to benchmark ourselves against other institutions.  We have prioritized 
performance results in this category, and each of the distinct areas is working on setting performance objectives and 
ways to measure them.  Some are further along, such as our BOC, which is already collecting data and is formulating 
measures to accompany our new economic development plan.  Other areas are further behind, but making steady 
progress.  As a small rural community college, we realize that we are incredibly interdependent with our communities.  
Just as we would not survive without their tax and enrollment support, our communities would not enjoy the amenities 
we offer as other distinctive objectives.  These objectives are, and will remain, priorities for West Shore Community 
College.   

 

West Shore Community College is a rural community 

West Shore is a rural community college geographically 
situated between a series of small cities and 
communities within our service area, and, therefore, 
plays not only an academic role in our district, but is a 
center for workplace development and training, 
recreational services, and cultural enrichment.  We 
share facilities with the regional WSESD that offers CTE 
programming for 14 area high schools.  We maintain a 
high level of involvement with, listen to, and respond to 
key stakeholder groups. 

We have a solid history of responding to community 
needs across a variety of stakeholders. For example, we 
recently collaborated with the ESD to create a unique 

Early College on our campus, and with a local disc golf 
association to develop a new disc golf course on our 
campus.   

The West Shore Performing Arts Series provides a 
variety of community enrichment opportunities. In 
creating and executing the Performing Arts Series each 
season, 20-25 performing arts events are scheduled 
consisting of music, dance, theater, and specialty acts. 
Artists of international, national, and regional renown 
are booked as well as our musical ensembles (e.g. 
Percussion Ensemble, College Show Choir, WSCC 
Chamber Winds, WSCC Wind Symphony, WSCC Jazz 
Bands, and the WSCC Concert Choir) and college-
produced theater productions. We book performing 
arts concerts, events, and productions that appeal to 
student and non-student stakeholders within our multi-
county service area, determined through on-going 
informal discussions with patrons, students, civic 
organizations, formal satisfaction questionnaires, and 
through solicitation of audience responses through 

INTRODUCTION 

2P1. How do you design and operate the key non-
instructional processes (e.g., athletics, research, 
community enrichment, economic development, 
alumni affairs, etc.) through which you serve 
significant stakeholder groups? 

PROCESSES (P) 
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social media (our Facebook Page and the West Shore 
Performing Arts Facebook page). 

The Performing Arts Series creates processes for 
partnering with a variety of both collegiate and 
community organizations.  The series just created a 
partnership with Michigan State University’s, the 
Wharton Center for the Performing Arts.  This vibrant 
partnership brings national and international artists to 
our campus for presentations and in arts enrichment 
outreach appearances to K-12 schools in our area in the 
form of master classes, workshops, and clinics, as well 
as performances in classrooms and in theaters, libraries, 
and community centers.   

The Performing Arts Series has a successful process for 
generating funds.  The series is subsidized in large 
measure through corporate and individual sponsorship, 
revenue from ticket sales, and the college Performing 
Arts budget. Sponsorship in the arts series is overseen 
by the WSCC Foundation, through the Performing Arts 
Committee of that organization. Individual sponsorship 
takes the form of membership in the college's Director's 
Circle and, to some lesser degree, through the purchase 
of season tickets.  The annual Gala Dinner Theater is the 
college’s signature social event of the year, and is a 
process by which donors and sponsors for the series are 
developed. 

The BOC collaborates with local businesses to identify 
and meet their educational and training needs. The 
director’s involvement in regional meetings with 
leaders, participation on the Mason County 
Manufacturers Association Board and the Manistee 
Manufacturing Council and Human Resource 
Networking Group, and focus group participation help 
ensure that we are meeting the needs of these key 
partners.  From that input, we recently developed an 
economic development plan which will guide our work 
for the next few years.  Our goals are listed in Figure 
2.1.   

 

 

 

 

 

Figure 2.1 Economic Development Plan Goals 

1. Build and sustain collaborative relationships. 
2. Prepare skilled workers for the workforce. 
3. Provide training for business clients. 
4. Expand entrepreneurship and business incubation. 
5. Increase the skills of low-skilled workers. 
6. Promote regional economic planning. 
7. Promote creative community enrichment. 

We use non-degree, open-entry/open-exit program 
modules, the biannual Business Training Schedule, 
customized training solutions and the newly created 
Leisure & Enrichment Program to meet the education 
and training needs of local employers, employees and 
general public.   The Center is advised by an economic 
development team made up of local and regional 
partners who counsel the college on needed 
programming and services, as well as new ways to serve 
current and emerging business in our area through our 
economic development plan.  Funding for the BOC was 
launched through a windfall from a defunct downtown 
development authority in our area, and is slated to give 
the program three years of startup funds.  We hope to 
generate enough funding through grants and contracts 
for service to become self-supporting by 2016.   

WSCC offers recreational activities through various 
facilities, programs, activities, and leagues for the 
students, staff, and the surrounding community.  The 
colleges operates a complete wellness center with pool, 
cardio equipment, weights, and circuit programs, an 
indoor ice arena, and disc golf course.  In particular, the 
ice arena was built through a community partnership 
that yielded significant funding for the facility.  We are 
currently exploring building a ropes course on our 
campus. Business leaders have expressed interest and it 
combines nicely with our wellness program as well.  

We design wellness services through program offerings 
geared toward various stakeholder groups of different 
generations.  While students are given access to these 
facilities for free, the community can buy wellness 
memberships, and join classes or leagues.  Revenues 
from these services create reasonably self-supporting 
auxiliary units for the college.  We also sponsor a 
wellness program for employees.  For meeting annual 
participation requirements, which can be met through a 
variety of activities, employees receive a wellness 



June 1, 2013 WEST SHORE COMMUNITY COLLEGE 

 

Category 2   36 

 
 

“rebate” in their paychecks as well as wellness 
resources and assessments.   Being a “community” 
college, we believe it is our mission to serve not only 
those on campus, but also those outside our campus.  
Our Director of the Wellness Center serves as a core 
committee member of the Win With Wellness 
community based wellness program and collaborates 
with the area Chamber of Commerce to promote 
worksite wellness programs.  

We partnered with the WSESD 25 years ago, in joint use 
of CTE facilities.  High school students take classes 
during the day, and college students take classes in 
during the evening hours.  Funding is split 50-50.  This 
long-standing arrangement expands the offerings that 
neither institution would be able to offer singly.  It is a 
thriving, congenial, collaborative partnership that 
yielded a new opportunity in 2011, when the first early 
college in our region admitted its first students.  This 
Early College is unique in that, the traditional high 
school juniors take only one high school course each 
term while the rest of the time these students are 
enrolled in college courses and intermingled with 
college students.  The first students will graduate in 
2014, so we are still discovering questions and issues as 
they arise, but a planning group of both West Shore and 
WSESD staff meets periodically to guide the program.   

2P2. How do you determine your institution’s major 
non-instructional objectives for your external 
stakeholders, and whom do you involve in setting 
these objectives? 

Our mission sets the stage for delivering programs and 
services to external stakeholder groups.  (Our mission 
statement is as follows: “West Shore Community 
College’s mission is to make our community a better 
place in which to learn, live, work, and prosper.”) The 
strategic plan goals that address external stakeholders 
are presented in Figure 2.2.  

The goals were developed through a process that 
utilized results from surveys and focus groups of 
external stakeholder groups and a SWOT analysis that 
examined both internal and external strengths, 
weaknesses, opportunities, and threats.   

 

Figure 2.2.  Strategies that represent other distinct 
objectives 

1.1.1 Design our services, access to staff, facilities and 
hours of operation around the needs of our 
students and our community.   

2.2  Make purposeful community connections. 

3.1  Respond to the needs of business and industry 

3.3  Share our resources and expertise with the 
community.   

3.6  Actively serve as a regional convener.   

4.3  Expand and promote opportunities for the 
community to visit and participate in campus 
activities and events.   

We also utilize focus groups with industry segments.  
For example, the BOC has coordinated focus groups 
representing manufacturing, healthcare, agriculture, 
hospitality, retail, technology, and financial services, in 
the last six months and has more planned for next year.   
We develop annual strategies (and sometimes detailed 
plans, like the economic development plan) based on 
input from teams that support the work of these 
objectives, like the economic development team, the 
wellness team, and the Performing Arts Director’s 
Circle.  The WSESD staff that provide oversight to the 
CTE centers are housed on our campus, so we meet 
with them regularly, much like we would meet with our 
own teams.  We use information like data, feedback, 
trends, past program results, voids in programming 
within the community and the knowledge of the 
industry by administrators and community experts for 
what to determine our objectives.   

2P3. How do you communicate your expectations 
regarding these objectives? 

We clearly communicate that these areas of the college 
are considered distinct objectives in the way we talk 
about ourselves as a comprehensive community 
college.  These distinct objectives are stated in the 
general information about the college at the beginning 
of our catalog.  Business solutions, performing arts and 
recreation services are prominently featured on our 
main webpage.  We also communicate our expectations 
or objectives in how they are referenced in our strategic 
plan and the way they receive funding for their efforts.  
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All of these initiatives benefit from a healthy budget 
from which to serve their constituency.  We have a 
careful plan for communicating changes and updates 
for these objectives: operational and project teams post 
their meeting minutes, including their goals, action 
strategies, and timelines for achieving them on the 
campus U: Drive and all college employees are 
encouraged to access these posts. In this way distinctive 
objectives are communicated throughout the college 
community.  Other strategies, particularly those to 
reach external audiences, include websites, email, 
posters, flyers, publications, media and verbal 
communication at meetings and events.   
 

2P4. How do you assess and review the 
appropriateness and value of these objectives, and 
whom do you involve in these reviews?  

We assess the appropriateness and value of our goals 
and strategies through both the annual planning and 
evaluation process.  Our process includes the careful 
consideration of feedback from many stakeholder 
groups through surveys and focus groups, through team 
meetings, and the same teams we use for setting 
objectives are the ones used to assess value.  To assess 
value, we look at participant numbers, participant 
feedback, and, since most of these programs are self-
supporting, cost/benefit ratio.   

2P5. How do you determine faculty and staff needs 
relative to these objectives and operations? 

Changing faculty and staff training needs are constantly 
determined through our teams and through open 
channels of communication between employees and 
supervisors.  As an example, in 2011, we established an 
Employee Wellness Team to develop and promote 
programs that encourage healthy lifestyles for 
employees and reduce their health risks. Creating a 
culture of wellness, even in a short time, has enhanced 
individual productivity, improved morale, and lowered 
or sustained healthcare costs for the employee and the 
College. 

Another example is our recently expanded the Music 
program.  The program has begun partnering with our 
continuing community education program in offering 

individualized instruction in a variety of instruments. 
This operation has necessitated the hiring of additional 
adjunct faculty with specialized training and talents.  As 
these needs arise, they are requested through the 
administrator of the area.  Many times small requests 
can be accommodated during the year.  Larger requests 
may need to be channeled through the annual 
budgeting process.  Because of the unique funding our 
college received for capital equipment (via special 
millage in addition to our operating millage), we are 
often able to accommodate requests from the reserve, 
such as new drumming equipment to support the new 
percussion ensemble.   

2P6. How do you incorporate information on faculty 
and staff needs in readjusting these objectives or the 
processes that support them? 

As outlined in 2P5 above, once needs are determined, 
proposals are submitted up the appropriate lines of the 
collegiate structure.  As an example of just how we 
incorporate information on needs and then readjust 
objectives and processes, our Employee Wellness Team 
consists of members that represent a variety of our 
employee groups. Our team is open to suggestions from 
all employee groups to ensure we design and 
implement programs that meet their needs for 
improved wellness. After obtaining employee feedback 
on use of private wellness facilities, we made 
adjustments to our employee wellness program to 
respond to that request.  Another example is our new 
percussion ensemble, which used trash cans for their 
first semester but the director requested some new 
percussion instruments which were able to be 
purchased during semester break and were used this 
spring for the group.  With increased demand for non-
credit training through the Business Training Schedule, 
Customized Training and Leisure and Enrichment 
Program, additional part-time staff was added as of 
January 2013.   
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RESULTS (R)  

2R1. what measures of accomplishing your major non-
instructional objectives and activities do you collect 
and analyze regularly? 

We periodically collect enrollment and participation 
numbers, as well as conduct surveys that our 
stakeholders complete on the effectiveness and 
satisfaction of our programs and services.  We recognize 
that we could do more in this area.   

2R2. what are your performance results in 
accomplishing your other distinctive objectives? 

The Performing Arts Series is consistently praised both 
critically and commercially by its patrons for delivering 
the highest artistic standards.  As evidence of this 
recognition, the latest outside professional evaluation 
of the Ramsdell Theatre, contracted by the City of 
Manistee, prepared by Gerome Management Group, 
Inc., in March, 2011, emphasized that area patrons 
prefer attending theater productions which are co-
produced by WSCC and the Manistee Civic Players over 
those produced by that community’s civic theater alone. 
Moreover, Michigan State University’s The Wharton 
Center has recognized our series’ artistic quality and has 
initiated a partnership with WSCC to bring a number of 
their artists to our area in both stand-alone concerts 
and in educational outreach, through WSCC, to area K-
12s. We are one of only four areas in the state to be so 
designated. 

Our Music program has grown significantly, due to 
additional staffing, resources and renewed commitment 
to excellence.  Figure 2.3 depicts that program growth 
in comparing 2009 to the present. Player participation 
has grown by 238% and attendance at events has grown 
by 150%.   

 

 

 

 

 

 

Figure 2.3 Music Program Results Per Event 

Ensemble 2009 2012 

 Members Attendees Members Attendees 

Wind 
Symphony 

38 150 95 250 

Chamber 
Winds 

NA NA 45 250 

Concert 
Choir 

55 200 68 250 

Jazz Band 16 150 22 250 

Brass  NA NA 10 250 

Percussio
n 

NA NA 20 250 

 

We track recreation center usage for our various 
groups.  Uses for 2012 are shown in Figure 2.4.   

Figure 2.4 Recreation Center Usages 

Recreation Center Results Number of Stakeholder Uses Per 
Year 2012 

 WSCC 
Student  

Family 
Group 

Single
  

Senior 
Citizens 

WSCC 
Employee 

Com-
pany Total  

      2,822     2,852 4,720 10,921  4,167 322  25,804 

 

Since January, 2012, when the BOC began operation 
under new direction and leadership, we have offered 
business training classes attended by over 375 
participants, delivered customized training experiences 
for 28 different specific companies, increasing our 
participant level by 87% and our companies served by 
69%.   See Figure 2.5.   
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Figure 2.5 Business Opportunity Center Results 

 Open 
Entry/Open 

Exit 
manufacturing 

training 

Customized 
Training held at 

company 
business 

Business 
training offered 
at WSCC as non 

credit 

 Student Company Student Company Student Company 

2010-
2011 

79 3 195 80 NA NA 

2011-
2012 

98 3 231 41 59 45 

2012-
2013 

95 8 90 11 328 121 

 

2R3. How do your results for the performance of these 
processes compare with the performance results of 
other higher education institutions and, if appropriate, 
of organizations outside of higher education? 

We do not currently review any comparative data in this 
area, and recognize the need for improvement.   

2R4. How do your performance results of your 
processes for Accomplishing Other Distinctive 
Objectives strengthen your overall institution? How do 
they enhance your relationships with the communities 
and regions you serve? 

The mission of West Shore is “to make our community a 
better place in which to learn, live, work and prosper.”  
Achievement of these four distinct objectives – 
performing arts, wellness, business training and 
partnership with the ESD is of benefit to all of our 
district residents.  Due to the small size of our 
communities – the largest city in our service district is 
8,000, we offer services and amenities otherwise not 
available to our communities.   As a result, we are seen 
as an important contributor to our region, as 
characterized by alumnus Budde Reed who owns a local 
beverage distributing company and has served on the 
college’s foundation. He says, “Without question West 
Shore has enriched my life, business, career, and the 
entire community it serves. Our communities are better 
places in which to learn, grow and prosper and we are 
blessed to have it right here in our own backyard. We 
need to love it, nurture it and most of all use it.” 

IMPROVEMENT (I) 

2I1. What recent improvements have you made in this 
category? How systematic and comprehensive are 
your processes and performance results for 
Accomplishing Other Distinctive Objectives? 

We have created a central check-in location for all 
Recreation Center members and guests which gives us a 
better ability to track data and facility usage by going to 
more electronic data collection.  We have started 
tracking daily guests for the past year and have added 
this data into the yearly member data.  Shortly, we will 
have multi-year trend data that will allow us to analyze 
and improve our services.   

Our performing arts series is benefitting greatly from 
having a full time music instructor in place for the year.  
Our music ensembles function largely as community 
ensembles, and have grown significantly in the last two 
years, as has our attendance.  We are working to 
expand the credit programming aspect of our music 
program as well, but that functions largely more as a 
typical credit program, rather than as another distinct 
objective.   

We have completely revitalized our workforce training 
unit, re-titling it the Business Opportunity Center.  Prior 
to 2012, the only training we did with local businesses 
was funded through grant dollars, and the previous 
director believed that once the grants were exhausted, 
training would end, but that was not accurate. None of 
the training provided, as seen in Figure 2.3, from 2011 
to the present has been grant funded.  We have been 
much more proactive about the services we provide, 
offering business training classes for the first time in 
2012.  Although that first year was slow, we have made 
great progress this year, and companies are once again 
looking at us as a comprehensive business training 
provider.  Our level of systematic processes has risen 
dramatically in this area in the last 18 months, and 
while we are still learning, we are very pleased with our 
progress.  We have a great new economic development 
plan, new process for business training and a new 
process for leisure and enrichment.  Our industry focus 
group process has been a great lead in for our 
upcoming, strategic plan revision next year. 
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2I2. How do your culture and infrastructure help you 
to select specific processes to improve and to set 
targets for improved performance results in 
Accomplishing Other Distinctive Objectives? 

Our small college in a rural region of small communities 
makes us a large employer in the region.  We are 
intentional about being a visible member and 
contributing member of the community and about our 
role in offering options that increase the intellectual, 
cultural and physical well-being of community 
businesses and individuals.  We position ourselves not 
to be seen as the leader or the “savior”, not to make a 
profit, but as a collaborative partner and generous 
contributors of goods and services at a fair price and 
better value.  

Because these other distinctive objectives are a priority 
for us, we attend to prioritizing performance – as seen 
in our recent economic development plan, and the 
revitalization of the BOC, as well as the new disc golf 
course and expanded music program. 
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UNDERSTANDING STUDENTS’ AND OTHER 

STAKEHOLDERS’ NEEDS, CATEGORY THREE 
 

 

Category 3, Understanding Students’ and other Stakeholders’ Needs, is a priority for West Shore, and is an activity that is 

systematic and moving toward alignment.  We continue to improve the way we systematically synthesize and analyze 

data.  This process is currently more compartmentalized and departmental rather than organizational.  Even so, we feel 

that through our diverse teams we are able to share information regularly and connect the dots in the way we meet 

stakeholder needs.  We convene regular meetings that bring together all of our instructional divisions and student 

services staff, which gives us a very broad view of what our stakeholders are saying and how we might serve them 

better. Our data collection in this area, yielding performance results, has improved since our last portfolio and was 

assisted by use of the CCSSE survey.  We are working on a systematic process to synthesize the data collected as part of 

our planning for the update to our strategic plan next year, with hopes to make it a regular annual operation.  We will 

also administer the CCSSE survey again next year, which will give us our first trend data with that survey, and will 

provide additional performance results that will tell us if some of our changes are having the desired effect.   

 

 

3P1 – How do you identify the changing needs of your 

student groups?  How do you analyze and select a 

course of action regarding these needs? 

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.  As noted in Figure 3.1, analysis 
and course of action is conducted by various individuals, 
departments and teams with the focus on “assuring 
student success,” part of our college vision.  In 2012, we 
hired a Director of Student Success Services who chairs 
the Student Success Team.  She has conducted campus 
scans to help the Student Success Team pick a project 
with the most impact for student success.  Through this 
asset scan, the Student Success Team determined a 
need for a modified First Year Experience program that 
includes orientation, advising, and mentoring of 
students by faculty, staff and students. 

   
 

 
The institution demonstrates a commitment to 

educational improvement through ongoing 
attention to retention, persistence, and completion 

rates in its degree and certificate programs. 

1. The institution has defined goals for student 
retention, persistence, and completion that are 
ambitious but attainable and appropriate to its 
mission, student populations, and educational 
offerings. The institution collects and analyzes 
information on student retention, persistence, and 
completion of its programs. 

2. The institution collects and analyzes information 
on student retention, persistence, and completion 
of its programs. 

3. The institution uses information on student 
retention, persistence, and completion, of 
programs to make improvements as warranted by 
the data. 

4. The institution’s processes and methodologies for 
collecting and analyzing information on student 
retention, persistence, and completion of 

INTRODUCTION 

PROCESSES (P) 
Core Component 4.C.  
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programs reflect good practice. (Institutions are 
not required to use IPEDS definitions in their 
determination of persistence or completion rates. 
Institutions are encouraged to choose measures 
that are suitable to their student populations, but 
institutions are accountable for the validity of their 
measures.) 
 

West Shore uses retention, persistence and completion 
data to look at our programs in whole and individually.  
We know that our occupational students have a higher 
retention rate than our transfer student population, e.g. 
our overall retention rate hovers at about 60% and our 
occupational retention rate is over 70%.  We believe 
that is because a number of students attend West Shore 
for one year, prove to their parents that they can be 
successful and are rewarded by transferring to one of 
our state universities away from home.  Our number of 
freshman students is usually double that of our 
sophomores.  The low incidence of sophomores also 
supports our low graduation and transfer percentages, 
both of which hover in the low 20’s.   

Until fairly recently, we felt that students who met their 
goals were a success regardless of completion, but now, 
as part of our student success initiative, we are looking 
for ways to entice students to stay and finish a degree 
with us – because it helps them document success and 
aids in transfer of credits.  We use goals for retention, 
graduation and transfer in our new dashboard (see 
category 8 for more information) and are actively 
working to improve our scores across the board.  We 
would like to see our retention rates in the 80’s and our 
gradation/transfer rate in the 50’s.  We believe those 
are ambitious but attainable goals. 

3P2. How do you build and maintain a relationship 

with your students? 

At West Shore, we believe “students come first” and 
building relationships is how we make that happen.  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. (Figure 3.2).  Personal 
contact with students occurs at all levels of our college.  

Administrators are accessible to students and are not 
insulated by layers of support staff as in larger colleges.  
The Dean of Students and all directors within Student 
Services act as advisors.  Our maintenance staff 
regularly helps students with car problems in campus 
parking lots by 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 and other 
supplies for students in need.  Our faculty pride 
themselves on knowing all of their students and taking a 
personal interest in each and every one of them.   
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Figure 3.1 Student Needs Identification and Analysis 

Student Needs 

Stakeholder Changing Needs Identified by: Analysis and Course of Action led 
by: 

Prospective Contact with college representatives 
Contact with high school counselors (Gold Coast meetings, 
school visits, Dual Enrollment Counselor Survey) 
Potential student advising appointments  
Michigan Works campus visits 
College Night feedback 

Dean of Student Services 
Director of Enrollment Management 

Transfer Academic advising 
Evaluation of Transcripts 

Dean of Student Services 
Director of Enrollment Management 
Registrar and Advisors  

Current Course placement assessment  
Academic advising 
Student services satisfaction survey 
Student Senate surveys 
Course evaluations 
Learning support service surveys 
Course scheduling survey 
Student focus groups(topics vary) 
Student success rates in developmental courses  
Developmental student success rates in courses subsequent 
to developmental courses 
CCSSE Survey  
Course assessment reports (NOCTI) 
Graduation Audit 
Licensure exams 

Vice President of Academics and 
Student Services 
Dean of Instruction 
Dean of Student Services 
Director of Student Success Services 
Academic Department Chairs 
Campus Teams (Student Success, 
President’s Leadership Team (PLT), 
etc.) 
Faculty  
Advisory Boards  
 

Non-returning  Non-returning student survey 
Graduate follow-up survey 

Dean of Instruction 
Registrar 
Faculty 

3P3. How do you analyze the changing needs of your 

key stakeholder groups and select courses of action 

regarding these needs? 

Beyond students, we consider our key stakeholders to 
be:  1) K-12/Educational Service Districts, 2) Employers 
and the business community, 3) Transfer institutions 
that accept our students, and 4) the community at 
large.  We use a mix of both formal and informal 
processes whereby we identify the changing needs of 
our non-student key stakeholders. Our faculty also 
regularly engages with local K-12 teachers to determine 
how we can help meet the needs of our local schools.  
For example, our advisors hold quarterly brunches with 
area school counselors, provide an annual brunch for 

admissions representatives from senior institutions, and 
attend quarterly meetings with regional senior 
institution admissions officers.  When we realized there 
was a gap in expectations between the ACT cut scores 
we were using and those of our transfer institutions, we 
convened a small team from admissions and the 
communications department and made a change.  

We have a very close relationship with the West Shore 
ESD Career and Technical Education program 
administration, who are housed on our campus.  Our 
vice president of academic and student services attends 
superintendent meetings monthly, and our two 
organizations collaborated on and received a grant to 
start a college campus based early college, which has 
been in operation now for two years.   
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Figure 3.2 College and Student Relationships 
Student-College Relationship 

Stakeholder Build Relationships Through: Maintain Relationships Through: 

Prospective  Youth Outreach Program (College for Kids, 
Quiz Bowl, etc.) 

 High School Visits and Campus Visits 

 Leisure & Enrichment Courses 

 Career and Technical Education Program 

 Financial Aid Nights 

 Cultural arts performances for high schools 

 Dual Enrollment Information Sessions 

 Appointments  

 College Night  

 New Student Orientation 

 Potential student advising 

 Communication via letters, e-mail, or phone 

 Facebook and website 

Transfer  Articulation Agreements 

 Reverse Transfer Agreements  

 Admissions Recruiter Visits 

 Partner Institution Advisor Visits  

 Transfer Student Advising 

 Communication via letters, e-mail, or phone 

 Facebook and website 

Current  Academic Advising 

 Academic Probation Advising Sessions 

 Student Organizations and Activities like 
Back to School Bash, Halloween party and 
Spring Fling 

 Work study and campus employment 

 Student focus groups 

 Mental Health Services 

 Women’s Resource Center Seminars & 
Assistance 

 FAFSA Completion Assistance 

 Small Class Sizes fosters strong 
relationships with faculty 

 Academic Advising 

 Advising follow-up calls and appointments 

 Communication via letters, e-mail, or phone 

 Facebook and website 

 Student Representation on college teams 
(Student Success, President’s Leadership Team 
(PLT), etc.) 

 Faculty Office Hours/Availability 

 Faculty know students as a person 

 

We analyze the needs of our employers and the 
business community through the efforts of our 
occupational advisory committees and our Business 
Opportunity Center, which periodically conducts a 
series of focus group sessions.  As a result, we are 
adding noncredit coursework in Smartphone 
Applications and developing a new program in medical 
assisting, to cite just two examples. 

As a small, rural community, many of our community 
members are very comfortable calling someone they 
know at the college if they have a suggestion or 
feedback.  We offer many opportunities for the 

community to come to campus – from a public wellness 
center to performing arts, lectures and enrichment 
courses.  In the last year, the college responded to a 
need for an additional disc golf course in our region, 
which will not only benefit students but also allow 
Ludington to compete for state and national 
tournaments.  The course opened, to great success, in 
fall, 2012.   
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Core Component 1.D.  
 

The institution’s mission demonstrates commitment to 
the public good. 

1. Actions and decisions reflect an understanding 
that in its educational role the institution serves 
the public, not solely the institution, and thus 
entails a public obligation. 

2. The institution’s educational responsibilities take 
primacy over other purposes, such as generating 
financial returns for investors, contributing to a 
related or parent organization, or supporting 
external interests. 

3. The institution engages with its identified 
external constituencies and communities of 
interest and responds to their needs as its 
mission and capacity allow. 

Our mission is “to make our community a better place 
in which to learn, live, work, and prosper,” which is 
clearly about a commitment to the public good.  As a 
public institution, we are keenly aware of our role the 
area’s only provider of higher education and as good 
stewards of public funds.  We have no investors, no 
parent organization, and no supporting external 
interests.  Our Board policy #1009, Board Governance, 
says, “To be effective, the Board of Trustees must 
represent the public good, know community needs and 
trends, link with the community, debate and discuss 
issues in public and serve the public good.”   

That policy pervades our practice as well.  Decisions are 
made in alignment with serving students and promoting 
learning first.  As seen in figure 3.3, we spend the great 
preponderance of our funding supporting instruction 
and student support.   

 

 

 

 

 

 

Figure 3.3 IPEDS Core Expenses per FTE 

 

3P4. How do you build and maintain relationships with 

your key stakeholders? 

Building and maintaining positive relationships with our 
stakeholders is vital because not only are we a college 
for students, we are a resource for our community.  
Along with having a staff member dedicated to business 
outreach, we continue to build and maintain 
relationships with stakeholders through: 
 
1. Collaborating on Leisure and Enrichment – When 

Mason County Central schools found themselves 
lacking funding to provide leisure and enrichment 
classes to Mason County, we developed a 
collaboration to do it together.   

2. Being leaders and members of the community – Our 
college employees are integral members of 
community organizations such as chambers of 
commerce, committees, task forces, consortia, 
service clubs and other groups.   

3. Holding events and meetings within the community 
selected Board Meetings are annually held in local 
schools and community buildings to allow for more 
community participation.  This year, we held 
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meetings in our two local hospitals.  Financial Aid 
and dual enrollment information sessions are also 
held in local high schools so the students and 
parents do not need to travel to the college to get 
important information from college professionals.   

4. Hosting on-campus events open to the community 
– Many of our campus events are built to provide 
enrichment to our community as a whole, not only 
our students.  We host performing arts events, 
recreation leagues for non-students, College Night, 
College for Kids, High School Quiz Bowl, an Elevator 
Pitch Competition and lectures to name a few.  A 
recent lecture on the Holocaust was standing room 
only in our theater.   

5. Teaming with K-12 to work toward a seamless 
transition to college – College faculty and staff work 
with K-12 teachers and counselors through various 
avenues.  Curricular teams have been formed, such 
as the Literacy Network and the Chemistry 
collaboration to ensure students are properly 
prepared for higher education. Professors and 
teachers pool resources and knowledge to give our 
students the best education possible.  Our music 
program also invites local high school students to 
participate.   

6. Creation of an early college, ASM Tech, with the 
WSESD – West Shore teamed with WSESD to start 
an early college operated on the WSCC campus.  
Students in the STEM fields can get an early start on 
college.   

7. Ongoing advisory committees for our occupational 
programs – In order to adjust to the changing needs 
of business and industry, all occupational programs 
have advisory committees who gather information 
from key members of the population they serve.  
Committees include practicing professionals, 
representatives from other community colleges, 
employers, and West Shore faculty, staff and 
students.  Programs are adjusted based on data 
gathered through advisory committee 
recommendations.   

8. Partnering with local efforts, such as the Mason 
County Disc Golf Club on the Labyrinth Disc Golf 

Course – During the Summer of 2012, West Shore 
Student Senate partnered with the Mason County 
Disc Golf Association to open a disc golf course on 
the West Shore campus. 

9. Reframing our Workforce Development Center to a 
Business Opportunity Center – has served to reach 
out to a broader range of constituencies from large 
manufacturing to solo entrepreneurs.   By holding 
focus groups by industry segment, we finds ways 
that West Shore can help meet their specific needs 

10. Communicate with the stakeholders – West Shore 
keeps open communication with our stakeholders 
via mailings, newspaper articles, radio 
announcements, and web-based information on our 
website and Facebook page.   

3P5. How do you determine if you should target new 
student and stakeholder groups with your educational 
offerings and services? 

Our usual outlets often provide us a window into new 
arenas and strategies.  Our nursing advisory committee 
was asked about new program ideas and they 
mentioned medical assisting.  When we convened a 
general health care focus group, we used them to 
confirm the need for medical assisting and that program 
is in development.   

Sometimes it works the other direction as well.  Our 
open entry/open exit (OE/OE) modules in electronics, 
manufacturing, mechanical systems, and mechatronics 
were designed with the business community in mind 
with small discrete modules.  We found that these 
modules did not work well for traditional students 
requiring financial aid, and so the modules were 
redesigned to meet  financial aid guidelines.   

We also make use of various data sources, such as 
Burning Glass, to review employment needs in our 
region as fodder for additional offerings.   

3P6. – How do you collect complaint information from 
students and other stakeholders?  How do you analyze 
this feedback and select courses of action?  How do 
you communicate these actions to your students and 
stakeholders? 
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Our methods of gleaning complaint information are 
numerous.  We use methods such as surveys (graduate, 
student), CARE team reports, and student complaints to 
Student Senate members or at a Student Senate 
meeting, student complaints to faculty and staff; 
community complaints, verbal or written; public 
comment at Board meetings; and the campus 
technology help desk. Our methods of gleaning 
complaint information are numerous.  We use methods 
such as surveys (graduate, student), CARE team reports, 
and student complaints to Student Senate members or 
at a Student Senate meeting, student complaints to 
faculty and staff; community complaints, verbal or 
written; public comment at Board meetings; and the 
campus technology help desk. We also maintain an 
open-door policy with program directors, vice 
presidents, and college president.  Students voice 
complaints on course evaluations, surveys, through the 
grade appeal process, and by letters and emails. More 
informally, students express complaints to counselors, 
faculty, and staff.   When students share issues with 
advisors, it is documented in the student information 
system, JENZABAR EX.   

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 resolved immediately. Regarding technology 
complaints, our technology help desk addresses 
technology issues and typically responds within 24 
hours. The department is in the process of 
implementing a help desk tracking system to improve 
the trouble ticket submission and resolution.   
 
West Shore also has an active Facebook page where 
students and community members to post questions, 
comments and concerns.  Feedback is forwarded on to 
the appropriate department and we respond quickly.   
 
Complaint information is not formally collected for non-
student stakeholder groups. Typically, complaints from 
these groups are made through offices, departments, or 
directly to college staff and are handled at that level.  
We are currently in the middle of a website redesign 
and the plans include a form to collect feedback from 
the community at large and frequently asked questions,  
which is a needed improvement.

   

Figure 3.4 Student and Stakeholder Satisfaction Information Collected 

Method Frequency Description 

Graduate and 
Employment Surveys 

Annually To determine student satisfaction and/or employment upon graduation 

Non-Returning Student 
Survey 

Annually 
To discover why student have left college and if they have met their educational 
goals 

Learning Support Service 
Surveys 

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

Advisory Committee 
Meetings 

Annually To determine stakeholder satisfaction 

Team Surveys As needed Teams conduct surveys when necessary 

Department or Office 
Surveys 

Annually To assess processes and make improvements 

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 methods 

Other Surveys As needed 
Surveys administered by departments and service areas (i.e., Student Services 
Survey, Arts and Sciences Class Scheduling Survey, bookstore customer survey, 
etc.) 
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3R1. How do you determine the satisfaction of your 
students and other stakeholders: What measures of 
student and other stakeholder satisfaction do you 
collect and analyze regularly? 

We use a variety of local and nationally-normed tools to 
gather information on student and non-student 
stakeholder satisfaction.  As shown in Figure 3.4 above, 
we collect information in a number of ways, as well as 
CCSSE data collected in 2011.  We plan to repeat CCSSE 
in 2014 to begin trending that data. Data garnered from 
these methods are analyzed by the division, office, or 
the specific team that collects the information. 

3R2. What are your performance results for student 
satisfaction? 

Our graduate and employment survey includes 
responses to the following satisfaction question: “Were 
you satisfied with your education and/or training?”  This 
survey is administered to graduates and other students 
that completed various training programs and results 
are available for each program we offer.  Figure 3.5 
provides aggregate data of students responding “yes” 
to the satisfaction question above and our results have 
been quite consistent over the last four years.   

Figure 3.5 Student Satisfaction Survey Results 

 

WSCC 
Graduate 

Satisfaction 

Non-
returning 
student 

satisfaction 

Current 
student 

schedule 
satisfaction 

Academic 
Year 

%"Yes" 
Responses 

%“Yes” 
Responses 

% Satisfied 
(very & 

somewhat) 

2007-08 95% NA NA 

2008-09 95% 97% 79% 

2009-10 100% 99%  79% 

2010-11 99% 94% NA 

As mentioned in our previous AQIP Portfolio review, we 
made changes and improvements to the administration 
of the non-returning student survey.  In particular, due 
to a state mandate and lack of responses, we survey 
only the non-returning occupational students.  We now 

administer this survey by phone to ensure a higher 
response rate.  Figure 3.4 also represents the 
satisfaction rate of our non-returning students in regard 
to the question, “Were you satisfied with your 
education and/or training?” 

Results for learning support services include surveys 
administered by the LTC and the STaRS program.  The 
LTC survey is administered annually and it provides 
results for student satisfaction.  Figure 3.6 shows 
percentages of students indicating that they were either 
very satisfied or satisfied with the services in question 
for 2010 and 2011.  A new Director of Student Success 
Services was hired in January 2012 and therefore we do 
not have the survey results for Fall 2011 or 2012.  The 
survey will be offered every year again, starting in 2013.  
Work is already in progress to improve our scores for 
the next assessment, such as more preparatory 
information offered before placement testing, changed 
hours including weekends, and more centralized testing 
services.   

Figure 3.6  Learning & Testing Center Survey of  
Student Satisfaction 

Survey Item 
Fall 

2009 
Winter 
2011 

1. The services of the LTC have helped 
me meet the requirements of my 
college classes. 

95% 90% 

2. Satisfaction with level of service 
received from LTC staff 

85% 79% 

3. Satisfaction with the course testing 
services provided by the Center. 

80% 79% 

4. Satisfaction with the level of 
courteous service I typically receive 
from the LTC staff. 

85% 90% 

   

Results for the STaRS program include measures that 
are part of the annual STaRS Program Student 
Satisfaction Survey.  Figure 3.7 shows the percentage of 
students that indicated satisfaction with the services 
provided by STaRS two consecutive fall semesters.   



June 1, 2013 WEST SHORE COMMUNITY COLLEGE 

 

Category 3   49 

 
 

Figure 3.8 shows the results from the 2012 Student 
Services Satisfaction Survey, which was recently 
conducted to evaluate several procedural changes, new 
advising curriculum and the effectiveness of several 
new additions to the Student Services staff.  The 
services provided through Student Services include, but 
are not limited to, advising, financial aid, counseling, 
records/registration, admissions and personal/financial 
support.  

Figure 3.7 STaRS Program Student Satisfaction Survey 

Survey Item 2010 2011 2012 

Tutoring Services 97% 100% 94% 

Disability Services 96% 99% 100% 

Math or Writing Labs 88% 92% 96% 

Support Services in 
General 

98% 90% 99% 

Overall Program 
Effectiveness 

100% 98% 100% 

Figure 3.8 2012 Student Services - Student Satisfaction 
Survey 

Question Response 

1. I was satisfied with the 
service I received. 

99% 

2. I would recommend 
others to use these 
services. 

99% 

3. The staff was welcoming 
and friendly 

97% 

4. Staff was interested and 
knowledgeable about my 
questions 

99% 

5. I was satisfied with my 
overall experience 

98% 

 

Additional satisfaction information is collected through 
our course withdrawal form.  Figure 3.9 indicates the 
low percentage of responses regarding dissatisfaction; 
students rarely withdraw from a course due to reasons 
of dissatisfaction. Most responses include 

financial/work or family issues for reasons for 
withdrawal. 

Figure 3.9 Percent of Responses Expressing 
Dissatisfaction on Course Withdrawal Forms 

Reason Fall 2012 
Raw 

Numbers 

Dissatisfied with 
instruction 

8% 26/325 

Dissatisfied with 
course content 

6.50% 21/325 

 

Results for our campus cafeteria, “Beans and Bread” are 
provided in Figure 3.10, which followed major changes 
to the menu to increase the efficiency.  Price and menu 
are constantly being revised.   
 
Figure 3.10 Food Service Satisfaction Results 

Beans and Bread Survey - Fall 2012 

Question 
Rating of 4 or 

higher 

My food was served fresh and 
presentable. 87% 

My order was accurate and 
prepared in a timely manner. 87% 

I had a positive customer service 
experience. 96% 

The price fit the quality and 
selection of your menu choice. 75% 

Lastly, during the winter of 2011 the college 
participated in the CCSSE survey.  This survey allowed 
West Shore to determine the level of engagement our 
students felt in and outside of classroom.  This survey 
also allowed West Shore to compare itself against other 
community colleges that participated in the survey 
during the same period of time.  The results for selected 
aspects of that survey can be seen in Figure 3.11. 

 
 
 
 

 



June 1, 2013 WEST SHORE COMMUNITY COLLEGE 

 

Category 3   50 

 
 

Figure 3.11 CCSSE Results for Student Engagement 

Question Response 
(WSCC) 

Response 
(CCSSE 
Cohort) 

Students who reported 
with either quite a bit or 
very much in regard to 
college encouraging 
them to spend a 
significant amount of 
time studying. 

74% 74% 

Students who reported 
their exams challenged 
them (5 or higher on a 7 
point scale) to do their 
best work at this college. 

67% 67% 

Students who reported 
with either quite a bit or 
very much in regard to 
the college providing the 
support they needed to 
help them succeed. 

80% 72% 

 

3R3.  What are your performance results for building 
relationships with your students? 

The Community College Survey of Student Engagement 
(CCSSE) survey, distributed to 38 random classrooms 
during the Winter of 2011, resulted in a response from 
445 students, highlighting the positive relationship 
students had with both our faculty and staff.  In 
addition to the survey results, a team of faculty and 
staff conducted focus groups with students who took 
the survey to specifically identify areas that students 
believed contributed to the positive relationships 
formed with their faculty and staff.  Figure 3.12 
identifies the results of the survey and includes a few 
specific student comments that support the survey 
results.   

 

 

 

 

Figure 3.12 CCSSE Results on Relationships 

Community College Survey of Student Engagement 
(CCSSE) 

Question Response 
(WSCC) 

Response 
(CCSSE 
Cohort) 

Students who reported 
the quality of their 
relationships with 
instructors as high or 
very high. 

87% 81% 

Students who reported 
the quality of their 
relationships with 
administrative 
personnel and offices 
on campus. 

69% 64% 

 

 “(My success) is because of the teachers and 
their methods of teaching.” 

 “Teachers are all great, loved being challenged 
by them.” 

 “I had an opportunity to work with the 
Marketing Department to take pictures and 
enjoyed the experience and became very 
interested in photography.” 

 Worked as a college work study student, which 
helped with my success.” 

 

3R4 – What are your performance results for 
stakeholder satisfaction?   

One of the college’s most significant stakeholder groups 
are our local K-12 systems.  In particular, our high 
schools and their dual enrollment needs.  In the fall of 
2012, West Shore’s Admissions Office conducted a 
survey with all of our local high school counselors to 
assess if we are meeting the needs of their Dual 
Enrollment student population.  This particular survey 
was focused on ensuring we were offering the right 
type of courses for their students and at the right times.  
Many of the questions were open-ended and asked for 
specific comments.  The following survey comments 



June 1, 2013 WEST SHORE COMMUNITY COLLEGE 

 

Category 3   51 

 
 

provide support for the satisfaction of West Shore and 
its dual enrollment program.  See Figure 3.13. 

Figure 3.13 Comments from K-12 Counselors 

 “WSCC has always been THE BEST! Helpful. Flexible. 
Wonderful!” 

 “This (Dual Enrollment) has been great.” 

 “I have scheduled my students for winter semester 
and always appreciated our collaborative effort 
regarding scheduling.  The college is always great to 
work with.” 

 “We have always liked working with WSCC because 
you have been so helpful.” 

 “WSCC makes it very easy for our dual enrolled 
students.” 

 

While we meet regularly with other stakeholders, we 
have not developed assessments to measure non-
student stakeholder satisfaction.  This has been 
identified as a need for future development.   

3R5 – What are your performance results for building 
relationships with your key stakeholders? 

University Partners: We do not have data driven results 
for this response.  Our biggest result this year was the 
readiness with which our highest transfer rate 
university partners (FSU, LSSU, Davenport, CMU and 
GVSU) developed and agreed to a universal reverse 
transfer agreement for West Shore students.   

Business Opportunity Center:  We have already 
identified the need for results as they relate to building 
relationships with the business community and the 
community in general.  We have little in the way of data 
driven results in this area, except for the extent to 
which our services have grown.  As seen in Figure 3.14 
below, the number of business client companies we 
have served has grown by 69% and the number of 
training participants has grown by 87%, all in the scope 
of the last eighteen months.   

 

 

 

Figure 3.14 BOC Training Results 

 Open Entry/Open 
Exit 

manufacturing 
training 

Customized 
Training held 
at company 

business 

Business 
training 

offered at 
WSCC as non- 

credit 

 S C S C S C 

2010-
2011 

79 3 195 80 NA NA 

2011-
2012 

98 3 231 41 59 45 

2012-
2013 

95 8 90 11 328 121 

 

We have not collected performance results for the 
community at large or our K-12 partners in recent years.  
This is a planned improvement we expect in the next 
year.   

 

3R6 What are your performance results for comparing 
your Results with Outside Organizations? 

Our major comparison of results in this area comes 
from our CCSSE data, as seen above in charts 3.11 and 
3.12.  We compare comparably or favorably with the 
national CCSSE cohort, which is positive news.  
However, we prefer to strive for continuous 
improvement rather than accept a favorable 
comparison as satisfactory.  Other than CCSSE, we 
acknowledge an underutilization of formal processes for 
comparing data outside of our organization.   

While there is room for improvement in our formal 
approach, West Shore engages in a significant amount 
of informal comparisons between outside 
organizations.  The majority of this interaction occurs 
because of a campus culture that encourages and 
supports community, as well as, local and national 
membership to various groups and organizations.  The 
interpersonal connections created through these 
informal relationships lends the college to invaluable 
conversations and comparisons that result in either 
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identification of new partnerships or gauging success or 
the need for improvement in various college efforts. 

3I1. – What recent improvements have you made in 
this category?  How systematic and comprehensive are 
your processes and performance results for 
Understanding Students’ and Other Stakeholders’ 
Needs? 

Our recent improvements in this category reflect an 
assessment that our processes for understanding 
student and other stakeholder needs were not as 
intentional as we desired.  As a result, we made several 
structural changes, all of which contained additional 
focus on connecting with stakeholders and identifying 
process improvements, as depicted in the chart below 
in Figure 3.15.   
 
Figure 3.15 Major Changes affecting stakeholders and 
relationships 

Title Description of change 

Institutional 
Research/ 

Registrar (New) 

Creation of a position with 
assigned focus (part time) on 
institutional research was a big 
step forward 

VP, Academic & 
Student Services 
(New) 

Centralized administration of 
academics and student services 
under one administrator 

Director, Student 
Success (Revised) 

Centralized tutoring, disability 
services, testing center and Early 
College under one administrator 

Director, Business 
Opportunity 
Center (Revised) 

Revised position with increased 
external focus on relationship 
building for business community 

Director, 
Enrollment and 
Campus 
Engagement 
(Revised) 

Former admissions position 
expanded for broader connections 
with students and with K-12 
partners 

Dean, Instruction 
(New) 

Centralized administration of 
academics under one 
administrator 

 

These changes have spurred additional efforts in this 
area, coupled with data and other informal input, we 
have increased the amount of data available to teams 
working on assessment and change efforts include new 
services, a veterans club, and new centralization of 
services for veterans as a result of recognizing an 
increased number of veterans attending our college. 

Our CARE Team was created in response to the informal 
identification of students that could have used 
additional services to assist them in their academic 
success.  The CARE Team is an ongoing campus team 
that receives various reports from faculty and staff 
regarding students of concern, which connects them to 
services such as academic support and mental health 
counseling.  Implemented in the fall of 2012, this 
program has already served over 45 students.     

In response to the surveys that indicated satisfaction 
with the learning and testing center was significantly 
lower than other services, the new Director of Student 
Success undertook an assessment of that program.  In 
response, hours of service have been adjusted, 
customer service has been a higher priority and 
additional preparatory resources for students have 
been developed.  The survey will be completed again in 
Spring 2013 to see if the improvements have yielded 
high satisfaction.   

In three of the communities within our district, Local 
College Access Networks (LCANs) have formed and we 
serve on the leadership committees of all three.  The 
LCANs gather information through asset scans and data 
analyses to help us determine what needs are unmet 
regarding college access in our community.  Our 
commitment on these teams is in regard to college 
access in general, not just West Shore Community 
College, because we understand that college access is 
important for the good of the community as a whole.   
 

3I2. – How do your culture and infrastructure help you 
to select specific processes to improve and to set 
targets for improved performance results in 
Understanding Students’ and Other Stakeholders’ 
Needs? 

We focus on helping students succeed, as well as 
serving our entire community.  It is the core of our 



June 1, 2013 WEST SHORE COMMUNITY COLLEGE 

 

Category 3   53 

 
 

mission, and forms the basis for our culture and we 
work to intentionally live that mission every day.  The 
student focused culture is responsible for the 
underlying infrastructure that supports “putting 
students first” and being open-minded and proactive in 
identifying areas of improvement and collaborating 
with community entities to ensure we remain focused 
on our student and community needs.   

We have a natural advantage here, as a small rural 
community college, in that we are considered an 
important player in the community in a variety of 
perspectives.  That means that West Shore is invited to 
participate in new community ventures, and that a 
West Shore staff member is likely to sit on any of the 
community boards and committees of note.  We have 
clearly identified that our key stakeholders are 
students, employers, K-12, University partners and the 

community at large.  That clear identification means 
that we attend to working with each of these 
stakeholder groups in an intentional way, even if our 
institutional data collection and assessment systems are 
not as well developed as we wish they would be.  As 
mentioned in 3I1 above, the college has recently 
implemented an Institutional Researcher position that is 
available to all faculty and staff who are working to 
formalize data in their respective areas.  This data 
collection will allow for benchmarking and more 
focused evaluation of progress in areas that are 
identified as needing attention.  Our data collection and 
monitoring focus is on continuous improvement in both 
the quality and the quantity of data and information we 
have available to support data-driven decision making, 
which is one of our college’s strategic goals.
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VALUING PEOPLE, CATEGORY FOUR 
 

 

Category 4, Valuing People, is probably our highest level of achievement.  We are well aligned in our processes for 
hiring, professional development, recognition and wellness.  We used AQIP action teams to develop and refine 
processes for hiring and professional development that have now been in place for two years.  We are a small 
institution; we all know everyone and we work directly with each other without the layers of larger institutions, but we 
also have fewer staff to accomplish just as much work, so we are all generalists rather than specialists and are at risk for 
burnout.  As a result, we have robust benefits with generous leave time, we pay well in comparison to our area, and we 
have frequent opportunities for both formal and informal recognition.  We have a “Fun” committee to plan events for 
team building.  In the last two years, we have changed our health benefits and have added a new wellness program that 
is already yielding positive results, both for individuals and for our college.   

We also made significant changes in our organizational structure since our last portfolio, both to address succession 
planning, and to better align the institution for success.  That change has not been without challenge, as it was received 
with mixed approval by faculty, and took almost three years to fully implement.  As of January 2013, we are fully staffed 
utilizing the new model.  We believe it will have a positive result with faculty support, and that our PACE survey scores 
from faculty will increase overall in 2014.   

Areas that need more work have been clearly identified in our PACE survey.  They include support systems for adjuncts, 
which is currently being addressed through an AQIP action project.  Another is our employee evaluation process, which 
received low scores from all staff categories in our recent PACE survey.  We are aware of this need, and are in the 
development of a new process.  We are looking into participating in the Great Colleges Survey next year to provide 
additional detailed information about valuing people. 

 

4P1. How do you identify the specific credentials, 
skills, and values required for faculty, staff, and 
administrators? 

Our process for staffing positions at WSCC begins with 
an initial job description is created for all new positions 
by the hiring manager, and approved by the appropriate 
administrator and human resources.  We utilize a job 
evaluation process for Administrative and Educational 
Support Staff (ESP) positions that consists of a point 
range system to determine appropriate job 
classifications of job descriptions.  Once classified, our 
Human Resources office collaborates with hiring 
managers and teams to determine the credentials, 
skills, and values required to perform the job duties in 
alignment with applicable board policies and union 
agreements.  These qualifications then become part of 
the vacancy posting.  Credentials required for faculty 

positions follow standard guidelines in terms of degree 
requirements in specified disciplines.  Our core values, 
mission, and vision are the value set that provides 
guidance in identifying the values required for all 
employees.  Employees must value students and want 
them to succeed, value community service, desire to 
play a role in the pursuit of greatness, and show that 
personal values align with our core values. 

4P2. How do your hiring processes make certain that 
the people you employ possess the credentials, skills, 
and values you require? 

We follow a standard hiring process for all positions on 
campus to ensure quality and consistency of searches 
(see Figure 4.3).  Human Resources coordinates and 
staffs all searches and provides guidelines to search 
committees including information related to 
legal/illegal questions and personnel procedures.  

INTRODUCTION 

PROCESSES (P) 
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Sample interview questions and standard formats are 
also provided.   

During the application review process, candidates 
demonstrate specific credentials and skills per the 
vacancy announcement discussed above in 4P1.   
Candidates are assessed during the interview process 
through appropriate testing such as 
software/equipment exercises, cognitive skills tests, or 
presentations.  For example, candidates for faculty 
positions must make a discipline-specific teaching 
presentation. Search teams can also use various 
aptitude tests such as computer activities, 10-key 
calculations, and number recognition.  Once the search 
team identifies candidates’ skills, the team then 
determines if those skills match the required and 
desired qualifications that were originally identified.  
For instance, if the position requires use of Excel 
software, a candidate is tested in Excel to make certain 
they possess this skill.   

We also look for a match between a candidate’s values 
and our college vision, mission, and core values.  Since 
prospective employees’ values can be challenging to 
ascertain, the college utilizes behavioral based 
interview questions in order to assess the candidate’s 
attitude and knowledge about putting students first, 
quality customer service and the college’s vision and 
mission.   The college is also piloting the use of a 
personality assessment as part of the search process.  
We are currently evaluating if the information obtained 
through these assessments provides accurate and 
beneficial information to the team that they would 
otherwise not have been able to obtain.  Another factor 
in making certain employees have the credentials, skills, 
and values we are looking for, is by conducting 
thorough employee reference checks to confirm that 
candidates have certain skill sets and behaviors and 
have performed well in the past.  Employees must also 
provide official college transcripts to support the 
credentials they hold. 

As a college action project, a review of the College’s 
hiring practices was completed in 2012, and 
comparisons were made to other community colleges 
within Michigan and nationally.  We wanted to identify 
best hiring practices of other colleges and compare 
them to our practices to gage where improvements 

might be needed.  We found many things that the 
college is doing right and some areas to expand upon.  
As a result, we fine-tuned our practices with the intent 
to make certain that the people we hire possess the 
credentials, skills, and values we require.  We will 
continue to evaluate our hiring process to assess if 
further changes are warranted. 

Core Component 3.C.  

The institution has the faculty and staff needed for 
effective, high-quality programs and student services. 

1. The institution has sufficient numbers and 
continuity of faculty members to carry out 
both the classroom and the non-classroom 
roles of faculty, including e.g., oversight of the 
curriculum and expectations for student 
performance; establishment of academic 
credentials for instructional staff; involvement 
in assessment of student learning. 

2. All instructors are appropriately credentialed, 
including those in dual credit, contractual, and 
consortial programs. 

6. Staff members providing student support 
services, such as tutoring, financial aid 
advising, academic advising, and co-curricular 
activities, are appropriately qualified, trained, 
and supported in their professional 
development. 

In the transfer disciplines, full-time faculty are expected 
to have a Master’s degree and expertise in a discipline 
appropriate to their teaching position. In occupational 
programs, full-time faculty are expected to have a 
minimum of a bachelor’s degree plus work experience 
in discipline.  As seen in Figure 4.1, all full-time faculty 
at West Shore have a minimum of a Master’s degree.   

Figure 4.1  Full-time Faculty Educational Attainment 

Full-Time Faculty Educational Attainment 

Doctorate Degree 9 

Master’s Degree 18 

 

Adjunct faculty are expected to adhere to the same 
standards, but occasionally, due to difficulty in finding 
qualified applicants, persons with lesser qualifications 
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are hired and an exception rationale is placed in the 
employee’s personnel file.  We enjoy highly qualified 
faculty with long careers at West Shore.  As seen in 
Figure 4.2, the average length of career for our full-time 
faculty is 12 years.  Further, the career of our adjuncts 
ranges from new hires to 42 years, with the average 
being 8 years.   

Figure 4.2:  Full-time Faculty Years of Service 

 
Faculty are central to learning-related actions at West 
Shore, and both the curriculum and academic policy 
team and the assessment of student learning team are 
faculty-driven teams.  Every search team for a position 
in academic and student services, and many searches in 
other parts of the college, includes a faculty member. 

Staff members in student support services are also 
hired with academic credentials appropriate to 
discipline, so managers have a master’s degree and staff 
have appropriate credentials and experience to qualify 
for their position.  All are qualified, trained and 
supported in their professional development with both 
time and funds. 

4P3. How do you recruit, hire, and retain employees? 

As depicted in Figure 4.3, the college begins the 
recruitment of employees by creating a job description 
that details the responsibilities of the position.  The 
entire search team reviews the job description and 
helps create a job vacancy announcement that will 

assist in attracting competent and qualified applicants.  
We highlight our purpose and culture of the institution 
in the advertisement, which also increases the sense of 
fit for employees.  The type of open position 
determines how we recruit candidates as we seek to 
attract a large and diverse candidate pool.  All positions 
are posted on the college’s web site and we then target 
our search outreach to the specific position.  For 
example, faculty positions may be advertised nationally 
in the Chronicle of Higher Education while other 
administrative positions may be advertised only state 
wide. 

Figure 4.3 WSCC Hiring Process 

1. Create draft of position profile – HR/Hiring 
manager 

2. Create search team that includes hiring 
manager and HR – HR/Hiring Manager 

3. Search team reviews profile/creates vacancy 
announcement – approved by HR/Hiring 
manager 

4. Post vacancy announcement on WSCC website 
and other publications as necessary - HR 

5. Provide all materials to search team – HR 

6. Meet with search team – HR conducts 
training/review 

7. Screen applicants – HR for minimum, search 
team for interviews 

8. Identify final candidates – search team 

9. Schedule interviews and testing of candidates if 
applicable – HR 

10. Interviews – Search team 

11. Reference checks 

12. Recommend finalist to VP/President/Board of 
Trustees for hire 

13. Make offer – hiring manager 

14. Send letter of appointment/acceptance – HR 

15. Prepare hire documents – Hiring manager 

16. Employee’s first day/orientation – HR/Hiring 
manager 

17. Orientation continues –Hiring manager/College 
engagement team 

 

 

0 - 5 
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6 - 10 
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Employees are hired based on required skills, 
qualifications, and references, as well as the talents the 
individual bring to the position and organization.  
During the hiring process, candidates come to campus 
for an interview that consists of an interview with 
search team, tour of campus, specified skills tests (See 
4P2), individual meetings with the President, direct 
supervisor, and corresponding departments, team 
dinner/lunch with candidate, and local area tour.  The 
interview process is structured to let the candidate see 
that we live and breathe our mission, vision, and core 
values.  If necessary, candidates can be brought back to 
campus for a second interview, and the college has also 
done site visits for VP positions.   Many employees seek 
positions here because our beautiful, rural environment 
offers small-town living and many recreational 
opportunities, our focus on putting students first, and 
our collegial environment. This is also a factor in 
employee retention.  

Once a candidate is hired, orientation begins in HR 
where payroll and benefit paperwork is completed.   
New employees have access to the college’s policies 
and procedures and other documents via the college’s 
shared network drive.  Orientation then continues past 
the first day when the Campus Engagement Team 
arranges personal tours of departments and 
introductions to other employees. 

Employee retention efforts are continuous but start at 
new employee orientation where employees are 
introduced to the culture of the college.  Retention is 
enhanced by providing opportunities for professional 
growth including available funding for conferences and 
travel, offering competitive salaries, annual pay 
increases, pay grade increases based on longevity, pay 
increases based on educational attainment for faculty, 
and competitive benefits such as generous time off, 
availability of employee wellness program, free access 
to Recreation Center, WSCC tuition benefits, and 
professional development opportunities. 

There is a strong sense of community at WSCC that 
contributes to employee retention.  Employees 
participate in birthday celebrations, holiday parties, 
potlucks, retirement parties and off-campus gatherings.  

We also extend various benefits to retirees such as free 
access to the Recreation Center and tuition benefits. 
 

4P4. How do you orient all employees to your 
institution’s history, mission, and values? 

Orientation to our history, mission, and values begins in 
the interview process as mentioned in 4P3.  HR then 
conducts new employee orientations and provides 
information to employees on how to access the 
college’s policies, procedures, and group contracts 
according to the position they hold.  A College 
Engagement Team member from each building gives a 
personalized in-depth tour for each new employee.  
This enables new employees to make connections with 
existing employees from different buildings across 
campus who are able to share the history, mission, and 
values first hand.  The President of the College also 
meets individually with all new employees in order to 
introduce himself to the candidate and share the 
institution’s history, mission, vision, and values.  In 
2011, the Vice President of Academic and Student 
Services initiated a group orientation with new full-time 
faculty.  These employees met with the VP periodically 
throughout the year to cover new information and stay 
abreast of how things were going.  For part-time faculty, 
we hold an informational session during each semester 
to begin orienting them to the college’s procedures, 
history, mission, and values.  Since adjuncts are not on 
campus as much as regular staff, access to policies and 
procedures (on the shared U: drive) are limited so they 
are provided with a handbook covering all policies and 
procedures that relate to adjuncts.  In addition, all staff 
are given a copy of the Planning Manual for the current 
year during Fall Kickoff.  The manual contains mission, 
vision, values and plans as well as teams for the year.   
This information is also found on the U: drive.   

4P5. How do you plan for changes in personnel? 

Vice presidents, deans, and administrators work in 
conjunction with the president and the human 
resources director to plan for changes in personnel 
within their respective divisions.  For example, 
whenever there is a vacancy, the position is 
automatically reviewed to evaluate how, or if, it should 
be filled.  No position is considered to be sacred.  Many 
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times this opens an opportunity for departments to 
restructure responsibilities to better meet the ever 
changing needs of the college.   For faculty positions, 
division chairs work with the dean and vice president to 
create a preferred priority list for filling full-time faculty 
positions.  A faculty hire is not routinely a replacement 
for the retiring faculty member.  The President then 
takes this into consideration when planning positions 
with his leadership team.  

At the department level, cross-training and knowledge 
overlap is encouraged to minimize knowledge loss 
relating to individual separations and periods of job 
vacancy.  Departmental operations manuals are also 
utilized in some areas.  The college supports movement 
from within and encourages employees to use 
professional development opportunities to expand their 
knowledge and skills.  When employees engage in 
continuous improvement and knowledge expansion, 
the college is able to identify those employees who may 
be a good fit in a higher-level position.  The college can 
then help mentor and build employees so they have the 
opportunity to apply for advancement. 

An administrative realignment plan was completed in 
2009 and both vice presidents were in place by 2011.  
This structure places key leaders under the president 
who are prepared to assume the President’s role until 
the Board of Trustees hires on a permanent basis as 
part of the Board policy on Presidential succession. 

 

4P6. How do you design your work processes and 
activities so they contribute both to organizational 
productivity and employee satisfaction? 

Organizational units tend to design their own work 
processes to support continuous quality improvement, 
yet are still conscious of how they affect other 
departments across campus. Areas work collaboratively 
to support one another which increases productivity. 
Work processes and activities are also designed with 
the knowledge that we are a small college which 
necessitates flexibility and the wearing of more than 
one hat.  A lack of redundancy within organizational 
units requires cross-training so that employees can fill in 
for one another during periods of staff absences. For 

example, our business office has two bookkeepers and 
a cashier.  When the cashier is away from the office, a 
bookkeeper will provide backup for the cashier. Also, 
facilities maintenance staff have schedule flexibility and 
a high level of cooperation and teamwork that enables 
effective coverage for fellow employees that are 
absent.  This frequent use of cross-training has an 
additional benefit of broadening each employee’s 
understanding of the College from a larger perspective.  
Our work processes are designed to ensure the 
necessary flexibility and that skilled employees are 
available when needed.  The college utilizes technology 
to support the design of work processes and activities. 
Student Services and Human Resources departments 
both have moved to document imaging student and 
employee files, which makes them readily accessible 
from individual offices.  IPads are being utilized and 
allow for staff mobility, and the college’s shared 
network drive (U: drive) and the implementation of 
my.westshore.edu enable better efficiencies in work 
processes and sharing of documents.  

Employees also understand the need to look for 
opportunities to contribute to the organization in times 
of need or special circumstances. For example, 
employees are given the opportunity each year to 
express interest in serving on a college team. Teams are 
structured to have term limits and rotating members.  
This increases the depth of institutional knowledge 
across employee groups and allows employees a chance 
to take lead roles that they would otherwise not have 
the opportunity to take.  Participating on a team 
enables employees to use their skills and talents on 
broader things than just in their departmental work 
processes. 

4P7. How do you ensure the ethical practices of all of 
your employees? 
 

Core Component 2.A.  

The institution operates with integrity in its 
financial, academic, personnel, and auxiliary 
functions; it establishes and follows fair and 

ethical policies and processes for its governing 
board, administration, faculty, and staff. 

Core Component 2.E.  
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The institution ensures that faculty, students, and staff 
acquire, discover, and apply knowledge responsibly. 

1. The institution provides effective oversight 
and support services to ensure the integrity of 
research and scholarly practice conducted by 
its faculty, staff, and students. 

2. Students are offered guidance in the ethical 
use of information resources. 

3. The institution has and enforces policies on 
academic honesty and integrity. 

The Board of Trustees policy includes a conflict of 
interest policy for the board as well as a conflict of 
interest policy for employees; both policies cover 
ethical practices.  Further, Board policy mandates fair 
and ethical treatment and processes in both personnel 
and business sections of Board policy, and authorizes 
such statements in academic and student policies found 
in the College catalog.  Further, the Board recently 
passed a new policy on Board governance that details a 
set of professional expectations for the Board and its 
members.  We anticipate using that template to further 
delineate expectations for administrators, faculty and 
staff at this summer’s administrative retreat.   

The Board of Trustees also has established a two week 
period of time that Executive Administrators are to be 
away from the office each year, to provide a window of 
opportunity for any questionable practices to arise that 
may need to be investigated.  

Board policies are widely available through the college 
website to all employees and they are informed of the 
policies during new employee orientation.  Enforcement 
of ethical practices and the processes by which ethical 
conduct is governed is the responsibility of the entire 
college community.  We create a culture of good ethical 
practices and set examples for each other. We live 
these standards and aren’t afraid to call others out who 
are not. The Human Resources department investigates 
any allegations relating to a negative work 
environment, allegations of discrimination attributed to 
unequal treatment under the ADA or on grounds of 
race, ethnic origin, creed, or sexual orientation.   

Through segregation of duties and procedures in both 
human resources and the business office, reviews are in 

place to ensure integrity in all transactions.  Annually 
the business practices of the college are reviewed 
through three separate audits which are presented to 
the board, the State of Michigan, and federal agencies 
and made available to the public.     

Students are trained on research and academic honesty 
through both library staff and instructors.  A student 
code of conduct which addresses academic misconduct 
is made available to all students on the campus website 
and in the college catalog.  Academic misconduct is 
reviewed at orientation sessions and in the classroom.  
The campus has a subscription to a plagiarism checking 
software which is available to all instructional staff.  
Faculty led sessions on the use of the plagiarism 
software has been conducted.  Academic misconduct is 
reported to, investigated, and considered by the Dean 
with a standard appeals process available to the 
student.  While we do not have large numbers of cases 
of academic dishonesty, there are a number of cases 
annually which typically do not rise above the level of 
faculty or Dean.   

4P8. How do you determine training needs? How do 
you align employee training with short- and long-range 
organizational plans, and how does it strengthen your 
instructional and non-instructional programs and 
services? 

Our continuous improvement stance is a critical factor 
in determining the training needs of our employees. 
Training needs are aligned with short- and long-term 
organizational goals through the Strategic Plan goals 
and the department goal setting process. 

The college uses multiple sources of data to determine 
training needs which include, but are not limited to, the 
following: 1) support for new college and department 
initiatives; 2) training workshop feedback and opinion 
surveys; 3) needs assessments; 4) support for newly-
implemented technologies; and 5) ongoing support and 
skill improvement for existing technologies. This 
information is used to improve current training 
offerings as well as plan future workshops that will 
better meet the training needs of all employees.  
Training related to departmental and campus initiatives 
encourage employee buy-in and reduces adjustment 
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time, making new initiatives more successful. This helps 
increase the college’s responsiveness to the change.  

The Professional Development Team began approving 
professional development funds beginning in 2010.  
This change made the professional development funds 
available more widely on campus.  Employees apply for 
professional development funds and each application is 
reviewed by the team.  Fund requests can be for 
individuals, groups, or even all employee-group training 
and have been used to support college priorities.  
Recent examples include:  

1. A team sent to the HLC Assessment Institute; 
2. A team sent to the Michigan Student Success  

Conference; 
3. Training at West Shore on behavioral 

intervention teams, and Info-maker training 
for new staff (Info-maker is our SIS report 
writing software). 

Training for faculty is conducted through professional 
development, faculty workshops or retreats, and faculty 
led training programs.  Teaching and learning related 
development is targeted at both Fall Kickoff and during 
Faculty In-service in the winter semester.  Adjunct 
faculty are encouraged to participate in training 
programs and also to take a pedagogy course, Teaching 
and Learning in Higher Education.  All faculty trainings 
strengthen instructional programs by enhancing the 
instructor’s development.  One recent innovation was 
to train full time faculty and adjuncts by division in 
preparation for a major upgrade to Moodle, which 
strengthened both teaching technology and 
instructional design for both online and web-enhanced 
courses.  Training was offered at convenient times for 
each small group – day, evening or weekend, and was 
well received by both trainer and trainees.   

Training needs for individual staff are determined by 
the employee and his/her supervisor on an annual 
basis.  Departments engage in high levels of cross-
training.  Cross-training strengthens the non-
instructional programs by ensuring there are adequate 
numbers of staff to respond to stakeholders’ needs or 
expectations.  With the establishment of the Business 
Opportunity Center on campus that offers training to 

local businesses, open seats available in training 
sessions are made available to interested staff with no 
charge to the department.  We have recently added a 
professional development day devoted to Educational 
Support Staff during winter in-service, and are planning 
for an administrative retreat this summer.       
 

4P9. How do you train and develop all faculty, staff, 
and administrators to contribute fully and effectively 
throughout their careers with your institution? How do  
you reinforce this training? 
 
In 2009, we implemented an AQIP Action Project to 
improve the professional development process for all 
employees.   The project team reviewed statistics of use 
and conducted focus groups with employees to identify 
needed areas of improvement.  Funds were restricted 
to individual departments and were not fully utilized.  
Now funds are kept in one Professional Development 
account and all employees are able to request funds to 
attend professional development opportunities.  This 
provides a more equal distribution of funds through-out 
campus and supports continuous learning of employees 
by providing a funding source for participation in work-
related or college-sponsored development and training.   

Each semester, a team comprised of administrators, 
faculty, and support staff plan and schedule 
professional development sessions for all employees.  
These sessions are determined based on suggestions 
the team seeks from support staff, administrators, 
faculty, and key leaders of the college.  This enables the 
team to offer sessions that empowers employees to 
contribute fully and effectively in their jobs.  Sessions 
work towards ensuring that employees: 

 remain current in their fields and area of 
employment; 

 are able to use College-provided technology 
resources effectively to aid in performing their 
jobs; 

 have opportunities to enhance their existing 
skill set and knowledge base; and 

 have necessary awareness and understanding 
of compliance-oriented issues. 
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Faculty members in continuing appointment positions 
have the opportunity to apply for sabbaticals according 
to the eligibility guidelines in the faculty contract, and 
we have a history of high quality results from 
sabbaticals.  We will also pay membership/dues in 
professional associations within the appropriate 
discipline.  Each faculty member annually develops and 
pursues, with the approval of the appropriate 
supervisor, a Professional Development Plan.  The plan 
is aimed at maintaining competency, and/or increasing 
the faculty member’s proficiency in his/her discipline(s) 
and/or broadening the areas of professional 
competency.    

Administrators, Educational Support Personnel, and all 
Faculty (full-time and part-time) are eligible for a 
Tuition and Fee Grant to attend any WSCC credit 
classes.  A  Teaching and Learning in Higher Education 
class has been regularly offered to part-time faculty so 
they can enhance their teaching methods and 
pedagogy.  Currently, an action project team is working 
on adjunct faculty professional development to increase 
opportunities for adjunct faculty development. 

Professional development is reinforced by continuously 
encouraging employees to attend internal offerings and 
request funds for external professional development.  
Employees who attend professional development 
opportunities are listed in the Shoreline Newsletter to 
bring recognition to their accomplishment. 

4P10. How do you design and use your personnel 
evaluation system? How do you align this system with 
your objectives for both instructional and non-
instructional programs and services? 
 

Core Component 3.C.  
The institution has the faculty and staff 

needed for effective, high-quality programs 
and student services. 

3. Instructors are evaluated regularly in 
accordance with established institutional 
policies and procedures. 

4. The institution has processes and resources for 
assuring that instructors are current in their 
disciplines and adept in their teaching roles; it 
supports their professional development. 

5. Instructors are accessible for student inquiry. 

As a past action project, the annual ESP and 
Administrator performance review system was 
designed by employee focus groups to be a review of 
the current year and plan for the upcoming year.  
Employees and supervisors meet to discuss and review 
progress of meeting current year goals, develop 
upcoming year individual/departmental goals, highlight 
positive contributions made during the year, and review 
and update position profiles for accuracy.  This is when 
professional development needs can be identified and 
planned for the upcoming year.  This is a give and take 
process because employees express what they want to 
work on and supervisors share what direction they 
would like to see the employee go in and then they 
come up with a final plan. 

Identifying specific goals and reviewing progress toward 
meeting goals is a primary component of our evaluation 
processes.  To the extent possible and appropriate, 
institutional goals and objectives for both instructional 
and non-instruction programs and services should 
influence the specific goals of individual evaluations.  
During fall kick-off 2012, all employees were provided a 
copy of the 2012-2013 Planning Manual and sessions 
were held to discuss the manual.  This enables 
employees to become very familiar with the college’s 
strategic plan, progress, and annual priorities so 
departmental and personal goals  can be developed to 
support the college’s programs and services.   

The annual evaluation process for full-time Faculty 
begins with the creation of their annual Professional 
Development Plan (PDP) detailing goals and objectives 
for the upcoming year.  The PDP is aimed at maintaining 
competency, and/or increasing the faculty member’s 
proficiency in his/her discipline(s) and/or broadening 
the areas of professional competency.  Classroom 
observations are conducted by the supervisor during 
the year, and student course feedback is collected.  
Toward the end of the year, an interview and written 
appraisal is the assessment of the faculty member’s 
performance with respect to the Faculty Position 
Profile, PDP, classroom evaluation, and student 
evaluation.  Each of these pieces provides the 
administration with an avenue in which to assess the 
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performance of faculty.  For example, the faculty 
position profile states that faculty maintain a minimum 
of five posted office hours each week and be available 
for student appointments at other times as necessary.  
Administrators can then review if this has been 
accomplished throughout the year and evaluate as 
necessary. 

Division chairs conduct classroom evaluations for P/T 
Faculty once a year.  Students complete a written 
classroom evaluation at the close of each semester 
which is also used in the faculty evaluation process.    

4P11. How do you design your employee recognition, 
reward, compensation, and benefit systems to align 
with your objectives for both instructional and non-
instructional programs and services? 
 

Employee recognition awards are designed with the 
understanding that all employees contribute to the 
success of West Shore and that everyone deserves 
recognition for their dedication in fulfilling their 
responsibilities and carrying out the College’s Mission, 
Vision, and Core Values.  Awards are given for both 
instructional and non-instructional services.  Students 
are encouraged to nominate faculty for the Faculty 
Excellence Award which is an award given during the 
Annual Employee Recognition Breakfast.  Caught You 
Awards were designed to provide an avenue of 
recognizing employees that go above and beyond in 
their daily work, customer service, and good attitudes.  
Givers and receivers of the awards are announced in 
our monthly Shorelines newsletter.   

College awards include: 

 Employee of the Semester 

 Faculty Excellence Award (P/T & F/T) 

 Years of Service Awards (1, 5, 10, 15, 20, 25, 
30,35) 

 Community Service Award 

 Caught You Award 

Compensation and benefit systems are designed to 
attract and retain a well-qualified workforce by 
providing equitable compensation that is competitive 
within the educational sector and a comprehensive 
benefits program that compares favorably with other 

employers.  The college evaluates and monitors these 
programs through analysis of local, state, and national 
survey data with the intent to maintain internal equity 
and competitiveness within the educational sector.  
Although the college’s system is not a pay-for-
performance system, we do have certain increases tied 
to satisfactory performance and furthering education.  
For example, advancement through the salary and wage 
structure for administrators and ESP may only occur if 
there is satisfactory job performance as documented in 
the employee’s appraisal.  Full-time and part-time 
faculty pay scales are structured to increase salary as 
educational landmarks are obtained. 

4P12. How do you determine key issues related to the 
motivation of your faculty, staff, and administrators? 
How do you analyze these issues and select courses of 
action? 

In 2005, we adopted the National Initiative for 
Leadership and Institutional Effectiveness (NILIE) 
Personal Assessment of the College Environment (PACE) 
survey from North Carolina State University. We have 
administered this survey periodically since 2005 with 
our most recent in 2012.  

The PACE survey provides an overall indicator of the 
health of the campus climate and rates it relative to 
four organizational systems. These systems, from the 
least desirable to the most desirable, are: Coercive, 
Competitive, Consultative, and Collaborative. It also 
includes supervisory relationships, institutional 
structure, teamwork, and student focus domains in 
which climate is assessed. The customized domain 
includes ten survey items of our own design. PACE 
identifies areas of excellence, areas needing 
improvement, and results are provided for each 
employee group. Written comments are analyzed and 
grouped by theme and scored from the least to the 
most favorable. 

 During interim years between administrations of PACE, 
the Institutional Effectiveness Team focuses on further 
analysis and improvements in areas identified through 
PACE as being in greatest need of improvement.  

To gain further insight into issues identified in the PACE 
survey, the survey findings are disseminated to all 
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college employees; and focus groups are conducted for 
each employee group to clarify issues and help develop 
improvement strategies. Results of the focus groups are 
shared with the IE Team in annual planning and team 
development. 

4P13. How do you provide for and evaluate employee 
satisfaction, health and safety, and well-being? 

The PACE survey provides an excellent evaluation tool 
regarding employee satisfaction.  Employees are 
provided opportunities to explore and pursue new 
initiatives and other work place improvements.  
Employees are also encouraged to suggest 
improvements to procedures and other work place 
changes to their supervisor, through the annual 
performance review, and through the team structure.   

The safety of the campus is evaluated by review of 
incident reports by supervisors of the area of the 
incident, the Vice President of Administrative Services, 
and the Safety Team.  Additionally, any crime on 
campus is reported through the CLERY act, with a 
history of no reportable crime the campus remains safe.  
However, with the increase of crime on campuses we 
remain vigilant on providing a safe workplace through 
the safety team and efforts of our outside risk 
management consultants and workman compensation 
insurance carrier.  Two of the services provided by 
these outside parties include an annual campus-wide 
risk assessment which is used to prioritize safety 
improvements and an on-line library of safety and 
security videos available to all staff.  We have also had 
campus-wide training on active shooter response 
through our risk management firm and how not to be a 
victim training through another third party.  We have 
also provided defibrillator training for all interested 
employees.   

We measure the wellbeing of the campus through an 
active wellness program from which we have data 
regarding participation and for health insurance eligible 
employees’ data regarding overall group rating in 
several health categories.   We were pleased with the 
first year results of our employee wellness program and 
believe that by providing for physical and mental well-

being of our employees also show the value we place on 
our staff.  
 

    

4R1. What measures of valuing people do you collect 
and analyze regularly? 

Our primary measures for valuing people are found in 
the NILIE PACE survey that we use to assess institutional 
climate. Measures in the PACE survey include the 
following:  

 Overall measure;  

 Measures by domain;  

 Measures by employee group;  

 Measures that are customized for our 
organization;  

 Comparisons with a national norm base of like 
colleges.  

We also believe that by providing a healthy workplace is 
showing the value we place on our employees.  With 
the wellness program started in 2011 we annually 
measure participation in the overall program and 
measurements including: 

 Overall value of the program 

 Body Mass Index 

 Heart Attack Risk 

 Blood Pressure 

 LDL Cholesterol 

 Glucose 

 Triglycerides 

 Smoking  

4R2. What are your performance results in valuing 
people? 

The overall results of the PACE survey indicate a healthy 
campus climate with an overall score of 3.87 falling into 
the Consultative range (scores between 3 and 4).  Few 
campuses achieve the Collaborative range (scores 
between 4 and 5).  Several questions related to valuing 
people were scored in the Collaborative range, as seen 
in Figure 4.4.   

 

 

RESULTS (R) 
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Figure 4.4 PACE Results for High Collaborative Scores 

PACE Item WSCC Score 

The extent to which I feel my job is 
relevant to this institution's mission 

4.53  

The extent to which my supervisor 
expresses confidence in my work 

4.28  

The extent to which I am given the 
opportunity to be creative in my 
work 

4.27  

The extent to which my supervisor is 
open to the ideas, opinions, and 
beliefs of everyone 

4.22 

 

The survey also identified areas for improvement with 
two of the lowest scoring questions dealing with valuing 
people, as seen in Figure 4.5. 

Figure 4.5 PACE Results for Low Valuing Scores 

PACE Item WSCC Score 

The extent to which I have the 
opportunity for advancement within 
this institution 

3.07   

The extent to which I am able to 
appropriately influence the direction 
of this institution 

3.34 

 

PACE results by domain for each employee group are 
shown in the next Figure 4.6.  Gains were made in two 
groups and losses were made in two groups.  The 
largest decrease was seen with full-time faculty and the 
domain in which that group experienced the largest 
decrease was the customized questions.  

We believe that some of the decrease in FT faculty is 
related to their discomfort with the new organizational 
structure.  Keep in mind the new structure was not fully 
staffed until 2013, so faculty were reacting in 2012, to 
the theory rather than actual practice.  We expect 
results will improve in the next administration of the 
survey. 

 

 

 

Figure 4.6 PACE overall results for 2012 

2012 PACE Survey by Domain and Employee Group 

Domain 
F-T 

Faculty 
P-T 

Faculty 

Educational 
Support 

Staff Admin 

Institutional 
Structure 2.79 3.78 3.87 3.87 

Supervisory 
Relationships 3.50 4.10 3.87 4.14 

Teamwork 3.28 3.96 3.8 4.17 

Student Focus 3.89 4.19 4.5 4.26 

Custom 2.99 4.01 4.07 4.03 

2012 Overall 3.34 4.00 4.02 4.08 

2007 Overall 3.62 4.08 3.81 3.98 

The employee wellness program provides measurable 
evidence of valuing people.  Results after the first year 
of the program include those seen in Figure 4.7. 

Through the employee wellness program we work with 
a contractor that works with employees information 
and blood samples to identify early on medical 
conditions and makes referrals to doctors.  With further 
experience in the employee wellness program more 
year-to-year comparative data will be available.   

Figure 4.7 Employee Wellness Results 

  2011 2012 

Overall, was the program of 
value to you? 

86% 100% 

Members at risk for a heart 
attack over next 10 years 

16 14 

Newly discovered conditions 18 13 

Very serious condition 7 6 

Risk Stratification 
  

High Risk 14% 9% 

Moderate Risk 20% 6% 

Low Risk 66% 86% 

 
In administering the PACE survey we develop 
customized questions for the campus and had very 
good results with improvements in response in many 
areas and only one significant decrease in the question 
regarding job performance evaluation, see Figure 4.10.   
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Figure 4.8 PACE Results for Customized questions 

PACE Survey Customized Questions 

Custom Survey Item 2007 2012 

The campus environment is one 
that encourages and nurtures 
positive change 

3.77 3.87 

The collective actions of WSCC 
employees adequately reflect the 
core values of the college 

3.89 4.04 

I feel I am a valued employee at 
WSCC 

3.85 3.94 

I believe, overall, WSCC is a great 
place to work 

4.32 4.31 

I am satisfied with the current 
method of job performance 
evaluation for all levels of 
employees 

3.68 3.32 

The organization holds each of us 
equally accountable for 
performing our job 
responsibilities 

3.46 3.43 

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

3.93 4.08 

The current campus team system 
(membership, size, process) is an 
effective method of 
accomplishing college goals 

3.53 3.45 

 

4R3. What evidence indicates the productivity and 
effectiveness of your faculty, staff, and administrators 
in helping your achieve your goals? 
Since the 2008 IPEDS report when the campus had 97 
full-time employees, the full-time employees have 
dropped in the yearly reports to 95, then 84, and with 
the last report to IPEDS for Fall 2011 81 full-time 
employees.  During this time of reduced staffing we 
have had the highest enrollments in the history of the 
college, peaking in the 09-10 academic year.  Serving 
more students with fewer staff, while maintaining high 
employee satisfaction, as indicated with the PACE 
survey, and high customer satisfaction, is a key indicator 
in the effectiveness of the staff.   

Maintenance employees have managed campus 
facilities to help achieve financial sustainability through 
reduced costs.  The energy cost per cubic foot has 
decreased from $0.1295 in 08-09, to $0.1179 in 09-10, 
to $0.1151 in 10-11.  The energy cost per square foot 
for all three years are below the average of the 28 
Michigan community colleges.  In 10-11 our cost per 
square foot was $4.38 compared to the average of 
$6.10.  This is a typical example of a department 
becoming more efficient and helping the campus 
achieve our goals while staff levels are decreased.   

Annually a presentation is provided to the Board  of 
Trustees showing campus accomplishments tied to 
goals identified in the strategic plan.  These 
accomplishments show evidence of the productivity and 
effectiveness of employees in meeting strategic goals.  
Examples of accomplishments in the last two years 
include: development of a new student orientation 
program; formation of a team for student learning 
assessment; student success initiatives; coordination of 
an early college program; teaching circles; student 
academic plans; campus-wide wireless; implementation 
of procurement cards; move to self-funding health 
insurance; and, formation of a wellness program.  Each 
of these accomplishments and the many others not 
listed are tied directly to a strategic goal.  Annually, the 
Institutional Effectiveness Team reviews the 
accomplishments to ensure all areas of the strategic 
plan are being addressed.   

We appreciate the continued input of employees 
throughout many avenues such as teams, upward 
feedback, and employee meetings to help achieve the 
campus goals.  The increase of participation in the PACE 
survey to 58.9% in 2012, from 46.1% in 2007 is an 
example of employees helping the college become 
more effective as employee feedback is crucial to 
achieve that goal.  

 4R4. How do your results for the performance of your 
processes for Valuing People compare with the 
performance results of other higher education 
institutions and, if appropriate, of organizations 
outside of higher education? 

The NILIE PACE survey provides a norm base of 60 
community colleges.  Comparisons are provided at the 



June 1, 2013 WEST SHORE COMMUNITY COLLEGE 

 

Category 4   66 

 
 

survey item level as well as for the five domains shown 
in Figure 4.9. 

Figure 4.9 WSCC PACE vs. Norm Base 

Domain 

 

WSCC 

2005 
WSCC 
2007 

WSCC 
2012 

Norm 
Base 
2012 

Institutional Structure 3.18 3.53 3.59* 3.38 

Supervisory 
Relationships 

3.57 3.94 3.93* 3.70 

Teamwork 
3.57 3.98 3.82 3.73 

Student Focus 3.96 4.17 4.19* 3.94 

Overall 3.54 3.87 3.87* 3.66 

* Significantly higher than the norm base.   

In the 2007 survey all domains improved dramatically 
from the 2005 survey which had an overall score of 
3.54.  The overall score did not change in the 2012 
survey but we did maintain a better than norm score in 
all domains.  In addition, we scored significantly higher 
than the norm base in 3 of 4 domains and overall.  We 
are pleased to hover at the collaborative level (4.0), but  
aim to improve our scores particularly in “Institutional 
Structure” and “Teamwork” as described more fully in 
category 5. 

 

 

4I1. What recent improvements have you made in this 
category? How systematic and comprehensive are 
your processes and performance results for Valuing 
People?  

Recent improvements include: 

 Faculty representation on the Presidents Leadership 
Team; 

 Expanding faculty representation and including 
support staff representation on the Institutional 
Effectiveness Team; 

 Formalization of campus team structures and 
procedures; 

 Expanding involvement in AQIP;  

 Including student representation on appropriate 
teams 

 Formation of an employee wellness program; 

 Pilot of a new performance appraisal system; 

 Increased campus-wide access to professional 
development funds; 

 Training opportunities through the Business 
Opportunity Center; 

 Monthly employee recognition through “Caught 
You” program; 

 Electronic pay stubs and payroll information; 

 Automated External Defibrillators (AED) in each 
building; and 

 AED training made available to all employees. 

The college looks at results gathered both formally and 
informally on a continual basis to improve the 
environment for employees.  Through the continual 
improvement of processes such as those listed above, 
our processes for Valuing People are becoming more 
systematic and comprehensive, and represent one of 
our most systematic categories.  Even so, in our culture 
we continually discover ways to improve and 
strengthen our work.  

4I2. How do your culture and infrastructure help you 
to select specific processes to improve and to set 
targets for improved performance results in Valuing 
People? 
 

We are a people-centric institution.  We value our 
employees.  We put a high premium on personal 
conversations and dialogue, both formally and 
informally.  This makes it easy to prioritize valuing 
people and this category is one of our strongest as a 
result. 

The organizational structure of the college, which 
facilitates communication between the administration, 
staff, faculty, and the college’s team systems, enables 
the institution to identify processes or procedures for 
improved performance.  With a culture of continuous 
improvement the College always strives for 
improvement on issues such as PACE scores and 
employee wellness scores.  The process is constantly 
evolving. 

 

  

IMPROVEMENT (I) 
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LEADING AND COMMUNICATING, CATEGORY FIVE 
 

 

Category 5, Leading and Communicating, is a category that has seen much change since our last portfolio.  We have 

been fortunate with consistent leadership by our President, who will complete 15 years of service this year.  Because our 

President has longevity, our Board requested an administrative succession plan be developed, which was fulfilled in Fall 

2010.  One administrator left the institution at the end of the first year, and the position remained open for a year.  The 

position, VP for Academic and Student Services, was filled again in July 2011 and was immediately faced with filling five 

administrator positions in the unit who retired during that period.  In fact, nine (9) of ten (10) administrators in academic 

and student services are new since 2008.  Finally, in January 2013, the new structure is fully staffed, one that unites 

faculty under one Dean of Instruction, with one senior administrator responsible for student learning, student services, 

student success and institutional effectiveness.  While we recognize that this has meant a period of both continuous 

change on one hand, and some stasis in progress on the other, we are confident that this new structure is right for our 

college and is quickly yielding benefits in proactive action, increased unity and collaboration among departments, and 

consistent processes across units, particularly in the area of student learning.   

Armed with the new functional structure and our strategic plan, we moved forward in determining priorities and 

aligning work in a way that maximizes employee involvement but doesn’t overtax our small institution - a constant 

balancing act.  We created new team procedures and altered our Institutional Effectiveness Team (IE) to serve as a 

coordinating body between our planning, assessment and teams model.  We have drafted a new institutional dashboard 

as part of our continuing efforts to increase our assessment of performance results, which will be launched this summer 

for the 2013-2014 school year.  Our mission, plan, priorities and assessment are now formally aligned with one another 

for the first time.  We are also excited to have enrolled in the NCCBP, which will yield additional opportunities to assess 

performance and comparative results.  The ensuing process improvements are moving us to consistently systematic 

work, and we believe we will be able to achieve institutionally aligned processes in the next few years.   

As our work progresses, a few areas that still need work stand out.  Our teams need more development in how to work 

effectively together, so we are planning development for teams and for team leaders this fall.  We also need to provide 

more clarity about where teams have authority to make decisions and where they need to make recommendations.  We 

plan to address this through implementing a system of team sponsors, whose job it will be to connect the work of each 

team to the whole.  We have also identified a need for more leadership development, particularly because of all the new 

administrators across our college.  That work will begin with an administrative retreat scheduled in August 2013, and will 

continue to develop in the next year.  Administrators play a key role in anchoring change, and in translating transition 

through the organization and are important players if we are to make lasting improvements in leading and 

communicating.   

We are already planning a major update to our strategic plan for 2013-2014, which will require tweaking our alignment 

with mission and assessment.  We have already begun assessment with our external stakeholders.  We don’t expect our 

mission, vision, and core values will change substantially if at all, but they will be assessed as part of the process which 

will launch with a daylong event for all employees at Fall Kickoff in August.   

INTRODUCTION 



June 1, 2013 WEST SHORE COMMUNITY COLLEGE 

 

Category 5   68 

 
 

 

5P1. How are your institution's mission and values 

defined and reviewed? When and by whom? 

Well-crafted statements of mission and values should 
be enduring.  Ours have been.  Our mission and values 
were most recently revised in 2008 and were developed 
through a broad-based process led by an internal team 
that gathered input from the entire campus community, 
including the Board of Trustees and external 
stakeholders.  Our mission statement succinctly 
captures our purpose as a small rural community 
college in an area in which we play a significant role in 
all aspects of our community’s vitality.  Mission and 
values are reviewed periodically by the Board, the 
President and the IE Team, and will be reviewed again 
in 2013-2014 as part of creating a new strategic plan.   

Core Component 1.A.  

The institution’s mission is broadly understood within 
the institution and guides its operations. 

1. The mission statement is developed through a 
process suited to the nature and culture of the 
institution and is adopted by the governing board. 

2. The institution’s academic programs, student 
support services, and enrollment profile are 
consistent with its stated mission. 

3. The institution’s planning and budgeting priorities 
align with and support the mission. (This sub-
component may be addressed by reference to the 
response to Criterion 5.C1). 

Our mission development process was described above 
in 5P1.  Our mission was officially adopted by the Board 
of Trustees in November 2008.  Our mission is to “make 
our community a better place in which to learn, live, 
work and prosper.”  In alignment with Michigan Law, 
we offer transfer and occupational programs for 
students who wish to continue their education and or 
go straight to work.  We offer a broad range of support 
services with emphasis on women and veterans, who 
have been identified as specific needs in our area.  We 
operated a shared CTE center with our local ESD, a 
variety of options of collaborative and customized 
business and industry training, and offer an array of 

community options for arts, wellness, and enrichment.  
Our enrollments are fairly evening split among these 
efforts.  As seen below in Figure 5.1, our mission, plans 
and budget priorities are all aligned with one another, 
so that we do what we say we will, and fund what we 
plan.  You will “hear” about all of the efforts listed in 
this portfolio. 

5P2. How do your leaders set directions in alignment 
with your mission, vision, values, and commitment to 
high performance? 

Using our mission, vision, and values as a guide, our 
Board approved a new strategic plan in 2008.  Our 
commitment to high performance is embodied in all of 
these foundational documents, but is most clearly 
captured by the third component of our vision 
statement: “to pursue greatness”. Our journey from 
good to great is woven through our entire decision-
making process.  Decisions begin at all levels of the 
organization through our team structure as well as 
traditional lines of authority.  Those that require Board 
review and approval include a reference to the goals 
and strategies from our strategic plan which are being 
achieved, in whole or part, through the recommended 
action.  To help focus this effort, we hold an annual 
planning session at kickoff, compiling data and input 
from a variety of sources to stimulate discussion.  From 
that work, the IE Team publishes an annual plan of work 
and finalizes cross functional teams for the year.  Teams 
are asked to provide a mid-year update – either in the 
form of a written report, or often through participation 
in our team fair, and also to provide an end of year 
report that details the work of the team in terms of 
goals and accomplishments and recommended future 
actions.  Those reports are published, and used as a 
foundation for planning for the following year by the IE 
team. 

 

 

 

 

 

 

PROCESSES (P) 
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Figure 5.1 Alignment between Mission and Strategies 

Mission  Strategic Plan Strategies Planning and Budget Priorities 2012-2013 

LE
A

R
N

 

Strategy 1.1: Provide a comprehensive array of student support 
initiatives.  

Expand career services to students 
Expand veterans services 

Strategy 1.2: Design our services, access to staff, facilities and hours 
of operation around the needs of our students and our community.  

Develop writing center 
Participate in Accelerated Learning Project 
Add an additional English position 

Strategy 1.3: Measure and improve the quality of learning and its 
impact on the student.  

Develop new assessment plan based on core abilities work 
Revise program review model 

Strategy 1.4: Foster and maintain academic integrity.  Revise Board instructional policies 

Strategy 1.5: Develop and strengthen relationships with other 
academic institutions that assure that transitions for students are as 
seamless as possible.  

Develop reverse transfer agreements 
Renew general education requirements in alignment with 
transfer needs 

Strategy 1.6: Create an awareness of human diversity and the impact 
of globalization.  

Support book of the year effort 

Strategy 1.7: Develop alternative sources of revenue to support 
students and programs.  

Create fund to hire grant writing services 

Strategy 4.1: Develop an astonishing level of service.  Launch degree audit system 
Revise new student orientation 

Strategy 4.4: Strengthen the connections between students and 
campus. 

Expand veterans services 
Create managerial position to provide oversight to student 
clubs 

LI
V

E 

Strategy 1.2: Design our services, access to staff, facilities and hours 
of operation around the needs of our students and our community 

Add community enrichment courses to slate of college 
offerings 

Strategy 2.1: Support K-12 schools in their continuing development 
of quality learning.  

Support new Early College models in 2 K-12 service districts 

Strategy 2.2: Make purposeful community connections.  Expand community partnerships for performing and 
cultural arts 

Strategy 2.3: Explore and support the process of regional thinking.  Hold series of focus groups with community constituencies 

Strategy 4.3: Expand & promote opportunities for the community to 
participate in campus activities & events 

Launch new institutional website 

W
O

R
K

 A
N

D
 P

R
O

SP
ER

 

Strategy 2.3: Explore and support the process of regional thinking.  Convene regional economic development taskforce 

Strategy 3.1: Respond to the needs of business and industry.  Expand business training schedule 

Strategy 3.2: Work regionally with economic development 
organizations.  

Expand number of businesses served 

Strategy 3.3: Share our resources and expertise with the community.  Strengthen West Michigan connections via Talent 2025 

Strategy 3.4: Proactively participate in the development of 
entrepreneurship support systems.  

Expand offerings to entrepreneurs 

Strategy 3.5: Stimulate entrepreneurial thinking within ourselves and 
our students.  

Create and share student entrepreneurship video 

Strategy 3.6: Actively serve as a regional convener Implement economic development plan 

Strategy 4.5: Maintain /improve a positive institutional climate.  

Strategy 5.1: Recruit and hire the best people; provide opportunities 
for professional growth for every employee; and enhance rewards 
for outstanding contributions. 

Incorporate work of the hiring process team 

Strategy 5.2: Invest our financial resources to drive our vision. Create 10 year financial sustainability plan 
Implement strategic technology plan 
Implement new Foundation leadership plan 

Strategy 6.1: Embed AQIP continuous quality improvement 
philosophy across the campus.  

Develop systems portfolio 

Strategy 6.2: Create and implement an institutional research model.  Join National CC Benchmarking project 
Offer CCSSE again in 2013 

Strategy 6.3: Develop and apply sound research methodology in the 
collection, interpretation and application of data. 

Launch institutional dashboard 
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Core Component 2.C.  

The governing board of the institution is sufficiently 
autonomous to make decisions in the best interest of 

the institution and to assure its integrity. 

1. The governing board’s deliberations reflect 
priorities to preserve and enhance the 
institution. 

2. The governing board reviews and considers the 
reasonable and relevant interests of the 
institution’s internal and external 
constituencies during its decision-making 
deliberations. 

3. The governing board preserves its 
independence from undue influence on the 
part of donors, elected officials, ownership 
interests, or other external parties when such 
influence would not be in the best interest of 
the institution. 

4. The governing board delegates day-to-day 
management of the institution to the 
administration and expects the faculty to 
oversee academic matters. 

Our Board of Trustees has well developed policies under 
which they govern their role, function, autonomy and 
integrity.  Most recently approved in June 2012, the 
Board set forth their powers and duties in alignment 
with Michigan Community College act.  In short, they 
govern college sites, capital equipment, educational 
programs, and condition of college finances, facilities 
and property.  They shall or may borrow money, accept 
gifts, issue bonds, levy taxes, set tuition and fees.  They 
provide a library, select, employ and supervise the 
President, delegate duties to the President, and adopt 
bylaws and policies that govern the college.   

In doing this work, the Board also complies with a policy 
that prohibits compensation, remuneration, or other 
profit, and conflicts of interest related to job, 
incompatible service or family members.  The Board 
uses a three committee system – executive, policy and 
personnel and administrative – to review all proposed 
policy changes, curriculum changes, personnel matters, 
finance and facilities issues, president’s contract, and 
Board appointments in detail before they are presented 
to the whole board.  Policy changes require two 

readings before approval.  Further, the Board recently 
adopted, in February 2013, a new policy on governance 
that describes standards for their work.  It includes 
items such as,  

“it derives its authority from the community and that it 
must always act as an advocate on behalf of the entire 
community, to remain always accountable to the 
community, to differentiate between external and 
internal processes in the exercise of its authority, to 
debate and discuss issues in public, to recognize that  
power board rests with the board not individual 
trustees, to act with integrity, to act ethically, to define 
expectations, require wise and prudent use of funds, set 
parameters, monitor performance, and to protect the 
College from inappropriate influence.” (Policy 1009).  
Finally, the Board sets standing agenda items, which 
include:  activities of the Michigan Community College 
Association, finance reports, curriculum reports, 
projects/programs of note highlighted monthly, and 
public comments.  They hold two meetings per year at 
constituent sites in our district.  Numerous policies 
direct the President to include faculty as appropriate 
and this is consistent with practice.  For example, we 
are currently updating all of the Board policies related 
to instruction.  The Board Policy and Personnel 
Committee meets and reviews draft language for a 
policy revision.  That revision is then reviewed by the 
Curriculum and Academic Policy team (a faculty centric 
team) and any suggested changes or concerns are 
forwarded back to the Policy and Personnel Committee 
of the Board for their second review.  Only after that 
iterative process is completed are any draft changes 
forwarded to the Board as a whole, where they will also 
be reviewed twice before final adoption.    

Core Component 5.C.  

The institution engages in systematic and integrated 
planning. 

1. The institution allocates its resources in alignment 
with its mission and priorities. 

2. The institution links its processes for assessment of 
student learning, evaluation of operations, 
planning, and budgeting. 
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3. The planning process encompasses the institution 
as a whole and considers the perspectives of 
internal and external constituent groups. 

4. The institution plans on the basis of a sound 
understanding of its current capacity. Institutional 
plans anticipate the possible impact of fluctuations 
in the institution’s sources of revenue, such as 
enrollment, the economy, and state support. 

5. Institutional planning anticipates emerging factors, 
such as technology, demographic shifts, and 
globalization. 

Resources are allocated based on institutional priorities.  
As indicated in Figure 5.1, activities that are listed as 
current priorities are funded in the current year’s 
budget.  Priorities align with mission and vision – such 
as research and assessment, student success, social 
media, and technology.  All items connect to serving 
students and the greater community, which is a 
touchstone of our efforts.  The reverse is not always 
true – some good ideas to serve students are not part of 
our mission, such as a recent request to start a campus 
food bank.  Instead, students are referred to the local 
food bank, and student groups are sponsoring efforts to 
donate to that food bank as well.   

Processes of assessment, evaluation, planning and 
budgeting are linked.  Administrators and their 
leadership teams provide connections to link the work 
of disparate teams.  Work from teams is forwarded 
along with recommendations for budget needs, which 
are folded into budget.  For example, the student 
learning assessment team identified the need to focus 
more strongly on student writing, which they forwarded 
to the Vice President of Academic and Student Services.  
In taking that to the division leadership, it became clear 
that emphasizing writing would require time and 
energy, so we prioritized funds for an additional full 
time faculty member with composition expertise, and 
added funding to establish a new student writing 
center, which will begin operation in 2013-2014.   

The planning process encompasses the whole of our 
college, with both internal and external constituent 
input.  Many data sources, such as enrollments, climate 
survey results and CCSSE results are made available to 
all employees on our U: drive and web portal.  As part 

of preparation for a revision of our strategic plan for 
2013-2014, we have had many input events this year.  
Our Board of trustees had a visioning session, we held 
six different focus group sessions with constituent 
industries in our region, and we conducted multiple 
planning and visioning sessions with campus groups.  
For example, in February, we conducted a half day 
visioning session for faculty on demographics, the 
changing economy, technology, accountability and core 
curriculum.  In May, the Board will conduct a work 
session on future funding and long term college 
financial sustainability.   

5P3. How do these directions take into account the 
needs and expectations of current and potential 
students and key stakeholder groups? 

The needs and expectations of our students and our 
stakeholders are paramount as we develop planning 
directions.  We use feedback such as CCSSE results, 
student input, focus group input, business and industry 
input in developing plans that meet the needs of our 
region.  These plans may take the form of new 
programming, such as recent demand for a medical 
assistant program, or for new services, such as the 
requests to provide additional services for veterans.  It 
can also take the form of new programming – such as 
the addition of core business training and leisure and 
enrichment classes – both of which are new efforts in 
the last two years.   

Core Component 1.B.  

The mission is articulated publicly. 

1. The institution clearly articulates its mission 
through one or more public documents, such as 
statements of purpose, vision, values, goals, plans, 
or institutional priorities. 

2. The mission document or documents are current 
and explain the extent of the institution’s 
emphasis on the various aspects of its mission, 
such as instruction, scholarship, research, 
application of research, creative works, clinical 
service, public service, economic development, 
and religious or cultural purpose. 

3. The mission document or documents identify the 
nature, scope, and intended constituents of the 
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higher education programs and services the 
institution provides. 

West Shore’s mission, vision and values are found on 
our website, in our core documents (like College 
catalog) and are mounted on the wall of our Board 
room.  In addition, all of these plus our strategic plan 
and annual priorities are found in our annual planning 
manual publication and on our U: drive for access by all 
employees.  Our documents and website delineate our 
role as a community college, our focus on students, 
learning, service to business community, community as 
a whole, and our concept of pursuing greatness.  Our 
documents and website, describe us as a community 
college offering the associate of arts, associate of 
science, associate of applied arts and sciences, associate 
of general studies and certificate programs.  They 
further describe our other purposes and services to 
constituents and community.   

5P4. How do your leaders guide your institution in 
seeking future opportunities while enhancing a strong 
focus on students and learning? 

Our vision inspires us to pursue greatness and our 
planning processes simultaneously help us move 
forward while keeping us grounded in our mission and 
purpose.  Our tagline, “where students come first”, and 
our focus on continuous improvement means that we 
are constantly looking for ways to improve what we do 
– both on an incremental, operational level and on a 
strategic level.  Annually, our leaders engage the college 
community in a variety of planning processes – master 
facilities planning, technology planning, budgeting, 
assessment, and strategic.  We consistently consider 
learning as our primary function, and ask support areas 
to consider how their work will support students and 
learning.  Efforts that attempt to reverse that view are 
asked to reframe their work. The Institutional 
Effectiveness team, made up of college leadership plus 
representation from across the college, is charged with 
leading the effort to synthesize those results into a 
manageable list of priorities and to monitor progress 
biannually.  Our current year is a good example of our 
efforts.  All three of our current action projects are all 
about “helping students learn.”  Our priority for 
professional development funding has been on efforts 

that support student success, assessment of student 
learning, and on institutional research.  Finally, our 
leaders are actively involved in our communities and 
serve on a great variety of boards and organizations.  
This helps us stay connected to community needs and 
demonstrates our commitment to our local 
communities.   

5P5. How do you make decisions in your institution? 
How do you use teams, task forces, groups, or 
committees to recommend or make decisions, and to 
carry them out? 

At WSCC, decision-making is spread throughout the 
organization and delegated as much as possible, with a 
goal of empowering employees and teams to make 
appropriate decisions and recommendations, providing 
each with freedom within the vision. 

The Board of Trustees practices a modified form of 
policy governance and has clearly delineated in policy 
its delegation of authority to the President.  The 
President shares his authority with others through a 
well-developed cross-functional team structure, which 
operates in concert with our traditional management 
structure.  What makes both work side-by-side is the 
quality of our people who are consistently committed 
to our mission, to students, to working collaboratively, 
and an intentional structure that clarifies 
responsibilities and expectations.  This allows teams to 
do their work with the people most affected, and make 
decisions or forward recommendations to be 
considered at another level when necessary.  Proposals 
can move forward to the President’s Leadership Team, 
and when appropriate, to the Board.  Figure 5.2 lists our 
standing operational teams.   

Each of our operational teams has a team charter that 
describes purpose, membership and parameters.  Most 
teams meet at least monthly, some more often, and 
some are seasonal.  We have a procedure for teams 
that describes their expectations.  The team procedure 
also explains how teams are created and populated, 
and also how teams communicate their work.  This 
work sits alongside our functional reporting structure, 
as depicted in Figure 5.3.  The way that we align our 
teams with our organizational structure is depicted in 
Figure 5.4.  The President and the two Vice Presidents 
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are charged with assuring that the work of all of our 
teams aligns with our plans.  Operational teams are 
depicted in light colors, and action teams in darker blue.  
Keep in mind, as a small institution; our administrators 
are working managers, throughout the organization.  
For example, our Vice President of Administration is our 
Budget Director.  Our Vice President of Academic and 
Student Services is our Chair of Institutional 
Effectiveness.  Our Dean of Instruction is the only 
manager in the academic division of 20 faculty covering 
20 different disciplines.   

 

Figure 5.2 Operational Teams  

Team Responsibility 

President’s leadership Operational decisions and 
communication 

Institutional Effectiveness Accreditation, AQIP, teams 
and planning 

Curriculum and Academic 
Policy 

Course and program 
approval, general education 
requirements and academic 
policy development 

CARE team Behavioral intervention and 
student support 

Capital Equipment Make recommendations for 
capital purchases 

Fun Community building 

Professional Development Professional growth, events 
and funding 

Safety Monitor and improve 
campus safety and security 

Scholarship Award scholarships 

Student Learning 
Assessment 

Oversight for assessment 
plan design and 
implementation 

Academic technology Academic technology issues 
and technology needs 

Technology services Institutional technology 
issues and needs 

Wellness Increase wellness and reduce 
risk 

 

 

 

 

Figure 5.3 West Shore Big Picture Organizational Chart 
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Figure 5.4 Alignment of Structure with Teams 

 

Core Component 5.B.  

The institution’s governance and administrative 
structures promote effective leadership and support 
collaborative processes that enable the institution to 

fulfill its mission. 

1. The institution has and employs policies and 
procedures to engage its internal constituencies—
including its governing board, administration, 
faculty, staff, and students—in the institution’s 
governance. 

2. The governing board is knowledgeable about the 
institution; it provides oversight for the 
institution’s financial and academic policies and 
practices and meets its legal and fiduciary 
responsibilities. 

3. The institution enables the involvement of its 
administration, faculty, staff, and students in 
setting academic requirements, policy, and 
processes through effective structures for 
contribution and collaborative effort. 

West Shore has a board policy manual that is reviewed 
and revised periodically.  The chapters include:  Board, 
Human Resources, Instruction, Student Services, 
Community Services and Business Services. In addition, 
procedures are written to elaborate on how policy is 
implemented, and published once approved.  Policies 
are readily available on the college website, and 
procedures are published on the U: drive.  Both policy 
and procedures are written with input from multiple 
constituencies.  Policies are drafted and reviewed by 
the Policy and Procedure Committee of the Board, and 
are then reviewed by the appropriate college team (e.g. 
Curriculum and Academic Policy for Instructional 
policies).  Procedures are authored by the originating 
department, and shared with user departments for 
feedback.  Ultimately, all procedures are approved by 
the President’s Leadership Team.  Employees at all 
levels are involved in policy and procedure 
development.  Students are primarily engaged via 
Student Senate, which sits a member on the President’s 
Leadership Team.   

The Board, as previously discussed, sets agendas that 
allow it to frequently monitor compliance with board 
policy, especially as it relates to academic and financial 
policy and legal requirements.  In addition, the 
President is in frequent written and verbal 
communication with the Board, and they are 
knowledgeable about the institution and actively 
involved in governance of the institution.  Structures for 
involvement and collaboration were described in the 
5P5 response, which describes our functional 
organizational structure and our cross-functional teams 
structure that are aligned to encourage involvement of 
all employees in decision making across the institution.  

5P6. How do you use data, information, and your own 
performance results in your decision making 
processes? 

In the past several years we have endeavored to be 
more data-driven in our decision-making.  With the 
implementation of the institutional research office two 
years ago, we now have more ready access to 
institutional data, although we are still not as equipped 
as we’d like to be.  We have enrollment data, and 
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retention and completion data.  We have assessment 
data from our master facilities plan, our technology 
plan, and our wellness plan.  We have used the PACE 
survey three times, and now have trend data over the 
last 8 years.  It produces data, information and 
measures of performance, which are then used to 
identify areas of needed information and corresponding 
action projects.  For example, relatively low adjunct 
satisfaction scores last year prompted an action team 
on adjunct processes this year.  We have started use of 
CCSSE, although we don’t have trend data, we do have 
access to institutional comparisons.  We look forward to 
trend data after our administration in 2014. We 
complete all required federal and state reporting, which 
gives us access to the Michigan data book and IPEDS 
reports.  We also joined the NCCBP, which will give us a 
great deal of comparative data. We endeavor to 
compile and synthesize this data in order to use it more 
effectively.  Data, information and results are made 
available to the team and/or department responsible 
for that area of the college, so they have what they 
need to make decisions and/or recommendations.   

One example of our use of comparative data is in 
annually setting our tuition rates.  Because we are 
committed to our core principle of affordability, we 
target the average of the “Small Ten” community 
colleges in Michigan and we have consistently held our 
tuition below this benchmark.  Our recommendation to 
the Board for the tuition increase is a multi-page 
document that includes comparative data to build the 
case, and this information is then readily available to 
the public through our board documents.   

We have also used our performance results in our 
wellness program to raise expectations in the second 
year of the program.  As a result, several employees 
have learned of health conditions and received medical 
care, and our insurance premiums have stayed level in 
an era when most institutional are having to raise 
employee contribution rates.  

5P7. How does communication occur between and 
among the levels and units of your institution? 

We expect communication to occur up and down and 
across the institution, and our functional and cross-

functional structures are expected to make sure that 
occurs.  The President’s Leadership Team is a primary 
vehicle for both functional and cross-functional 
communication.  At the table are the President, the two 
Vice Presidents (Administrative and Academic/Student 
Services), the Dean of Student Services, the Dean of 
Instruction, the Director of College Relations, the 
Faculty Association President, a Student Senate Officer, 
and the Executive Assistant to the President.  The 
meeting participants are expected to communicate the 
discussion, deliberation and decisions from the 
President’s Leadership Team meetings across campus.  
Likewise, members are expected to bring perspectives 
from their constituent groups to the table in terms of 
input, recommendations and opinions.  Our well-
developed cross-functional campus teams and 
functional department meetings result in a great deal of 
information – sharing across lines and levels.  We also 
have an online newsletter that is sent via email to every 
employee and the Board of Trustees at least one time 
per month, and numerous meetings and events 
facilitate communications.  Finally, we hold a pre-Board 
meeting each month which is open to all employees (as 
is the Board meeting each month).  Beyond the 
structures of our college, much of our communication 
occurs through meetings, our website, internal 
electronic bulletin board, flat screens across campus, 
and one-on-one interactions between all levels due to 
our informal culture and small size.  See Figure 5.5 for a 
table of communications strategies.   

5P8. How do your leaders communicate a shared 
mission, vision, and values that deepen and reinforce 
the characteristics of high performance organizations? 

The leading of our College is inspired by our 
foundational documents of mission, vision and values, 
and this inspiration results in behavior consistent with 
the words. Thus, the messages of these words are 
deepened and reinforced through a most influential 
manner - by the example of living them.  When our 
leaders demonstrate a commitment to students, to 
learning, and to continuous improvement, this “walking 
of the talk” communicates more loudly and more clearly 
than anything else.  Further, we integrate the 
expectations of our mission, vision and values into our 
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processes – our new institutional dashboard, our hiring 
process, our expectations in goals and in evaluations, 
tenure and promotion, and in our employee 
recognition.  We use a “we caught you” system to 
reinforce positive culture and behavior as well as more 
formal recognition and awards that we use to tell 
stories of commitment to the values we hold most dear.  

 

5P9. How are leadership abilities encouraged, 
developed and strengthened among your faculty, staff, 
and administrators? How do you communicate and 
share leadership knowledge, skills, and best practices 
throughout your institution?  

We work to encourage and develop leadership abilities 
in both formal and informal ways.  We have worked to 
revise position descriptions in ways that clarify 
leadership expectations for administrators.  New 
administrative hires, and there have been many in the 
last two years, are invited to join the President’s 
Leadership Team for several months.  Through this 
participation, new administrators quickly learn to more 
deeply appreciate the values of our leaders and the 
work of our institution.  As a result of an AQIP action 
project, the professional development team now solicits 
applications for use of development funds from across 
the college, and has funded several efforts to 
participate in leadership in action.  Employees are 
encouraged to become active members in a wide 
variety of state community college organizations and in 
community organizations as well, and memberships are 
funded, in full or in part, by the college.  Employees are 
also encouraged to apply to make conference 
presentations, and many do.  We regularly approve 
sabbatical requests for faculty that have yielded 
tremendous benefit to both the individual and the 
college.  For example, one recent sabbatical on research 
about a local artist has resulted in a published book for 
the author, a named art gallery on our campus for the 
artist, and two original works that have been donated 
to the college by the artist’s family.  Another sabbatical 
resulted in a faculty member returning to take 
leadership of the student success team’s efforts to 
transform new student orientation and advising.   

We seek to highlight the talents and skills of our 
employees as often as possible - at monthly Board 
meetings, at “Fridays at the Innovation Center” weekly, 
at formal events such as Fall Kickoff and winter in-
service, and to the community via our lecture series. 
The Educational Support Staff had a development day 
devoted to them in March, and the Administrators have 
a daylong retreat in June.   
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Figure 5.5 Communication Processes Overview

WSCC Communication Overview 

Method Purpose Audience Frequency 

Semester Kickoff 
State of Campus address, training, 
and collegiality 

All employees August each year 

Mid-Semester In-
Service 

Professional development of staff Open to all employees February each year 

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 

Instructional Vice 
President, Dean and 
faculties 

September and/or 
January 

Instructional Division 
Meetings 

Discuss instructional issues and 
directions 

Dean, faculty division 
chairs and Directors 

Monthly 

Faculty Divisional 
Meetings 

Discuss divisional issues and 
directions 

Division chairs and 
faculty 

Varies by division 

Administrative 
Divisional Meetings – 
Non instructional 
Divisions 

Discuss divisional issues and 
directions 

Division administrators 
and staff 

Varies by division 

Staff forums and focus 
groups 

Discuss campus-wide issues and 
directions 

Depends on forum 
content 

As needed 

Web page 
Mission, Vision, core values, 
leadership essence, and 
comprehensive college information 

Students, employees, 
stakeholders, and others 

Continuous 

Video Text Monitors 
Inform campus news, events, and 
services 

Students, employees, 
and stakeholders 

Continuous 

Emails and standard 
mailing from various 
campus offices 

Provide Information 
Students, employees, 
and stakeholders 

As needed 

Shorelines Newsletter Inform campus community All Employees Monthly  

  

We also solicit participation in cross functional teams 
from all employees.  By serving on teams, and leading 
major projects, employees learn more about us, and 
develop their skills as leaders.  

5P10. How do your leaders and board members ensure 
that your institution maintains and preserves its 
mission, vision, values, and commitment to high 
performance during leadership succession? How do 
you develop and implement your leadership 
succession plans? 

Succession planning has been a significant issue at the 
Board of Trustees level.  The current President has now 
been in that position for nearly 15 years.  Several years 
ago at a Board retreat, the Board observed that the 
current vice presidents were, for a variety of reasons, all 
likely to leave fairly soon and directed the President to 
develop a new organizational structure with a look 
toward succession planning.  That organizational 
structure is now fully staffed and we now have a two 
vice-president model with both positions filled by 
seasoned administrators who are reasonably likely to 
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continue beyond the President, and are qualified to 
“maintain the operations of the College” in the absence 
of the President.  Our interview process for senior 
administrators always includes forums that are open to 
the campus community as a whole, and Board members 
attend.   

 

 

5R1. What performance measures of Leading and 
Communicating do you collect and analyze regularly? 

We use the results of the PACE culture survey as our 
primary data source analyzing results for Leading and 
Communicating, which was last administered in spring 
2012.   

5R2. What are your results for leading and 
communicating processes and systems? 

As shown in Figure 5.6, our results for leading and 
communicating are often higher than the norm mean 
for comparative institutions.  In some areas they are 
higher now than in 2007, but in some areas they are 
lower.  For example, one striking difference is the 
decrease in feeling that the institution is appropriately 
organized.  Since 2007, the administrative structure was 
significantly changed, then positions were vacant and a 
number of retirements occurred.  The new structure 
has been staffed since July of 2011, and fully staffed 
only since January of 2013.  We will monitor this result 
at the next survey and believe the results will improve, 
now that the plan is working as intended.  Another 
result of concern was the lower score on effectiveness 
of our team system, prompting much of the work we 
completed this year on our teams model (see response 
5I1).  We were pleased with our scores for positive 
environment and actions reflecting core values, as they 
continue to improve.   

We also looked at comparisons across faculty groups.  
This table, (Figure 5.7) summarizes the responses for 
each overall category as they related to leading and 
communicating.  As is readily seen, full time faculty are 
the least satisfied of our four groups, particularly in the 
area of institutional structure, which relates to decision 
making, information sharing, and organization.  
Following these results, we held focus groups with each 

employee group to ask them for follow up information 
to help us focus our actions for improvement.   

Figure 5.6 PACE Survey Results for Leading & 
Communicating 

Measure WSCC 
Mean 
2007 

WSCC 
Mean 
2012 

Norm 
Mean 
2012 

Decisions are made at the 
appropriate level at this 
institution. 

3.32 3.47*  3.17 

Information is shared within 
the institution. 

3.12 3.46*  3.11 

Open and ethical 
communication is practiced 
at this institution. 

3.34 3.56* 3.24 

This institution is 
appropriately organized. 

3.53 3.39 3.22 

My supervisor is open to the 
ideas, opinions and beliefs of 
everyone. 

4.19 4.22* 3.97 

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

3.77 3.87 NA 

The collective actions of 
WSCC employees adequately 
reflect the core values of the 
college. 

3.89 4.04 NA 

The current campus team 
systems is an effective 
method of accomplishing 
college goals. 

3.53 3.45 NA 

*Statistically significant difference between the mean and the norm 
based mean at the .05 level 

 

5R3. How do your results for the performance of your 
processes for Leading and Communicating compare 
with the performance results of other higher 
education institutions and, if appropriate, of 
organizations outside of higher education? 

Again, using the results shown in Figure 5.6, we scored 
above the norm base score of comparative institutions 
in four of the five core data elements we use for leading 
and communicating.  That is positive news, but we 
believe we can do better regardless, and have been 

RESULTS (R) 
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working on changes with our teams model, and our 
administrative training to improve our scores.   

Figure 5.7 Comparative PACE Results among employee 
groups 

 Institutional 
Structure 

Supervisory 
Relation-
ships 

Team-
work 

Custom Overall 

Admin 3.87 4.14 4.17 4.03 4.08 

FT Faculty 2.79 3.50 3.28 2.99 3.34 

PT Faculty 3.78 4.10 3.96 4.01 4.00 

ESP 3.87 3.87 3.80 4.07 4.02 

 

 

 

5I1. What recent improvements have you made in this 
category? How systematic and comprehensive are 
your processes and performance results for Leading 
and Communicating? 

First, the new administrative structure discussed in the 
future tense in our last systems portfolio was 
implemented beginning in 2010.  Due to staffing 
changes and retirements/resignations, the VP, 
Academic and Student Services position was largely 
open until July 2011, as were a number of managerial 
positions in that area.  As of January 2013, we are fully 
staffed in this model for the first time.  Full time faculty 
report to one academic administrator, with the 
exception of nursing faculty who report to a nursing 
director.  We intend that this consolidation will yield 
better results for leading and communicating based on 
a unified focus on learning and consistent 
communications and decision making.  As of our last 
PACE administration, faculty had not yet experienced 
the new model in action, and continued to be skeptical 
about its effectiveness.  We expect that we will see 
improvements in organizational structure scores on the 
PACE survey at next administration.   

We created an AQIP action team to look at adjunct 
faculty processes specifically, based on several 
comments made on the PACE survey and in the 
subsequent focus group meeting, that indicated that 
adjuncts felt they were not included in the operation of 
the college as they should be, leading to less 

satisfaction in their employment experience.  As 
leaders, we realized this group is essential to the college 
learning environment, but had not had the same level 
of focus in recent years, and the team is planning efforts 
that will improve how adjuncts are hired, how they 
experience professional development, how they are 
mentored and evaluated, and how they are included in 
the life of the college.   

Based on PACE responses for leading and 
communicating, we have also made several 
improvements in this category related to clarifying team 
roles and expectations.  We implemented a new teams 
procedure that specified how teams are created, 
staffed, and their work recognized and communicated.  
We expanded the planning manual to include team 
charters for every operational team, describing the 
functions and membership of each team.  In response 
to concerns that faculty were not as involved as they 
should be in decision making, we added an additional 
faculty member (and a staff member), as well as the 
new Dean of Instruction to the membership of the IE 
Team.  We also greatly expanded the leadership of the 
team working on the creation of this systems portfolio, 
which included all 6 senior administrators, 7 mid-
managers, 4 faculty and 2 staff.  While those numbers 
may appear low for a larger college, remember that 4 
faculty is approximately 15% of our total full time 
faculty members, which is a far greater percentage than 
most colleges boast, in our experience.   

We choose to use a goal for continuous improvement 
rather than setting specific numerical values.  For 
example, while we are happy, in general, with our PACE 
survey results, they continue to point to a number of 
areas that need improvement.  Specifically, we are 
concerned with faculty satisfaction with the 
organizational structure, and with the effectiveness of 
our teams’ model.  We are actively working to improve 
structures and practices in these areas that will be 
reflected in improvement in our scores for the next 
administration of the survey.   

 

 

 

IMPROVEMENT (I) 



June 1, 2013 WEST SHORE COMMUNITY COLLEGE 

 

Category 5   80 

 
 

5I2. How do your culture and infrastructure help you 
to select specific processes to improve and to set 
targets for improved performance results in Leading 
and Communicating? 

The College embraces an open-door policy to encourage 
a vigorous learning culture.  The opportunity for 
students, community members and employees to 
provide input regarding the campus is everywhere.  The 
Vice President of Academic and Student Services and 
the Dean of Instruction hold all faculty meetings to 
discuss initiatives or areas of concern.  Teams work to 
implement best-practices for our institution, which are 
approved by the President’s Leadership Team.  It is 

important to energize the organization into a high-
performance team, building values that can be 
measured for continuous improvement.   

In a practical way, our new structure is pointing us 
toward priorities for improvement in leading the 
academic unit, in aligning processes across instruction 
and in moving priorities like student learning 
assessment and program review forward.  Our culture is 
also readily accepting of new information, so we use the 
PACE results, and other input to respond – such as 
adding an additional faculty member to IE, or creating 
an Adjunct Processes Action Team. 
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SUPPORTING INSTITUTIONAL OPERATIONS, CATEGORY 

SIX  
 

 

Category 6, Supporting Institutional Operations, reflects our growth in creating processes to support the institution.  In 
this category, we range from reacting to aligned.  Our strongest operations are Business Services, Human Resources, and 
Learning and Testing which are systematic to aligned, with Recreation services coming along well.  Less developed are 
Physical Plant, Library, College Relations, STaRS and Student Activities; some are due to recent development or recent 
retirements and some because they are due for a change.   

We are proud of our migration to a new Student /Administrative Information System in July 2011, which was a major 
undertaking for an entire year of focused activity across campus.  Our new system allows us to provide more automated 
services to students and to process information more efficiently – ranging from a fully automated college application to 
real time budgets and electronic payroll statements.  It also utilizes a completely different report writing system, which 
many staff have learned and has made data access more broadly available.  We are also proud of improvements such as 
our P-card system, which is much more efficient and cost effective.   

Under new leadership, our Learning and Testing Center and STaRS have been combined for better customer services and 
expanded options for students and community.  We have centralized testing services (GED, Compass and WorkKeys 
used to be managed by three different persons in different departments), which has expanded both hours and efficiency 
of services.   

Throughout, we have been conscientiously working to improve coordination and collaboration, reducing silos and 
reducing duplication of effort.  We are still working on performance in all areas in this category.  While we have access 
to usage data, usage does not tell us about the quality of performance or improvement, so this is definitely an area of 
needed improvement.  We do have some data that comes via departmental surveys of service satisfaction, and through 
our PACE climate survey.  We are planning to participate in the Great Colleges survey next year, and have joined the 
National Community College Benchmarking Project, which will provide performance results and comparative data for 
this category.   

 

 

6P1 How do you identify the support service needs of 

your students and other key stakeholder groups (e.g., 

oversight board, alumni, etc.)? 

West Shore identifies the support needs of students and 
other stakeholders through our planning and input 
processes.  We use surveys, focus groups, course 
success rates, placement testing, and input from faculty 
and students to identify support service needs of 
students.  Surveys of area high school counselors, as 
well as community and business leaders, help identify 
services for future students and those returning for 
retraining or further education.  Dialog between 
students, Student Services, Student Success and 

Student Senate also helps identify the needs of 
students, along with needs identified by the faculty.  
Surveys are also conducted by support operations such 
as bookstore, food service, library, technology services, 
and recreation services to determine customer 
satisfaction and to receive suggestions for 
improvement.   

Once needs or potential needs are identified, then 
teams, focus groups and student forums are used for 
analyzing the need for support services.  The Student 
Success Team is prioritizing initiatives to help ensure 
student success for the greatest number of students.  
Some of these initiatives include the Accelerated 
Learning Project, Registration Processes Improvement, 
Transitions to College, Computer Literacy Project, and a 
First Year Experience.  In the fall of 2012, students were 

INTRODUCTION 

PROCESSES (P) 
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asked to share their ideas, concerns, and needs in 
regard to technology at a student forum on the topic.  
Focus groups, in the fall of 2012, were brought together 
in the areas of Manufacturing and Hospitality.  Each 
group was asked, as stakeholders, to share with the 
College ideas for improvement as well as ways the 
College could serve them and their employees, some 
who are students at the College.  A library focus group, 
with two student representatives, also began in the fall 
of 2012.  With the retirement of our long standing 
Librarian (37 years) our focus group is discussing not 
only the services of the library, but the development of 
the position profile for a new librarian.   

We have on-going conversations with key stakeholders 
such as members of our occupational program advisory 
boards, MISD and WSESD CTE partners, and business 
and industry.  Maintaining open channels of 
communication enables us to respond to needs as they 
arise.  Input is also gained at service organization 
meetings attended by college staff and on community 
boards where college staff participate.  

6P2 How do you identify the administrative support 
service needs of your faculty, staff, and 
administrators? 

Identification of support service needs of employees 
that can be addressed through day to day operations 
are primarily addressed in individual departments.  
Requests are processed via phone, email or radio, 
depending on the need, and are typically responded to 
promptly.  Support needs related to a specific topic area 
are addressed by the team that supports that area such 
as professional development or safety.  Three years ago, 
based on an identified need for improvement, the 
Professional Development team developed a new pool 
and request process for professional development 
funds that has ensured that many more people are 
being served and all of the funds are used every year. 
The safety team, in response to concerns raised about 
school safety and gun violence, have been working to 
revise the college’s safety plan and offer training and 
our next in-service.  Support service needs that are 
more expensive, or of broader scope are brought to PLT 
by the respective administrator or student.  These range 

from a request for a disc golf course on campus, to 
tighter password security for the college’s network.   

When needs are identified and planned in advance, the 
college uses its planning and budget process to request 
approval and the resources needed to implement the 
plan.  We take advantage of both ongoing plans, such as 
our master facilities plan (which is updated annually) or 
our strategic plan (due for a 5 year update next year) 
and sometimes request additional plans be developed.  
When a number of complaints about technology 
services began to arise that called into question what 
should be done, and who was driving decision making, 
we solicited a technology strategic plan, which was 
recently completed and pointed to the need for process 
improvements in that area.  As a result, a help desk for 
technology requests was implemented.  Each telephone 
on campus has a tech help button and whenever a 
technology need arises an individual may press this 
button and receive immediate assistance.  If the issue 
cannot be addressed over the telephone an individual 
from IT is sent in person to address the problem.   

6P3 How do you design, maintain, and communicate 
the key support processes that contribute to 
everyone’s physical safety and security? 

The Crisis Plan, originally established in 1999, included 
local K-12 schools, Mason County Emergency 
Management, and local law enforcement agencies.  This 
plan remains in effect to ensure the safety and security 
of all on campus. Our emergency response manual has 
been distributed to all employees and clearly defines 
how students, faculty, and staff should respond in case 
of an emergency. In addition, a clearly publicized 
Emergency Response Guide has been posted near every 
unmanned phone on campus and shared with all 
employees.  That plan is currently being revised and will 
be the subject of a session at our fall in-service.   

We maintain a safety program through on-going 
training reviews of standard operating procedures. 
Annual and bi-annual testing of  fire suppression 
systems, recharging of fire extinguishers, science lab 
fume exhaust hoods, food service area hoods, existing 
generators, heating/cooling and boiler systems and 
where campus heated sidewalks are present all help the 
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College to maintain safe facilities.  Daily routine check of 
drinking water is monitored and any exterior lighting 
not working is addressed.  Our own water hydrant on 
campus also ensures safety for certain situations.  We 
also engage an outside authority to perform a yearly 
risk management review to ensure the college is a safe 
environment for students and employees. 

Continued meetings from our Safety Team assure any 
concerns are being addressed in a timely fashion.  
Incident reports received are reviewed and the 
information they provide help to improve our safety 
procedures to reduce risks where incidents take place. 
Improvements are made when concerns are mentioned 
and most definitely if the need arises.  In the summer of 
2012, a significant purchase of 5 Defibrillators, one per 
building, was made.  The Safety Team recommended 
and followed through with AED trainings to be made 
available to both CPR experienced personnel in one 
training session and then another for those without 
previous CPR Training. Current review of Material Safety 
Data Sheets (MSDS) are being handled to provide a 
current comprehensive list that will be made available 
where needed and also posted in a designated on-line 
section. 

Our maintenance staff is equipped with two-way radios 
that are used for immediate contact during and after 
work hours.  This includes the two maintenance 
personnel who reside in campus housing.  In addition, 
they are also equipped with cell phones to provide night 
and weekend security.   Most recently we implemented 
a new notification system, powered by RAVE Mobile 
Safety, for sending emergency messages to all 
registered faculty, staff and students during a crisis, 
such as fire, severe storm warning, shooter, etc.  The 
RAVE System, is capable of delivering messages to all 
WSCC and personal e-mail addresses, as well as texting 
to their cell phone.  A simple enrollment process is all 
that is needed by employees and students.  Further 
modification to our VOIP phone system continues to be 
reviewed, ultimately providing us with a campus-wide 
alert in the event of a crisis or catastrophe. 

 

6P4 How do you manage your key student, 
administrative and institutional support service 
processes on a day-to-day basis to ensure that they are 
addressing the needs you intended them to meet? 

Support service processes, day to day, are managed to 
ensure we are meeting mission and goals.  A very 
significant change came in 2010, when we transitioned 
from the existing JENZABAR TE software system; an 
AS400/I-Series based system, to a new windows based 
computerized student information system JENZABAR 
EX. The core of this new system involved the business 
office and student services with far reaching integration 
implications for the bookstore, café, library, instruction, 
student clubs and Recreation Center.  The new system 
substantially reduced operating expense for software 
maintenance, support, and training while 
simultaneously offering greater support capabilities for 
students and staff.   

We empower all of our employees to meet the needs of 
students, stakeholders, visitors and staff, keeping in 
mind our mission, vision, values, and goals.  We 
encourage continuous improvement and have worked 
to integrate the principles of AQIP throughout our 
institution.  We honor employee’s attempts to meet 
needs, and reward great customer services with our 
“we caught you” program.   

We employ sound business principles and financial 
controls, we adhere to all state and federal regulations, 
and follow college policy and procedure.  We annually 
audit our financials with consistent findings of a clean 
audit.  If areas for improvement are found, we work to 
implement change as soon as possible.  We expect 
people to move forward, obtain any approvals 
necessary, and not wait for an annual planning or 
budgeting cycle to effect positive change.   

The day-to-day management of our organization is 
supported by team and staff meetings, in which both 
assigned work and opportunities for improvement are 
regularly part of the agenda.  We communicate results, 
news and improvements through regularly established 
communication channels.  And because we are such a 
small institution, we get much of our work done the old 
fashioned way, face to face.   
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6P5  How do you document your support processes to 
encourage knowledge sharing, innovation, and 
empowerment? 

Our support processes are formally documented and 
available through various areas, such our college 
website (www.westshore.edu), our student portal 
(my.westshore.edu) and our shared user drive (U: Drive) 
on the college’s network. This drive serves as a 
centralized repository for documents from all areas of 
the college.  Teams are encouraged to publish their 
minutes here to ensure the entire college is informed 
and that key processes are being addressed.  With the 
sharing of knowledge and process improvement, 
another campus collaboration tool was utilized in 2011 
known as SHAREPOINT intranet access through 
https://sharepoint.westshore.edu .  It has been a great 
tool for viewing and input in regard to our annual 
request of capital projects.   

Finally, a wealth of information is stored within the 
college’s information system (Jenzabar EX).  During the 
training time of the transformation from Jenzabar TE to 
Jenzabar EX, many employees trained on a report 
writing tool (Infomaker).  This has enabled numerous 
employees to retrieve information personally rather 
than having to call a centralized office.  We also have 
access to many state comparison reports (through the 
Michigan Community College Network) to guide us in 
knowing how well we are doing from semester to 
semester or year to year or from one institution to 
another.   All of these tools can and are used to 
automate and document the processes of the college 
and allow for feedback or input regarding processes.   

Access to and encouragement of professional 
development as noted in 4P9 is used as a key 
mechanism for facilitating empowerment and 
innovation.  Since the 2009 implementation of an AQIP 
Action Project, the design of the professional 
development process has improved. Funding is kept in 
one professional development account with equal 
opportunity for all.  Continual encouragement and 
offering is made available to all administrators, ESP and 
Faculty. In addition, sessions are scheduled each 
semester for all employees based on suggestions and 

requests given by those wishing to contribute their 
ideas.   

In Fiscal 2012, there were 43 employees from every 
group on campus like Administrator, ESP and F/T & P/T 
Faculty who received funds to attend professional 
development for a cumulative amount of $29,900.  
Those who received funding have opportunities to 
share their knowledge and new initiatives with 
employees during the annual Fall Kick-off and/or during 
a professional development week in February.  Faculty 
and administration who have received specialized 
training or are leading a new initiative, are invited to 
communicate their knowledge at these meetings.   

 

 

6R1 What measures of student, administrative, and 
institutional support service processes do you collect 
and analyze regularly? 

WSCC uses various measures to assess the efficacy of 
our support services.  To assess student input, we use 
CCSSE as well as surveys within departments.  A variety 
of results of student satisfaction with support services 
are presented in category 3R2.  For college employee 
input, the PACE survey is administered.  We also use 
data results from our graduate transfer and 
occupational surveys to help determine effectiveness of 
our advising and services, as shown in Figure 6.3 and 
6.4. 

6R2 What are your performance results for student 
support service processes? 

As seen in Figure 6.1, our first CCSSE results indicate a 
solid degree of general support for students, while 
students were less satisfied with support for non-
academic issues and social interaction.   

 
 
 
 
 
 

 
 

RESULTS (R) 

http://www.westshore.edu/
https://sharepoint.westshore.edu/
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Figure 6.1 CCSSE Results for Student Support 2011 

Item 
WSCC 
Mean 

Small 
College 
Mean 

2011 
Cohort 
Mean 

Providing the support 
you need to help you 
succeed at this college 

3.14 3.02 2.99 

Helping you cope with 
your non-academic 
responsibilities (work, 
family, etc.) 

1.87 1.99 1.95 

Providing the support 
you need to thrive 
socially 

2.13 2.20 2.17 

Providing the financial 
support you need to 
afford your education 

2.71 2.62 2.54 

One of the services that West Shore has provided since 
2006 is the “free ride” service, through our local mass 
transit in two of the counties served.  Free rides are 
offered by the Manistee County Transportation and the 
Ludington Mass Transportation Authority to and from 
the college at multiple times of the day.  Free ride usage 
results are listed in Figure 6.2, and indicate growing or 
stable usage numbers, particularly in 2009-2011 when 
our area was in the poorest financial condition.   

Figure 6.2 Free Ride Usage Results 

Free Ride Service Agreement Usage 

Number Of Students Served 

Academic Year Manistee Ludington 

2008 - 09 2883 2173 

2009 – 10 3535 2576 

2010 - 11  3808 1732 

2011 - 12 3123 2035 

 

Figures 6.3 and 6.4 detail student satisfaction and 
indicate improving satisfaction among both transfer and 
occupational students.  

 

 

Figure 6.3 Transfer graduate survey results 

Graduate and Employment Survey Results 

Transfer Students 

 

07-
08 

Total 
% 

08-
09 

Tota
l % 

09-
10 

Total 
% 

10-
11 

Total 
% 

 All/Almost all credits 
transferred from WSCC 

100 79 83 95 

Expectations about the 
quality of WSCC 
services and programs 
met/exceeded 

98 91 100 100 

Would recommend 
WSCC to others 

98 100 98 99 

 

6R3   What are your performance results for 
administrative support service processes? 

The Administrative Service division, headed by the Vice 
President of Administrative Services, follows the state 
statute that requires an annual audit by certified public 
accountants.  The College has been issued continual 
“fair” and “well” positioned remarks from Brickley 
DeLong that assure financial statements are free of 
material misstatement for the past 11 consecutive 
years.  To ensure a clean and unqualified audit opinion, 
the College recently contracted a new auditing firm that 
performed the FY12 audit, in accordance with auditing 
standards generally accepted in the United States of 
America.  Once again the goal was met confirming 
appropriate procedures and controls were in place that 
provides the historic data regarding financial indicators 
of viability.   
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Figure 6.4 Occupational graduate survey results 

Graduate and Employment Survey Results 

Occupational  Students 

 

07-08 

Total 
% 

08-09 

Total 
% 

09-10 

Total 
% 

10-11 

Total 
% 

Satisfaction with 
education and/or 
training 

90 90 100 100 

Expectations about 
the quality of WSCC 
services and 
programs 
met/exceeded 

96 86 100 100 

Would recommend 
WSCC to others 

93 96 98 100 

 

When we look at our PACE results, Figure 6.5 shows 
how WSCC compares between the 2007 administration 
and the 2012 administration.  Results are reported in a 
rating scale of “1” to “5”, with “5” being the highest.  As 
is shown, physical environment, decision making and 
communication are improved, while clarity in work 
processes has declined slightly and satisfaction with 
evaluation has dropped significantly.  While these 
results are of concern to us, they are mitigated slightly 
by the changes in the last five years.  The Academic and 
Student Services unit has 9 new managers (of 10), 
during this time, and several positions have been 
eliminated through attrition, which means people are 
doing new work.  That means it is even more important 
to work on clarity and make sure processes are 
formalized and communicated, which is a priority for us 
this year and next.  

 

 

 

 

 

 

 

Figure 6.5 PACE Survey results for support processes 

Measure WSCC 
Mean 
2007 

WSCC 
Mean 
2012 

Norm 
Mean 
2012 

Decisions are made 
at the appropriate 
level at this 
institution 

3.32 3.47*  3.17 

Information is shared 
within the institution 

3.12 3.46*  3.11 

My work is guided by 
clearly defined 
administrative 
processes 

3.61 3.55 3.39 

Positive work 
expectations are 
communicated to me 

3.88 3.86* 3.60 

Work outcomes are 
clarified for me 

3.74 3.68  3.54 

Professional 
development and 
training opportunities 
are available 

3.84 3.95*  3.64 

My work team 
coordinates its 
efforts with 
appropriate 
individuals 

3.75 3.65  3.73 

Satisfaction with the 
current method of 
job performance 
evaluation 

3.68 3.32 NA 

Current technologies 
practices and policies 
enable me to 
perform acceptably 

NA 3.73 NA 

My immediate 
physical work 
environment is 
satisfactory 

3.93 4.08 NA 

*Statistically significant difference between the mean and the norm 

based mean at the .05 level 
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6R4   How do your key student, administrative, and 
institutional support areas use information and results 
to improve their services? 

As we assess the needs of our students, administration 
and institutional support areas, emphasis is placed on 
areas of greatest need and impact that are designed 
and implemented by key support area teams. Having a 
well-rounded group of eleven teams covering a 
multitude of areas such as student success, institutional 
effectiveness, technology, safety, wellness, and course 
material affordability allows the College to respond to 
the needs of students and the improvement of services.  
Surveys and focus groups are conducted, information is 
gathered and results are presented to the appropriate 
support area or team.  The information provided in the 
form of data and feedback, in the form of suggestions 
for improvement, all lead us to maintain or improve our 
services, based on those results. 

In response to an identified need to improve technology 
services and processes, an IT Consultant was hired in 
2012 to assess our technology and IT department.  
Numerous individuals and groups from around the 
college were asked to talk with the consultant about 
ideas, suggestions and concerns regarding technology.  
Changes are just now beginning to be implemented 
with the publishing of the report in February 2013, but 
already the IT department has changed our network for 
guest access, two new technology teams have been 
created, and a new academic technology position has 
been requested for 2013-2014.   

In response the CCSSE data on student support, the 
Student Services department conducted an assessment 
of services most requested but lacking at West Shore.  
Two services rose quickly to the top.  In 2012, we 
launched a CARE team to assist students with issues of 
all types, including having a mental health counselor on 
staff part time to see students on our campus.  In 2012, 
we also changed the job duties of our former 
admissions director to encompass student activities as 
well.  After her hire, students have a manager to 
support their club requests and activities.  In the last 
year, we have added 8 clubs, which is more than have 
been added in the last 5 years total.   

Our Student Services Department recently made 
changes in the advising schedule in response to 
suggestions from staff.  In the past all advisors were 
available for advising appointments each day of the 
week.  Advising throughout the week, with small 
windows of time to work on projects, had not proved to 
be the most effective way to balance student advising 
needs and the requirements of the department heads.  
To gain efficiency with advising, a schedule was 
established to assign advisors to certain days of the 
week, thus providing them days to complete 
paperwork, attend necessary meetings on campus and 
perform follow-up duties as needed.  A typical weekly 
schedule is shown in Figure 6.6. 

Figure 6.6 Typical Advising  Schedule 

 

In 2010, our new Vice President of Administrative 
Services began an assessment of paper intensive 
processes at our college.  He soon suggested that one of 
the most inefficient practices for everyone was the 
paper purchase order request followed by paper 
purchase order, followed by paper bill and finally by 
paper check.  He implemented a P-card system for the 
college.  All managers and many other faculty and staff 
are issued a P-card upon hire, subject to limitations 
specific to job held.  As a result, most employees can 
buy an item directly, or charge travel to the college 
directly, without all the paper processing.  The chart 
below, Figure 6.7, estimates the 38% increase in 
efficiency we have incurred in the last three years.   

 

Monday Tuesday Wednesday Thursday Friday

Part-Time 

Advisor All Day

Part-Time Advisor      

All Day

Part-Time 

Advisor All Day

Part-Time 

Advisor All Day

8am - 9am X X X

9am - 10am Jill Shelby 

10am - 11am Shelby Advising Jill Chad Advising

11am - Noon Advising Advising Advising 

Noon - 1pm All Day X All Day All Day

1pm - 2pm

2pm - 3pm Chad 

3pm - 4pm Advising

4pm - 5pm

5pm - 6pm Juliann
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Figure 6.7 Savings with New P-Card System 
Volume Spent/Check Reduction Report 

  

Calendar 
Year 

  

Amount Spent 

Cks. Issued Count 

7/01/YY-12/31/YY 

2010 $    NA 2,993 

2011 $     1,044,727 2,279 

2012 $       1,177,936 2,169 

 

6R5. How do your results for the performance of your 
processes for Supporting Institutional Operations 
compare with the performance results of other higher 
education institutions and, if appropriate, of 
organizations outside of higher education?  

We compare ourselves to community colleges of like 
size. Michigan has 28 community colleges of which ten, 
often referred to as the “Small Ten,” are similar in size 
to West Shore.  The data comparison of these colleges 
and West Shore’s performances similarities, help us to 
compare ratings and set goals. See Figure 6.8 below, 
which shows where we rank in terms of cost per 
student.  We are pleased with our position in the 
middle 50% of the range.  We use Integrated 
Postsecondary Education Data System (IPEDS) reports 
as a comparison tool.  For example, see Figure 6.9, 
which shows West Shore in comparison to our IPEDS 
cohort.  Both of these charts indicate that we are 
relatively well funded for a small college, and that our 
expense allocations are consistent, even better, than 
other institutions of like size. In addition, we use the 
Facilities Condition Index and Financial Composite Index 
as a tool to measure performance, as seen in Figure 8.4 
in Category 8.  This tool helps us monitor and 
communicate financial health and risks thus aiding in 
analysis, risk management, and assessing future 
conditions as our strategic plan is implemented.    

 
 
 
 
 
 
 

Figure 6.8 Instructional Costs Comparisons for 
Michigan “Small Ten” Colleges 

COLLEGE NAME  COST COST 

  PER FYES PER CHES 

  (FTE)  (Credit Hr)  

ALPENA $5,889 $5,029 

BAY DE NOC $4,135 $4,080 

GLEN OAKS $4,281 $3,628 

GOGEBIC $5,138 $4,213 

KIRTLAND $5,350 $4,268 

MID MICHIGAN $3,149 $2,599 

MONTCALM $5,163 $4,428 

NORTH 
CENTRAL $4,089 $3,284 

SOUTHWESTERN $4,458 $3,571 

WEST SHORE $4,584 $3,931 

 

Outside perspectives are sought in the form of yearly 
audits of our operations that review controls and 
systems, good business practices, the Deferred 
Maintenance & Facilities Conditions, and the review of 
our position profiles are all conducted by outside 
organizations.  Internally all of these reports are 
reviewed by the College Board of Trustees. 

In review our comparisons available for PACE survey 
results, refer to Figure 6.5 above.  We are consistently 
higher than the norm base, sometimes significantly, as 
denoted by the asterisk.  Only in coordinating with 
appropriate individuals are we slightly lower.  Again, we 
feel this relates to the newness of many of our staff, 
and that this score will be higher in future survey 
administrations.  But, we continue to work on 
documenting our processes to aid in improvement.   

 

 

 

 

 

 

 



June 1, 2013 WEST SHORE COMMUNITY COLLEGE 

 

Category 6   89 

 
 

 

Figure 6.9.  West Shore vs. IPEDS Core Expenses per 
FTE 

 
 

 

 

6I1   What recent improvements have you made in this 
category?  How systematic and comprehensive are 
your processes and performance results for Supporting 
Institutional Operations? 

Examples of improved performance results include the 
following: 

Purchasing – procurement card implementation for cost 
savings and efficiency.  Online ordering through Office 
Max for additional cost savings and reduced wait time 
in delivery of product has been implemented. 

Business Services – modified delivery of services within 
food service and bookstore departments for increased 
cost savings and reduction in staffing hours. 

Auxiliary Services – recreation services saw the 
renovation of the service delivery physical space result 
in improved customer service and a reduction in staffing 
costs. 

Technology Services – commitment to the development 
of a new website for students, faculty, administrators, 

and the community.  A new RAVE system was 
implemented to alert students and employees in the 
event of an emergency.  A “Tech Help” program was 
implemented for immediate response to technology 
issues within the classrooms and offices. 

Creating an environment where learning can thrive is of 
great importance at West Shore Community College.  
All processes at an institution of higher education 
directly effect this environment.  In regards to 
institutional support services, the College made an 
improvement in the addition of procurement cards (P 
Cards) and has revamped the Food Service department 
for improved financial stability.  Based on P Card 
purchases the College entered in to an agreement with 
Office Max for office supplies at a cost savings.  
Departments may order individually and supplies are 
delivered directly to the departments within a day or 
two of order.  The College has also implemented a new 
windows based JENZABAR EX to assist in comprehensive 
tracking of students, accounting, and the support 
documentation of these areas.  JENZABAR EX is 
software designed to assist operational excellence and 
institutional success in three areas:  enrollment, 
retention and advancement. 

Since our last portfolio report the College has designed 
the administrative oversight of the areas of academic 
and occupational from a two dean system to a Vice 
President of Academics and Student Services with a new 
Dean of Instruction and a Dean of Student Services.  
Administration and faculty continue to meet 
collaboratively and assess performance results within 
the academic arena. 

Student support service improvements include the 
addition of counseling services, a CARE Team (designed 
to address behavioral issues), face to face new student 
orientation, book rentals, a developmental course 
menu (assisting students toward greater success), and 
an increase in student clubs and organizations.  

Finally, we have begun the work of revising all 
instruction and student services policies, and writing 
the accompanying college procedures, but it is slow 
iterative work.  We expect it will continue through the 
next year or two before completion.   

$5,343  

$472  

$1,916  

$2,628  

$2,124  

$1,124  

$5,497  

$0  

$972  

$2,031  

$1,483  

$1,746  

$0 $2,000 $4,000 $6,000

Instruction

Public Service

Academic Support

Institutional Support

Student Services

Other Core Areas

IPEDS 2011:  Core 
Expenses per FTE 

WSCC Comparison Group Median (N=30)
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6I2   How do your culture and infrastructure help you 
to select specific processes to improve and set targets 
for improved performance results in Supporting 
Institutional Operations? 

West Shore Community College has an expectation of 
excellence in regard to processes that support student 
learning.  The “student comes first” at West Shore and 
all processes, as well as improvement targets, are 
created with the success of the student in mind.  West 
Shore uses both the CSSEE and the PACE surveys to 
select specific processes for improvement and focuses 
heavily on input from faculty, students, and 
administration to further determine process 

improvement.  A team-oriented approach helps solicit 
feedback and provides for a variety of different 
perspectives.  Annual reviews of specific departments 
provide the mechanism whereby improvement may be 
carried out successfully.  Department administrators 
develop goals for their departments on a yearly basis 
and are evaluated on the outcome.  West Shore 
Community College has a culture of continuous 
improvement.  We use data to create the priorities of 
the college and then establish measurements for 
continuous improvement. 
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MEASURING EFFECTIVENESS, CATEGORY SEVEN 

 

Category 7, Measuring Effectiveness, is a category in which we are most proud of our progress, and yet most concerned 
about how far we have yet to go.  In our last portfolio, we were cited numerous times for lack of data to support our 
work, and for lack of setting targets with which to measure performance.  We prefer to set goals for improvement, and 
then monitor whether we have improved – and we have made significant progress in measuring effectiveness.  We have 
a specific goal “develop a data driven culture” in our strategic plan, and have drafted a new institutional dashboard, 
which will be launched next fall.  While incomplete, it is included in this chapter so you can see our work to date.  Our 
Board is well aware that outcomes are important indicators of effectiveness, and they are enthusiastic partners in 
planning how our dashboard results will be used to monitor our effectiveness.   

We judge ourselves to be on the high side of reacting, and so have room for improvement.  We now have an individual 
charged with institutional research on a part time basis, but we could use more capability in this area.  As discussed in 
previous categories, we also had a major upgrade to our student and administrative information system.  We 
participated in CCSSE for the first time, and have continued our use of the PACE survey for a third administration.  We 
have joined the National Community College Benchmarking Project beginning this June, which represents another 
significant step forward for us.  Our IR professional is enrolled in the Association for Institutional Research Data and 
Decisions Academy, which will advance us as well.  

Right now, a good portion of our data collection is de-centralized, and another portion is still in the developmental 
stage.  For example, we are still planning core data reports to accompany our new program review process.  It is often 
reactive and one very real limitation for us is the time to become proactive.  It is our hope that the National Community 
College Benchmarking Project will do some of that work for us, giving us not only access to more data, but helping us 
format it in ways that make it immediately accessible and useful.   

 

Processes (P) 

7P1. How do you select, manage, and distribute data 
and performance information to support your 
instructional and non-instructional programs and 
services? 

Data is collected as a way of answering questions about 
performance in program and service areas, and that 
data enables informed decision-making. Historically, 
this collection and management has been fairly 
decentralized. As we continue to build a culture of 
evidence and incorporate data-based decision making, 
departments and individuals have taken steps to gather 
benchmark data related to performance. For example, 
in fall 2012 the Student Services department began 
defining and gathering data on key performance 
indicators in an effort to improve efficiency and 
effectiveness in its operations. In March of 2011, West 
Shore hired a Registrar and Institutional Researcher, 

with the goal of developing and implementing an 
Institutional Research Model that will drive systematic 
and centralized data collection, management, and 
distribution as outlined in the Strategic Plan. This 
individual currently manages internal and external data 
requests and requirements related to student 
enrollment and performance. See Figure 7.1 for 
examples of regularly collected and reported data. 
Further institutional research begins with data that is 
readily available, and expands as needed.   Although 
data needed is often determined at various locations, it 
is distributed throughout the institution by means of 
reports posted on our network U:/ drive, division and 
department meetings, and during the college-wide 
planning sessions each semester.  IR also assists 
departments in accessing, understanding and visualizing 
relevant data items using appropriate methods. 

 

INTRODUCTION 

PROCESSES (P) 
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Figure 7.1 Sources of Data and Information 

Data/Performance 
Information 

Selection Management Distribution 

IPEDS Survey Data National Center for 
Educational Statistics 

IR Annual Data Feedback report. 

Graduate Survey Selected to meet state 
reporting needs. 

IR Annual results to program faculty, Dean, VP; 
shared with Board 

Registration Statistics Student Services/Board of 
Trustees/PLT 

IR, Admissions Daily update on web portal for staff 
Semi-annual report to PLT* and Board 

Licensure/Certification 
Pass Rates 

Reported for programs 
requiring certification 

Program chairs, IR Report to state, PLT, Board 

NOCTI* – Occupational 
Graduate Exit 
Assessment 

Occupational Faculty, 
Perkins 1P1 

IR Results sent to students, faculty, Dean, VP 

Personal Assessment of 
the College Environment 
(PACE) 

Employee Satisfaction 
and Institutional Climate 

IE* Team Summary report, employee focus groups, 
approx. biannually 

Community College 
Survey of Student 
Engagement (CCSSE) 

Student engagement, 
comparative data 

IE Team Summary report, student and employee focus 
groups, every 3 years 

Student Course feedback 
– Course specific 

Course/program faculty VP, IR* Report back to individual faculty & division 
chairs, VP shares aggregate data at faculty 
meetings 

Student performance 
data – retention, etc. 

Division/Course/faculty VP, Faculty Results sent to VP and Dean for dissemination 

Financial Reports Reporting and audit, 
internal monitoring 

Business Office On shared drive for staff access anytime 
PLT, Board monthly meetings 

Non-Returning Student 
Survey 

Regulatory reporting IR Report to state 

Transfer data Transfer Institutions IR Academic departments 

Program Review in 
Occupational Education 
(PROE) 

Program Review Occupational 
Programs, IR 

Academic programs, Report to state 

Dashboard Currently being 
developed by IE 

IE, IR  

Michigan Community 
College Enrollment Data 
(MACRAO) 

MACRAO weekly 
enrollment reports 

IR Available on MACRAO website, PLT, Board 

ACS Data State IR, Business Office Legislature 

*IR = Institutional Research   
IE = Institutional Effectiveness 
PLT = President’s Leadership Team 
MACRAO = Michigan Association of College Registrars and Academic Officers 
NOCTI = National Occupational Competency Testing Institute 

 

7P2. Selecting, Managing and Distributing Data to 
Support Planning and Improvement – How do you 

select, manage, and distribute data and performance 
information to support your planning and 
improvement efforts? 
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The selection, management, and distribution of data 
and performance information for planning and 
improvement begin with the IE Team. The IE Team is a 
cross-functional team of administration, faculty, and 
staff and acts to oversee all teams, both operational 
and project-based.   The IE team has identified key 
institutional performance indicators from various areas 
of the college that align with the institutional mission 
and is currently developing an institutional dashboard 
for communication and analysis purposes. These 
indicators were initially selected from sources outlined 
in figure 7.1, as the college regularly collects this data 
for reporting purposes. As the dashboard continues to 
develop, the IE team will identify and define additional 
measures, either for further analysis or as additional 
areas to monitor. 

Each team (and our teams are all cross functional) is 
asked to identify their data needs based on their team 
charter and to communicate those needs to the IR 
office.  The IR office then strives to develop reports that 
provide the requested information to the team.  
Sometimes, teams ask for information that is not readily 
available (such as a recent request for the annual 
number of first generation college students we have 
had in the last decade).   Because our IR office is still 
new, we are still working on processes that allow us to 
1) strengthen our data collected, and 2) reporting 
systems that yield easy access.  In 2011, we 
implemented a major upgrade to our student and 
administrative information system.  We now have the 
ability for many more staff to be trained in extracting 
data and reports from the system, which is greatly 
expanding our access to data.   

Each institutional division and department is 
responsible for identifying which processes drive critical 
outcomes in their respective divisions, and for ensuring 
that appropriate data are identified, collected and 
monitored in accord with these processes. The IR 
department provides support to some of these efforts, 
such as collecting graduate assessment data through 
NOCTI testing for occupational programs and 
distributing it to the individual faculty members to 
enable the divisions to develop curriculum 
improvement plans. In addition, individuals across 

campus contact IR for data they would like to analyze 
for planning and decision-making purposes. 

Employee gatherings and focus groups are another 
means by which the college collects valuable data. The 
IE team held a focus group with students after 
administration of the CCSSE survey to dig deeper into 
some of the question responses. The IE team also 
routinely holds focus groups after administration of the 
PACE institutional climate survey to disseminate and 
discuss the data within the various employee groups. 
Information gathered from these focus groups is then 
analyzed and used in further planning for improvement 
in employee gathering events, such as those events that 
occur annually as part of fall kick off when all employees 
are involved in reviewing data and providing input into 
college direction and priorities.  That input is given to 
the IE team, which is charged with finalizing and 
publicizing college plans.   

We use the U: drive, a shared network drive, to share 
documents with the campus community.  The planning 
manual, strategic plan, the technology plan, PACE and 
CCSSE survey results, etc. are all examples of items 
posted to the U: drive.   

Core Component 5.D.  

The institution works systematically to improve its 
performance. 

1. The institution develops and documents evidence 
of performance in its operations. 

2. The institution learns from its operational 
experience and applies that learning to improve its 
institutional effectiveness, capabilities, and 
sustainability, overall and in its component parts. 

As described above and below, we have a plan and a 
structure designed to assess and improve performance 
outcomes and operations both through our team 
structure and our operational structure.  We are 
progressively strengthening our ability to make data 
driven decisions and more staff have expanded access 
to data due to our 2011 upgrade of our student and 
administrative information systems.  We use both data 
and formal and informal feedback to assess and 
improve our operations via CQI systems.   
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We solicit external assessments such as our recent 
technology audit and annual financial audits to assure 
that our systems, capabilities and our ability to sustain 
college operations are sound, compliant, and 
appropriate.  When opportunities for improvement are 
found, we implement improvements.  We solicit mid 
year and annual reports, which are shared with our 
Board.  Our developing dashboard will allow us to 
assess institutional effectiveness, as it aligns with the 
core components of our mission, in a more data-driven 
way.   

7P3. How do you determine the needs of your 
departments and units related to the collection, 
storage, and accessibility of data and performance 
information? 

As previously stated, we completed an upgrade of the 
SIS, JENZABAR EX, in July of 2011. Through this process, 
data accessibility was evaluated for all college faculty 
and staff, and individuals were granted access based on 
an evaluation of necessity for operations and access to 
data.  Data extraction from EX is much less complex and 
cumbersome than it was in the previous system, 
allowing more individuals to develop simple queries and 
reports as needed. Individuals also work with IR to 
develop more complex custom reports of regularly used 
information and data needed, which are then stored in 
a shared location for ease of access. For example, there 
were many custom reports in both the records and 
admissions departments that needed to be recreated 
upon conversion to EX. IR worked with key individuals in 
these departments to recreate and improve these 
reports to ensure a relatively seamless transition to the 
new system. 

In addition, departments and individuals request data 
from IR to assist with planning, reporting, and decision-
making. IR evaluates the priority of each request using 
various factors, including any applicable deadlines, 
institutional impact, and complexity of the request. IR is 
currently in the process of developing a more formal 
and comprehensive data requesting format to further 
map data requested to the institutional vision, mission, 
core values, and strategic plan. 

Collection and storage of data and performance 
information outside of JENZABAR is not yet fully 
systematic. While most information and data is posted 
to the shared U:drive, and some departments have 
shared department drives, there is not currently a well-
developed method for cataloging the information 
available. A SharePoint website was developed upon 
conception of the JENZABAR upgrade and used for the 
2012 capital equipment requests, but has not been fully 
implemented beyond those projects. Continued 
development and improvement of the Institutional 
Research Model will include a data warehouse to store 
all data collected for analysis, reference, and 
improvement. 

7P4. How, at the institutional level, do you analyze 
data and information regarding overall performance? 
How are these analyses shared throughout the 
institution? 

Data and information regarding overall performance are 
analyzed at the institutional level by the IR office and by 
our senior administrators both collectively and 
individually.  The type and level of analysis varies by the 
type of information and the decisions that need to be 
made.  We regularly use Michigan Community College 
data, particularly of the “small 10” colleges to 
benchmark our operations, such as cost per FTE and 
tuition costs among many indicators available to us.  We 
also compare our operational effectiveness to previous 
years or previous surveys, such as annual enrollment 
and retention data, or PACE climate survey 
administrations.  On the academic side, we look at the 
Program Review of Occupational Education (PROE) 
documents to assess trends in occupational program 
performance, and at performance data via the various 
teams such as Student Learning Assessment and 
Student Success.  We also regularly solicit external 
assessments of performance, such as the recent 
technology audit and annual financial audits as well as 
internal reports of annual results and alignments with 
strategic plan.   

Analyses are shared through regular and annual reports 
to the Board, as well as many reports posted to the 
U:drive for employee access.  Some merit stories that 
are published in the campus newsletter, Shorelines, and 
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some make their way to publications or press releases.  
Teams post their meeting minutes on the network U: 
drive accessible by all employees. Data and information 
generated by departments and/or individuals is shared 
with administrators, then PLT; likewise, information is 
shared from PLT down through department 
administrators to staff and faculty.  We also share 
information verbally, through reports at employee 
meetings and board meetings, and activities such as the 
annual spring Team Fair.   

7P5. How do you determine the needs and priorities 
for comparative data and information? What are your 
criteria and methods for selecting sources of 
comparative data and information within and outside 
the higher education community? 

In determining data priorities for comparison, we begin 
with data that is already collected and readily available, 
and focus on the ability to use the data to identify areas 
for needed improvement. On an institutional level, 
comparisons are often made against national and state 
standards. We have traditionally compared ourselves to 
Michigan’s “Small Ten” community colleges. Referring 
to Figure 7.1, many of the items listed are comparable 
with other institutions of higher education. In some 
cases – like with CCSSE and PACE – we specifically chose 
to participate in these surveys because of the ability to 
compare our data with other institutions.  

Through participation in state-wide committees, 
comparative measures emerge. For example, the 
Michigan Association of College Registrars and 
Academic Officers (MACRAO) requests institutions 
report enrollment by head count, credit hour, and the 
percent change from the previous year. Data is reported 
weekly throughout the registration period each 
semester. This allows for ongoing comparison with 
other community colleges in Michigan to determine if 
we are following enrollment trends. 

Each student graduating from with an Associate of 
Applied Arts and Sciences must complete a competency 
exam in their area of study, as part of our compliance 
with the Perkins program. Most of our programs use an 
exam developed by NOCTI, the National Occupational 
Competency Testing Institute, who provides individual 

student reports that compare West Shore student 
performance with overall group, site, state, and 
national performance. This data is used to identify areas 
of strengths and weakness of our graduates to further 
improve curriculum. 

7P6. How do you ensure department and unit analysis 
of data and information aligns with your institutional 
goals for instructional and non-instructional programs 
and services? How is this analysis shared? 

As outlined in 7P2, the IE team directly oversees all 
operational and project-based teams. In addition, 
departments and individuals are requested to submit 
reports on planning and improvement projects for 
review by IE. Both processes work to ensure alignment 
with the strategic plan, mission, and vision and further 
help facilitate regular reporting to the Board of 
Trustees. 

As stated in 7P4, data and information is shared from 
individuals/departments up the ladder to 
administration, where further evaluation takes place. 
While a fairly informal process, due to our small size, 
the process works well because senior administrators 
are also unit administrators – which means that they 
are at PLT and IE when goals are determined and 
articulated, and they are also leading units and teams in 
work toward those goals in a hands-on way. We also 
request both mid-year and annual reports of 
accomplishments to document progress in alignment 
with both strategic plans and planned priorities.  
Analysis occurs both through U:drive and through 
departmental meetings and reports.   

7P7. How do you ensure the timeliness, accuracy, 
reliability, and security of your information system(s) 
and related processes? 

Our student and administrative information systems are 
centrally managed by a team of professional, well-
trained staff.  Systems are designed and managed to 
ensure timeliness, accuracy, reliability and security.  
Examples include:  All data is automatically backed up 
and password secured.  Servers and access points are 
designed with appropriate redundancy to ensure both 
access to and security of our data.  Access is granted to 
the information system based on job held and access 
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needed.  Staff does not have access to areas unrelated 
to their work assignment.  Many methods of error 
reporting and auditing have been developed and are 
being developed to ensure the integrity and accuracy of 
data and information. Procedures are developed with 
step-by-step instructions to minimize errors. IR 
evaluates areas where errors are consistently made, 
and provides training for individuals involved. Both IR 
and IT have staff responsible for checking on timeliness 
of data entry and data processing to meet deadlines.  
Upgrades are tested for value before installation, and 
upgrades are made at times that will not conflict with 
core operations.  Training in use of the system is 
available on demand, and additional casual user training 
is in development since there were so many changes in 
the recent major upgrade.   

IR currently manages all internal and external data 
requests, evaluating the level of institutional priority. 
Many factors contribute to the priority level, including 
the nature of the request, the complexity of the 
request, compliance requirements, deadlines, and how 
the data will be used in decision-making. A Data 
Requests Log is maintained to track requests and the 
location of any reports generated. Every effort is made 
to respond to requests in a timely, reasonable manner.  

 

 

7R1. What measures of the performance and 
effectiveness of your system for information and 
knowledge management do you collect and analyze 
regularly? 

We use the PACE survey to measure performance and 
effectiveness of our information and knowledge 
management systems.  This survey has been conducted 
multiple times, so trend data is available as well as 
comparative data.  We also use this system regularly as 
we comply with a variety of knowledge and information 
requirements, such as State reporting, IPEDs, and AQIP 
as well as internal requests from teams and 
departments.  Analysis of the adequacy of the system – 
both in terms of data available and access to that data – 
are communicated to administrators who are then 
responsible for improving those systems as needed.  

Some of that analysis is ad hoc and relates to small 
improvements and some of the analysis is systemic and 
must be addressed through the college planning and 
budgeting process.   

7R2. What is the evidence that your system for 
Measuring Effectiveness meets your institution’s 
needs in accomplishing its mission and goals? 
 

Strong results seen in Figure 7.2 indicate that 
employees feel they receive the information they need 
to do their jobs, and that they receive adequate 
guidance and feedback to do it well. 

 

7R3. How do your results for the performance of your 
processes for Measuring Effectiveness compare with 
the results of other higher education institutions and, 
if appropriate, of organizations outside of higher 
education? 

As seen in Figure 7.2 below, we compare favorably to 
the norm base of similar institutions who also use the 
PACE, which we deem likely to be institutions who care 
about institutional culture and performance.  Our 
numbers are higher across the board than the norm 
base, some of them significantly higher.  While we see 
this as favorable, we are also cognizant that we have 
room for improvement, and are working to improve 
both training and documentation of process in 
particular.   

 

 

 

 

 

 

 

 

 

 

 

 

 

RESULTS  (R) 
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Figure 7.2 CCSSE Results for Measuring Effectiveness 

Item 2007 
Mean 

2012 
Mean 

2012 
Norm 

The extent to which 
information is shared 
within the institution 

3.12 3.46* 3.11 

The extent to which 
institution-wide 
policies guide my work 

3.68 3.67 3.58 

The extent to which I 
receive adequate 
information regarding 
important activities at 
this institution 

3.62 3.75 3.61 

The extent to which 
my work is guided by 
clearly defined 
administrative 
processes 

3.61 3.55 3.39 

The extent to which 
unacceptable 
behaviors are 
identified and 
communicated to me 

3.68 3.64 3.60 

The extent to which I 
receive timely 
feedback for my work 

3.88 3.83* 3.57 

The extent to which 
decisions are made at 
the appropriate level 
at this institution 

3.32 3.47* 3.17 

The extent to which 
administrative 
leadership is focused 
on meeting the needs 
of students 

4.03 3.91* 3.63 

*T-test results indicate a significant difference between the mean 

and the Norm mean 

 

 

7I1. What recent improvements have you made in this 
category? How systematic and comprehensive are 
your processes and performance results for Measuring 
Effectiveness? 

The hiring of an Institutional Researcher has begun the 
process of centralized data collection and management 
from a broader, institutional perspective. Individuals 
and departments can now work with this individual for 
more efficient and effective data collection.  In addition, 
we continue to train new staff as they are hired in the 
report writing software so that individuals can access 
the information they need from the system without 
having to go through the IR department.  This has 
increased access to data significantly.  Our IR/Registrar 
is our student information systems expert, and she has 
taken a leadership responsibility in training staff – both 
new and experienced – in the use of the new system.  
We have identified a need to write more of the 
information down, particularly as we have many new 
administrators in the academic area and that 
improvement is proceeding incrementally.  These new 
administrators have also added new perspectives and 
critical thinking to additional uses of the system, and 
those new uses are being adopted as well.  One 
example is recording faculty workload in the system, 
which has never been done before, but which is 
invaluable both for academic planning and budgeting 
and for program evaluation.   

Implementation of JENZABAR EX has dramatically 
increased the ability for various faculty and staff to 
measure performance. The my.westshore.edu portal for 
students, faculty, and staff, allow more access to data 
and information needed for planning and decision-
making to both students and staff.   

The reorganization of the IE team aligned team and 
project goals and outcomes with the institutional 
strategic plan, mission and vision. In addition, 
development of a dashboard will allow all stakeholders 
a more efficient snapshot of institutional performance. 

West Shore has moved further toward establishing a 
culture that employs data-based decision making at all 
levels. We now see individuals and departments 
collecting performance data to inform decisions, where 
historically this was not the case. In addition, we are 
moving forward with developing systemic processes for 
measuring effectiveness, including the dashboard and 
development of an Institutional Research Model. 

IMPROVEMENT (I) 
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7I2. How do your culture and infrastructure help you 
to select specific processes to improve and to set 
targets for improved performance results in Measuring 
Effectiveness? 

The heart of West Shore’s mission, vision, and core 
values is “putting students first” in a continuous 
improvement model.  We set targets to improve from 
poor to good, good to better, better to great.  Fostered 
by involvement in the AQIP process, this more informal 
culture of improvement is steadily becoming more 
formalized and systematic. As a result of an AQIP action 
project, for example, we hired an IT consultant to 
evaluate the current processes and procedures related 
to information technology. Results of this evaluation 
have been shared with the campus community and a 
Technology Strategic Plan is being developed by the 
Technology team in cooperation with the IT department 
and administration  

In addition, one of our strategic goals, outlined in our 
Strategic Plan, focuses on building an evidence-based 
culture. As this goal continues to move to the center of 
our focus, the College as a whole has embraced the 

transition to using more data and information to inform 
decision-making and planning to a point where we need 
to look at expanding our IR office from part-time to full-
time to meet the demands for information.  That 
recommendation is currently being considered as part 
of our budgeting process.  .    

Our small size and existing culture of collaboration also 
allow us to quickly identify processes that may need 
improvement. In many cases, processes are modified as 
a result of collaboration among several departments or 
divisions, to improve efficiency and work flow for all 
involved. A good example of this is the recent 
modification to the process of reporting final grades for 
the fall semester. Faculty, student services staff, and 
respective administrators collaborated to modify the 
grade reporting deadlines as well as the winter 
semester start date to allow faculty enough time to 
enter grades, yet allow enough time for student 
services to run processes before the next term. time to 
meet the demands for information.  That 
recommendation is currently being considered as part 
of 

our budgeting process.   
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PLANNING CONTINUOUS IMPROVEMENTS, CATEGORY 

EIGHT 
 

 
Category 8, Planning Continuous Improvement, examines our planning processes in alignment with our continuous 
improvement practices, and both of these efforts are something we are actively working on improving.  In our last 
portfolio, this category was largely identified as needing improvement.  Our new strategic plan, right before our last 
systems portfolio, was designed to assign objectives to teams.  In practice, we found that objectives were too broad for 
teams to work with effectively, so our results were not as planned.  Simultaneously, there were some major changes to 
the organizational structure, and then a major upgrade to our SIS, which essentially slowed forward progress in 
advancing our planning processes – because all planning for an entire school year revolved around the SIS upgrade.  The 
2011-2012 year brought new emphasis to this category, partially developed at our Strategy Forum.  We recommitted to 
our strategic plan goals and realigned the work of teams through a refocusing of the IE team, as discussed previously, to 
lead planning, accreditation and teams.  As a result, strategies were further refined into priorities and assigned to 
departments or teams.  Progress is monitored in mid-year and end of year reports.   

This category, then, has been written from the perspective of the present, in terms of planning processes in place since 
2011.  While we believe we would have been judged as reactive prior to 2011, we are moving forward and are now 
much more systematic in our approach and believe we are moving toward aligned.  We have completed an annual 
priorities and reporting cycle for multiple years so the processes are becoming stable.  We now have a senior 
administrator with direct oversight responsibilities for this process, so it is receiving more college wide emphasis.  Each 
of the last two Fall Kickoff events, and the one planned for this August all feature planning activities prominently.  We 
still need improvement, as stated previously, in our efforts to become a data-driven culture, and to use data more 
effectively in seeking results and documenting improvements.  While we feel we have made progress, we continue to 
improve and we will be completing a major revision to our strategic plan during the 2013-2014 year.  Access to NCCBP 
data and a second administration of CCSSE will support greater complexity in using data to support improvement. 

 

 

8P1. What are your key planning processes? 

West Shore’s key planning processes are strategic 
planning, AQIP, facilities master planning, and financial 
planning, which all align with the College’s mission and 
vision (Figure 8.1).  These processes encompass inputs 
from the Higher Learning Commission, the State of 
Michigan and regional constituents, Board of Trustees, 
and are coordinated through the efforts of the IE Team.  
The IE team is an operational (continuous) team that 
includes administrators, faculty and staff, and the 
team’s role is to maintain and support the AQIP model 
of accreditation, implement initiatives that support the 
strategic plan of the College, and assure institutional 
effectiveness through institutional assessment.  

Planning, including identification of priorities and major 
projects occurs annually.  Budget priorities are annually 
reviewed, prioritized and allocated.  AQIP action 
projects and planning priorities are used to guide 
priorities for available funding.  The facilities master 
plan is reviewed and updated annually.  The Capital 
Equipment team contributes the review and 
prioritization of capital and technology resources.  In 
addition, this year, the College also conducted a 
thorough assessment of information technology 
services and created a new College strategic technology 
plan.  All plans include Board review and approval. 

8P2. How do you select short- and long-term 
strategies? 

Long-term and short-term strategies are selected as 
part of the College’s planning process.  Since 2008, we 

INTRODUCTION 

PROCESSES (P) 
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have been working with the 2008-2013 strategic plan 
(See Figure 8.2, next page), and with input and feedback 
garnered through national and state data, including 
CCSSE, PACE, NOCTI, and Michigan Community College 
ACS data sets.  The College is currently preparing for a 
revision of the strategic plan, which will occur during 
the 2013-2014 school year.  Long term strategies are 
largely driven directly from the strategic plan strategies, 
while short term strategies come through college 
community collaboration. 

Figure 8.1 West Shore Mission and Vision 

Mission Statement 
West Shore Community College’s Mission is to make our 

community a better place in which to learn, live, work and 
prosper.  

 
Vision Statement 

Our vision is to be one of America’s premier community 
colleges, driven by a passion for:   

Assuring student success 
Serving our entire community; and 

Pursuing greatness. 

Following the development of the new strategic plan in 
late 2008, the plan was implemented in 2009 with the 
assignment of specific strategies to a number of 
strategic teams.  During the course of the 2009-2010 
year, it became clear that the strategies were too broad 
and teams were working at cross- or overlapping 
purposes.  At the May 2010 AQIP Strategy Forum, the 
group determined that the College had too many teams 
and that it would be better served by more focused 
effort with fewer teams and stronger coordination.  
Upon their return, they combined the former Strategic 
Planning team and the Institutional Effectiveness Team 
into one team with a broader coordinating role, as 
above.   Since that time, using Mission, Vision, and the 
Strategic Plan as the roadmap, the IE team has solicited 
input from the campus community about priorities 
during campus in-service days so that widespread 
participation is possible, and has used that information 
to develop both institutional priorities and to identify 
project teams for the upcoming year.  Annual priorities, 
team listings and team charters are published in the 
Annual Planning Manual, which is distributed every 
August.  See Figure 8.3. Planning priorities.  

Figure 8.3 Planning Priorities for 2012-2013 

 
8P3. How do you develop key action plans to support 
your organizational strategies? 

As seen in the Figure 8.3 above, annual priorities are 
assigned to an administrative quadrant of the college, 
or to an interdisciplinary team through the guidance of 
the Institutional Effectiveness team.  For another view 
of the content see figure 8.13, in which mission, 
strategic plan and action priorities are aligned.  
Administrators and/or team leaders develop action 
plans to implement projects or activities in alignment 
with annual priorities.   

8P4. How do you coordinate and align your planning 
processes, organizational strategies, and action plans 
across your institution’s various levels? 

The Institutional Effectiveness team serves as the 
coordinating body for planning, strategy and 
implementation.  The team develops and publishes the 
planning manual for the year each August, a document 
that encompasses mission, vision, strategic plan, annual 
priorities and team charters.  The team coordinates the 
volunteer/ assignment process that populates the 
teams, and manages team memberships.  Project 
teams, including those identified as AQIP Action Project 
Teams are asked to write a team purpose statement, 
which is reviewed by the IE team.  The IE team also 
provides coordination for monitoring activities such as 
mid-year progress reports and annual team reports.   
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Figure 8.2 2008-2013 Strategic Plan 
West Shore Community College Strategic Plan Goals and Strategies 

 
Goal #1 – Optimize Access, Learning & Success  

Strategy 1.1: Provide a comprehensive array of student support initiatives.  
Strategy 1.2: Design our services, access to staff, facilities and hours of operation around the needs of our students and our 
community.  
Strategy 1.3: Measure and improve the quality of learning and its impact on the student.  
Strategy 1.4: Foster and maintain academic integrity.  
Strategy 1.5: Develop and strengthen relationships with other academic institutions that assure that transitions for students 
are as seamless as possible.  
Strategy 1.6: Create an awareness of human diversity and the impact of globalization.  
Strategy 1.7: Develop alternative sources of revenue to support students and programs.  

 
Goal #2 – Lead Our Community in Developing Collaborative Relationships  

Strategy 2.1: Support K-12 schools in their continuing development of quality learning.  
Strategy 2.2: Make purposeful community connections.  
Strategy 2.3: Explore and support the process of regional thinking.  

 
Goal #3 – Serve As a Catalyst for Economic Development and Entrepreneurship  

Strategy 3.1: Respond to the needs of business and industry.  
Strategy 3.2: Work regionally with economic development organizations.  
Strategy 3.3: Share our resources and expertise with the community.  
Strategy 3.4: Proactively participate in the development of entrepreneurship support systems.  
Strategy 3.5: Stimulate entrepreneurial thinking within ourselves and our students.  
Strategy 3.6: Actively serve as a regional convener.  
 

Goal #4 – Provide an Exceptional Campus Experience for Students, the Community and Ourselves  
Strategy 4.1: Develop an astonishing level of service.  
Strategy 4.2: Develop facilities that are attractive, inviting, functional and green.  
Strategy 4.3: Expand and promote opportunities for the community to visit and participate in campus activities and events.  
Strategy 4.4: Strengthen the connections between students and campus.  
Strategy 4.5: Maintain and improve a positive institutional climate.  
 

Goal #5 – Model Stewardship of Our Resources  
Strategy 5.1: Recruit and hire the best people; provide opportunities for professional growth for every employee; and 
enhance rewards for outstanding contributions.  
Strategy 5.2: Invest our financial resources to drive our vision.  
Strategy 5.3: Maintain the facilities and grounds at an exceptional level.  
Strategy 5.4: Formulate an approach to environmental sustainability on campus.  

 
Goal #6 – Build an Evidence-Based Culture  

Strategy 6.1: Embed AQIP continuous quality improvement philosophy across the campus.  
Strategy 6.2: Create and implement an institutional research model.  
Strategy 6.3: Develop and apply sound research methodology in the collection, interpretation and application of data. 
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8P5. How do you define objectives, select measures, 
and set performance targets for your organizational 
strategies and action plans? 

This year, the IE team has led the development of a new 
institutional dashboard, aligned with the mission 
statement that drives our (seen in Figure 8.7) 
institutional outcomes – making our community a 
better place in which to learn, live, work and prosper.  
We have developed institutional measures for each of 
the four outcomes, and have worked to align these 
outcomes with our current strategic plan (Figure 8.13).  
It is our intent to assure strong alignment between 
institutional outcomes, strategic plan and dashboard 
measures as our strategic plan is redesigned next year.  
As we work at the institutional level assessment, we 
continue to use current practices in asking teams to 
select projects and measures.   

Objectives, timelines and performance measures for 
strategies and action plans are defined and managed by 
administrators and/or team leaders who are charged 
with completion of a project.  These are reviewed and 
monitored by the IE team, as a member of the IE team 
is assigned to oversight of each effort.   
 

8P6. How do you link strategy selection and action 
plans, taking into account levels of current resources 
and future needs? 

The strategic plan drives the annual budgeting process, 
including capital (facilities) and technology, human 
resources staffing, and operations.  For example, one of 
this year’s strategies is to develop a new Foundation 
leadership plan.  That strategy requires a new position, 
which has been prioritized for next year’s budget.  The 
annual budget process is an important facet of 
connecting strategy to resources, which is why we also 
retain the flexibility to respond to emergent needs or 
opportunities outside of the traditional budgeting 
process as well.    

Core Component 5.A.  

The institution’s resource base supports its current 
educational programs and its plans for maintaining 

and strengthening their quality in the future. 

West Shore Community College has a sound and stable 
resource base to support both current and future 
operations and improvements.  The College is debt-free 
and maintains a healthy operating fund balance. The 
District enjoys relatively static property values and 
steady enrollments, which have led to stable, although 
not rising, revenues even in a time of decreasing state 
support.  The College deliberately maintains an 
affordable in-district tuition rate (4th lowest of the 28 
Michigan community colleges, and 2nd lowest of the 10 
small colleges).   

5.A.1. The institution has the fiscal and human 
resources and physical and technological 
infrastructure sufficient to support its 
operations wherever and however programs 
are delivered. 

The institution has the resources and infrastructure 
sufficient to support its operations wherever and 
however programs are delivered.  From a fiscal 
perspective, one measure of health is the Composite 
Financial Index, as reported to HLC annually.   As seen in 
Figure 8.4, West Shore has maintained a score between 
5 and 7 for the last five years, with our highest rate 
being FY11.  The score indicates the overall fiscal health 
of the institution is strong.   
 
In addition, the college is also healthy from a facilities 
perspective.  The College’s most recent Facilities Index 
Score is 3.9%, which indicates our facilities are in good 
condition, well-maintained and up-to-date.  In terms of 
technology, a recent assessment of our IT infrastructure 
cited that we were reasonable and consistent in 
comparison to other colleges, and while there is room 
for improvement, we are fundamentally sound.   
 
5.A.2. The institution’s resource allocation process 

ensures that its educational purposes are not 
adversely affected by elective resource 
allocations to other areas or disbursement of 
revenue to a superordinate entity. 

IPEDS data showing the percent distribution of core 
revenues for fiscal 2011 against our comparison group 
median indicate that our distributions are consistent 
with other institutions of similar size, and that the 
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College focuses more resources on instruction, 
academic support and student services combined than 
similar institutions, which is consistent with our motto 
of “putting students first.”  See Figure 8.5 below. That 
motto also guided the order of facilities renovation, 
placing student intensive facilities first and 
administrative sections, including the President’s office, 
last.  

Figure 8.4 West Shore Composite Financial Index 
Compared to Benchmark 

 
 

5.A.3. The goals incorporated into mission statements 
or elaborations of mission statements are 
realistic in light of the institution’s organization, 
resources, and opportunities. 

Our mission is to make a positive difference for our 
community, which we believe is a very realistic guiding 
force for our planning.  Our institution’s goals are 
consistent with mission, vision, strategic plan and our 
resources.  Our Board has reviewed and approved all of 
these plans in alignment with the powers and duties of 
the board (Board Policy 1012), and the Michigan 
Community College Act (MCL 141). 

5.A.4. The institution’s staffs in all areas are 
appropriately qualified and trained. 

The College has a process for identifying and ensuring 
staff in all areas of the college are appropriately 

qualified and trained, which is detailed in Category 4.  In 
comparison to similar institutions as reported in the 
2011 IPEDS Data Feedback report, West Shore’s staffing 
is comparable and stronger than other institutions of 
similar size and scope, as depicted in Figure 8.6.  

Figure 8.5 West Shore vs. IPEDS Core Expenses per FTE 

 
 

5.A.5.  The institution has a well-developed process in 
place for budgeting and for monitoring 
expense. 

The institution has a sound and consistent process for 
budgeting and for monitoring expense.  According to 
Board Policy, section 6 (Business Services) the College 
prepares a budget annually in alignment with the 
system of accounts adopted by the State of Michigan 
and the standards of the Governmental Accounting 
Standards Board (GASB).  Further, financial statements 
are submitted to the Board monthly, with oversight 
from the Board Administrative Committee.  Finally, 
annual audits are conducted.  The most recent audit 
was approved by the Board in November, 2012 and 
indicated a clean audit.   

Operating budgets and capital budgets are separately 
maintained and funded.  This division facilitates team-
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based decision making on capital expenses at the 
organizational level, as well as easy monitoring.   

 
Figure 8.6 IPEDS Data on Staff Category per FTE vs. 
Comparison group

 
 

From a management perspective, all college procedures 
on expenditures are available to all employees on the 
U:drive.  And up-to-date reports of expenditures on a 
monthly basis and in real time are available on the 
campus U:drive and on the web portal, 
my.Westshore.edu, facilitating easy monitoring of 
budgets.  Administrators are expected to assure that 
expenditures not only follow policy and procedure, but 
exhibit prudent stewardship of state and student funds.  

 

8P7. How do you assess and address risk in your 
planning processes? 

The IE team is responsible for oversight for the strategic 
planning process for the College.  As part of that role, 
the team is responsible for review and monitoring of 
the College’s progress toward goals, objectives and 
projects as well as developing an institutional 
dashboard to monitor institutional outcomes in 

alignment with mission.  The IE team assesses and 
addresses risk as part of that process.  We look for 
trends and monitor them, looking at the situation 
comprehensively before moving forward with major 
new objectives.  For example, when approached to 
build a new business incubator on our campus, we 
conducted a thorough inclusive incubator study – which 
indicated the community desired incubator services, but 
not a physical incubator, thereby saving the college and 
community money by not building unneeded space.   

8P8. How do you ensure that you will develop and 
nurture faculty, staff, and administrator capabilities to 
address changing requirements demanded by your 
organizational strategies and action plans? 

The college ensures that we are developing faculty, staff 
and administrators capabilities in several ways.  At Fall 
Kick-off all employees are given a WSCC Planning 
Manual which contains an Introduction to AQIP, our 
Mission, Vision and Core Values, our Strategic Plan, 
Year-End Reports, our College Priorities, Team 
Development and our Operational Teams.  Yearly 
development of this manual keeps the college’s 
employees up to date on the continuous process of 
improvement. 

The College regularly uses time at all staff in-service to 
update the campus community on progress toward 
goals and objectives, as well as to solicit input for 
upcoming priorities and projects.  In addition, each 
team charged with a project is encouraged to engage in 
professional development that will support the success 
of the project.  For example, the Student Learning 
Assessment team sent five people to the HLC 
Assessment Workshop last fall.  The Student Success 
team took a dozen people to the Michigan Community 
College Student Success Summit.  The same idea is 
practiced by managers in working with staff that take 
on new work roles or take on new projects.  For 
example, when West Shore began its new initiative to 
pursue nursing program accreditation, we sent the 
nursing program director and two faculty to an NLN 
accreditation preparation workshop.  Funding is made 
available both through departmental budgets and 
professional development funding managed by the 
Professional Development team, which is available to all 
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employees through application and review.  In this way, 
we can continue to learn about best practices, learn 
new skills and bring that learning back to the College for 
integration into West Shore’s plans and practices.   

Additionally, the College has funded release time for a 
faculty member who serves as the AQIP liaison for many 
years.  That faculty member works with individuals and 
teams throughout the college in helping them plan and 
implement and evaluate continuous improvement 
practices.   

 

 

8R1. What measures of the effectiveness of your 
planning processes and systems do you collect and 
analyze regularly? 

West Shore has recently developed, and is in the 
process of implementing, a new institutional dashboard, 
which measures the effectiveness of mission 
achievement.  See Figure 8.7.  In addition, the College 
uses PACE and CCSSE results to measure effectiveness.  
While CCSSE was new to the College in 2011 and 
therefore will serve as a baseline, the College has used 
PACE three times since 2005 and is now garnering trend 
information.  We also completed a quality survey in 
2010, and plan to repeat in 2013.   

8R2. What are your performance results for 
accomplishing your organizational strategies and 
action plans? 

West Shore has made good progress in improving our 
level of assessment of performance results since our 
last systems portfolio in 2009.  The addition of a part 
time institutional research office has assisted in this 
progress.  West Shore is in the process of implementing 
a new institutional dashboard that will increase our 
ability to monitor and measure our performance 
results.   

Preliminary work on the dashboard gives us insight into 
the performance results for key measures as seen in 
Figure 8.7.  Until this work is complete, we continue to 
measure our results by identifying improvements 
needed (strategies/action plans) compared with actual 
outcomes/improvements (performance results).  See 
Figure 8.12. 

Figure 8.7 Core Dashboard Elements 

Mission 
Outcome 

Key Indicator Measure Trend 

LEARN Retention Rate 
 

60%  

 Graduation 
Rate 

 

20%  

 Transfer Out 
Rate 

20%  

LIVE Community 
participation 

in college 
events 

6,875  

WORK Employment 
within 6 mo of 

graduation 

74.6%  

 WSCC 
Institutional 

Climate 

3.87  

PROSPER Cost of 
Attendance 

$11,148  

 Student 
Headcount 

1,488  

 

 

Composite 
Financial Index 

6.9 

 

 

 

 

8R3. What are your projections or targets for 
performance of your strategies and action plans over 
the next 1-3 years? 

We intend to improve every key indicator measured in 
our core dashboard (as shown in Figure 8.7), with 
emphasis on learn, live and work.   

In addition, as currently planned, we have 18 major 
action plans in process over the next 1-3 years.  See 
Figure 8.13.   

 

 

 

RESULTS (R) 
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8R4. How do your results for the performance of your 
processes for Planning Continuous Improvement 
compare with the performance results of other higher 
education institutions and, if appropriate, of 
organizations outside of higher education? 

West Shore is particularly proud of its accomplishments 
in “Putting Students First.”  It is more than our tagline; it 
is an integral driving force for determining plans of 
action and for determining if we have met our goals.  In 
looking at our PACE survey results compared with the 
NILIE norm base of other two year institutions that use 
this survey, West Shore was statistically significantly 
higher in 10 of 12 measures of student focus, with an 
overall score of 4.19 compared to 3.94 in the norm 
group.  See Figure 8.8.   

Figure 8.8 PACE Results Student Focus 

Item WSCC 
Mean 

Norm 
Base 

Student needs are central to what 
we do 

4.19* 3.80 

My job is relevant to this 
institution’s mission 

4.53* 4.33 

Faculty meet the needs of 
students 

4.21* 3.92 

Student ethnic and cultural 
diversity are important 

3.77 3.94 

Students’ competencies are 
enhanced 

4.14* 3.85 

Non-teaching professional 
personnel meet the needs of 
students 

4.04* 3.85 

Classified personnel meet the 
needs of students 

4.03* 3.81 

Students receive an excellent 
education at this institution 

4.35* 4.07 

This institution prepares students 
for a career 

4.22 4.04 

This institution prepares students 
for further learning 

4.38* 4.04 

Students are assisted with their 
personal development 

4.17* 3.80 

Students are satisfied with their 
educational experience 

4.14* 3.89 

Overall 4.19* 3.94 
*Significant difference between the mean and the norm base. 

On other measures related to institutional planning, as 
measured by the PACE survey, West Shore also fared 
well by comparison, as shown in Figure 8.9.   

Figure 8.9. PACE Survey Results vs Norm 

Measure WSCC 
Mean 

Norm Base 
Mean 

The actions of this institution 
reflect its mission 

4.07* 3.78 

I am able to appropriately 
influence the direction of this 
institution 

3.34* 3.10 

Open and ethical 
communication is practiced at 
this institution 

3.56* 3.24 

I receive adequate information 
regarding important activities 
at this institution 

3.75* 3.61 

Student needs are central to 
what we do 

4.19* 3.80 

*Statistically significant difference between the mean and the norm 
based mean at the .05 level 

8R5. What is the evidence that your system for 
Planning Continuous Improvement is effective? How 
do you measure and evaluate your planning processes 
and activities? 

In 2010, we conducted a local quality survey to 
determine the level of engagement in quality practices 
and principles.  The results are reported in Figure 8.10 
below.   

Figure 8.10 Quality Survey Results from 2010 
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This data (Figure 8.10) told us that while people knew 
we had a CQI program, they weren’t using it as 
effectively as we would like.  Due to the SIS upgrade 
and many staffing changes in the last two years, training 
was postponed.  Only now, in 2013 are we returning to 
quality training better equipped with an IR Office and 
better access to data to show employees how to 
integrate CQI principles in the work of departments and 
teams.   

We also used our PACE survey results to look at trends 
in the way employees viewed their ability to enter into 
college planning efforts.  As seen below, in Figure 8.11.   

Figure 8.11 PACE Survey Trends Re Planning  

Measure WSCC 
Mean 
2005 

WSCC 
Mean 
2007 

WSCC 
Mean 
2012 

The actions of this 
institution reflect its 
mission 

3.66 4.07 4.09 

I am able to 
appropriately 
influence the 
direction of this 
institution 

2.95 3.25 3.34 

Open and ethical 
communication is 
practiced at this 
institution 

2.88 3.34 3.56 

I receive adequate 
information 
regarding important 
activities at this 
institution 

3.25 3.62 3.75* 

Student needs are 
central to what we 
do 

3.78 4.20 4.19 

 

Also, as seen in Figure 8.11, West Shore scores well in 
measures of action matching mission, and in putting 
students first.  Annual and mid-year reports of planning 
progress have been in place for the last two years.  They 
are presented to the Board and to the College 

community.  Processes are measured against 
achievement of intended results.  The Institutional 
Effectiveness team is charged with reviewing planning 
processes and making improvements to the system 
annually.   

 

 

8I1. What recent improvements have you made in this 
category? How systematic and comprehensive are 
your processes and performance results for Planning 
Continuous Improvement? 

There have been numerous improvements related to 
this category since our last systems portfolio in 2009.  
Almost all of them have been targeted to improving our 
systematic and comprehensive approach to planning.  
While we feel we still have room for improvement, we 
are also pleased with the improvements we have made: 

The creation of an Institutional Research office in 2011 
has greatly enhanced our ability to make data-informed 
decisions, such as reforming our program review 
process and identifying priorities for the student 
success projects.  This office has made it possible for the 
College to create and implement an Institutional 
Dashboard.   

Filling the position of Vice President, Academic and 
Student Services after an 18 month vacancy has 
increased our attention to both accreditation and 
planning through specific role assignment to these 
efforts.  This position serves as the College’s 
accreditation liaison officer and also as the Chair of the 
Institutional Effectiveness team.   

The Institutional Effectiveness Team charter was 
expanded in 2010, after a Strategic Forum group 
determined that the College would be better served by 
one team responsible for institutional effectiveness, 
teams infrastructure and planning rather than multiple 
groups.  In this new role, in the last two years, the team 
has:  

 expanded its membership to be more 
representational 

 written team charters for every team 

 written team procedures that describe how teams 
are created, operated and are monitored 

IMPROVEMENT (I) 
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 formulated Team Fairs annually that allow the 
campus community to interact with and learn about 
the work of teams 

 emphasized the use of the U:drive as the main 
repository of the work of all teams.  The drive is 
available to all employees 

 led creation of the institutional dashboard in 
alignment with mission 

 expanded the annual planning manual to include 
planning, teams and AQIP information 

 led professional development sessions on planning 
at In-Service 

We just completed a new organizational planning 
process, with the help of consultants, in the creation of 
a new strategic technology plan, designed to help us 
improve technology services, technology process and 
technology decision making for the present and the 
future.   

We also are in the process of completing a new 
assessment plan, based on the work of an action team 
on core abilities.  This new plan has enjoyed widespread 
support and eager engagement by the faculty.   

We have been upgrading our access to data and 
information with the institution of CCSSE in 2011, and 
PACE in 2012.  We have also joined the National 
Community College Benchmarking project.  We have 
also been in the preparatory phase for a major update 
to our strategic plan, and have conducted a number of 
industry focus group sessions this year to garner 
external input.  We have a major launch scheduled for 
Fall Kickoff 2013.   

Perhaps most indicative of continuous improvement, 
the College has made significant changes in the way it 
has created this systems portfolio.  In the past, a small 
group was charged with investigating and writing the 
portfolio, which was then shared with the campus.  This 
year, we created a large team of 19 employees across 
all campus groups, and charged sub-teams of 2-3 with 
leadership in the drafting of each category.  The team 
met weekly, and all categories were reviewed and 
revised by the team as a whole.  This process has 
greatly enriched the comprehensive nature of the 
document and has also enhanced college-wide 

involvement with the development process.  Please 
note that a team of 19 represents over 20% of our full-
time staff, including over 15% of our full-time faculty. 

 

8I2. How do your culture and infrastructure help you 
to select specific processes to improve and to set 
targets for improved performance results in Planning 
Continuous Improvement? 

Since the establishment of West Shore Community 
College in a small, rural community, we have focused on 
student success and community enrichment through 
continuous improvement.  Our quality journey began 
over 25 years ago, and while our emphasis is on making 
improvements over meeting targets, we are committed 
to a culture of consistently asking ourselves how we can 
be better.  Our entire strategic plan was based on the 
model “From Good to Great” and our vision describes 
our focus on “traveling a journey that will never end – 
the pursuit of greatness.”  We live a culture of 
continuous improvement every day.  We use that 
culture of improvement to focus attention on those 
processes and results that will help us move forward.  
“We don’t do that here” or “we tried that and it didn’t 
work” are rarely heard at West Shore.   
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Figure 8.12 Selected examples of Performance results in alignment with College plans since 2010 

College Goal Strategies/Action Plans Performance results 

Optimize Access, 
Learning & 
Success 

Improve fine arts facilities.  Provide upgraded 
classrooms for teaching arts related 
coursework. 

Major remodel of arts & sciences center with new music, art 
and theatre space and two new classrooms, & art gallery. 

Implement Academic Plan process Process integrating advising and monitoring of student 
academic progress has increased student retention rates 

Implemented Student Success position New position integrating testing, tutoring, and disability 
services has increased collaboration between departments 
and enhanced services for students 

Implemented CARE team Over 46 reports in first year of operation  

Lead Our 
community in 
Developing 
Collaborative 
Relationships 

Build stronger relationships with ELA instructors 
at local K-12 schools. 

Literacy Network for shared professional development and 
networking completed 6

th
 event in 2012.  Respondents 

report improvements in shared understanding and in 
collaboratively developing writing projects. 

Work with Mason-Lake ISD (now West Shore 
ESD) to develop and implement innovative early 
college model on West Shore’s campus. 

2010 – Model approved  
2011 – First cohort of 37 students  
2012 – 30 students completed third semester of program 
(retention rate of 81%) 

Serve as a 
Catalyst for 
Economic 
Development 
and 
Entrepreneurship 

Redesign workforce development unit with 
increased emphasis on entrepreneurship 

 Incubator study completed indicating need for virtual 
incubator services  

 New Director, Business Opportunity Center hired 

 Unit received grant funding from NACCE and Prima Civitas 
Completed 2

nd
 annual elevator pitch event 

 Started local inventor’s network 

Increase business relationships and contracted 
training 

250% increase in business focused training attendees 
44% increase in manufacturing program enrollments, with 12 
different companies sending employees for training. 

Provide an 
Exceptional 
Campus 
Experience for 
Students, the 
Community and 
Ourselves 

Put students first PACE survey results indicate a slight increase in Student 
Focus from 4.17 in 2007 to 4.19 in 2012. 

Improve institutional climate PACE survey results indicate slight increase on Institutional 
Structure score from 3.53 in 2007 to 3.59 in 2012.   

Institute employee wellness program Low risk staff increased from 66% to 86%,with concurrent 
decreased in both high and moderate risk 

Activate RAVE emergency notification system System facilitates instantaneous notification of subscribed 
students and staff for emergencies/closures, etc. 

Model 
Stewardship of 
Our Resources 

Implemented self-funded insurance Saved over $200,000 in first year alone.  Contribution rates 
by employees have stayed level for 2 years. 

Implemented Purchasing card system P-Card system reduced the number of purchase order 
transactions by 38%, saving approximately  $60,000  

Completed major upgrade of JENZABAR system Made new services available to students; added efficiencies 
for employees 

Completed hiring process review Action project revised College hiring process and is piloting 
using assessment testing as part of employee hire.   

Selected new audit firm Deliberate decision to garner “new eyes” garnered new 
insights for procedure improvement 

Build an 
Evidence- Based 
Culture 

Create an institutional research office Office created in 2011.   

Develop an institutional dashboard Dashboard drafted in 2012. 
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Figure 8.13 Performance Projections for 2013-2015 in alignment with mission and plan 

Mission  Strategic Plan Strategies Current planning and Budget 
Priorities 

Projections for Performance 

LE
A

R
N

 

Strategy 1.1: Provide a comprehensive 
array of student support initiatives.  

Increase student completion rates 
 

Increase student completion 
rates by at least 5% 

Expand veterans services Become certified as veteran 
friendly college 

Strategy 1.2: Design our services, access 
to staff, facilities and hours of operation 
around the needs of our students and 
our community.  

Develop writing center 
 

New writing center offered to 
students by Winter 2014 

Strategy 1.3: Measure and improve the 
quality of learning and its impact on the 
student.  

Implement new assessment plan 
based on core abilities  
 

Results reported for 2013-2014 
with improved writing results 

Strategy 1.4: Foster and maintain 
academic integrity.  

Revise Board instructional and 
student services policies 

Policies all revised and approved 
by May 2014 

Strategy 1.5: Develop and strengthen 
relationships with other academic 
institutions that assure that transitions 
for students are as seamless as possible.  

Renew general education 
requirements in alignment with 
transfer needs 

New requirements approved by 
December 2013 for inclusion in 
new curriculum guide 

LI
V

E 

Strategy 1.7: Develop alternative sources 
of revenue to support students and 
programs.  

Develop a new Foundation 
leadership team/ Launch new 
major gifts campaign to increase 
student scholarships 

Hire Director by July 2103.  
Launch campaign by December 
2013. 

 Eliminate late registration/ Revise 
new student orientation 

Pilot Fall 2013, implement for 
2014-2015 year 

Renovate Tech Center Plan renovation in 2013-2014 

Strategy 2.3: Explore and support the 
process of regional thinking.  

Revise strategic plan 
 

Revised plan approved by Board 
December 2013 

Strategy 4.3: Expand & promote 
opportunities for the community to 
participate in campus activities & events 

Launch new institutional website Major launch July 2013 

Strategy 3.6: Actively serve as a regional 
convener 

Develop and implement 
economic development plan 

Additional Businesses served 
Growth in offerings by 25% 

W
O

R
K

 A
N

D
 P

R
O

SP
ER

 

Strategy 4.5: Maintain /improve a 
positive institutional climate. 

Improve satisfaction with PACE 
organizational structure 

 

Strategy 5.2: Invest our financial 
resources to drive our vision. 

Create 10 year financial 
sustainability plan 

Plan approved by Board July 
2013 

Implement strategic technology 
plan 

New project approval process 
implemented for Fall 2013 

Strategy 6.1: Embed AQIP CQI philosophy 
across the campus.  

Develop systems portfolio Submitted June 2013 

Strategy 6.2: Create and implement an 
institutional research model.  

Integrate  National CC 
Benchmarking project data;  
Offer CCSSE again in 2013 

Join June 2013; first data 
received in 2013-2014; CCSSE in 
Winter 2014 

Strategy 6.3: Develop and apply sound 
research methodology in the collection, 
interpretation and application of data. 

Launch institutional dashboard Live on website by Fall 2013 



June 1, 2013 WEST SHORE COMMUNITY COLLEGE 

 

Category 9   111 

 
 

BUILDING COLLABORATIVE RELATIONSHIPS, CATEGORY 

NINE 

 
 

Category 9, Building Collaborative Relationships, is a foundational category for West Shore.  We recognize that small 
colleges, like we are, are very visible in our communities.  We are not “a college,” we are “the college” in our service 
district.  If we are measured by the strengths of our relationships, then this category represents one of our institution’s 
true strengths.  We have a long history of opportunistic collaboration – we know it when we see it – and we seize the 
opportunity.  If, however, we are measured by AQIP’s standards of well-designed processes and monitored results, then 
we have room for improvement.  Our processes for managing our relationships are person-centered rather than 
process-centered in many ways, and so we must be considered reacting.  But we are proactive, and are actively working 
on eliminating silos and increasing documentation and coordination between departments, so we are moving toward 
systematic in our current approach.  We have incomplete data on performance results, in particular results that reflect 
our business community and the community at large.  We will be testing that relationship this summer, in an operational 
millage renewal.  The community has always supported the college, and we have every reason to believe they will 
continue to do so.  We are working on improving our performance results, and expect that joining the National 
Community College Benchmarking Project will help us with comparing our results with other institutions of higher 
education.  Collaborative relationships form the basis of our success in our communities, and we are confident that we 
can formalize our processes and document our results and demonstrate our success in this area.   

Processes (P) 

9P1. How do you create, prioritize, and build 
relationships with the educational institutions and 
other organizations from which you receive your 
students? 

We create, prioritize and build relationships with 
organizations that send students to our college based 
on our mission and strategic plan.  We want to provide 
college access throughout the college district; and to 
reach students, who are underserved, come from low-
income households, are most likely to benefit from the 
College, or may not otherwise have access to college. 

The most significant of these are the relationships with 
all of the school districts which comprise our service 
area along with the West Shore Educational Service 
District (WSESD) and the Manistee Intermediate School 
District (MISD).   

One way to ensure we are meeting the needs of those 
with whom we collaborate is by housing the WSESD 

administrators for the CTE program are housed on our 
campus and have offices adjacent to the Business 
Opportunity Center director. We share budgets, 
classrooms, and equipment with this program and we 
share common occupational program advisory 
committees where we periodically meet to discuss 
curriculum and the needs of business.  Our Vice 
President of Academic and Student Services attends 
Superintendent meetings at both service districts 
monthly.  Our counselors meet with the collective 
counselors from all fourteen school districts that 
comprise the Gold Coast Counselor’s association, which 
meets quarterly on our campus.  We are an active 
participant with service district staff, superintendents, 
principals and counselors to make sure we are working 
collaboratively to serve students.   

The Academy of Science, Mathematics and Technology 
(ASM Tech), offered its first classes to incoming juniors 
on our campus in the fall of 2011. In cooperation with 
the WSESD, the program links students interested in 
science, technology, engineering, and mathematics 
careers to local businesses and industries providing 

INTRODUCTION 

PROCESSES (P) 



June 1, 2013 WEST SHORE COMMUNITY COLLEGE 

 

Category 9   112 

 
 

students with on-the-job exposure to future career 
opportunities.  The goals of the program are to increase 
the number of graduates in the community; provide 
support for families finding it hard to afford college; and 
offer students a chance to complete an associate's 
degree or certification within the three years of the 
program while they fulfill all high school graduation 
requirements. 

The Literacy Network, an organization dedicated to 
improving reading and writing skills of area students, 
was formed several years ago by a group of English and 
communication instructors from the WSESD and the 
College. The goal of the network is for the College’s 
communications division faculty and the multi-county 
area high school English language arts teachers to work 
collaboratively to create continuity in high school to 
college curriculum.  Literacy Network hosted workshops 
focus on high school and college expectations and 
requirements.  

 Other collaborative activities include:  

 Hosting a College Night event where high school 
students 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 a “Jeopardy-
like” competition; 

 Hosting the annual High school art competition from 
14 area high schools in our gallery;  

 Meeting periodically with area K-12 administrators 
to discuss improvements the dual enrollment 
program; 

 Memberships by college administrators on local 
school and civic boards;  

 Working with area ISD and ESD to expand CTE 
offerings and to enhance current offerings and 
shared facilities; 

 Holding off-campus Board of Trustee meetings in the 
service area school districts and partner institutions; 
and 

 A variety of teacher to teacher collaborations in 
individual disciplines.   

9P2. How do you create, prioritize, and build 
relationships with the educational institutions and 

employers that depend on the supply of your students 
and graduates that meet those organizations’ 
requirements? 

In creating and building relationships with educational 
organizations and employers, we prioritize based on the 
ability of the partnership to increase opportunities for 
our graduates and to ensure they are properly prepared 
for those opportunities.  

Our relationships with senior colleges and universities 
are designed to address student transfer, articulation, 
and creating two-year components for specific 
baccalaureate degree programs. These relationship-
building activities include:  

 Our faculty work with faculty at transfer institutions 
to make sure that our courses align with transfer 
expectations, so that students can transfer 
seamlessly.  We offer faculty led tours at transfer 
institutions so that students can learn what it would 
be like to study that discipline with one of our 
partners; 

 College Night - an annual on-campus event attended 
by approximately 40 colleges providing information 
to high school students, prospective graduates, 
transfer students and parents of students.   This 
event is preceded by a luncheon for college 
representatives and our staff;  

 Transfer Day - an annual event where senior college 
admissions staff meet with transfer students; 

 Michigan Association of Collegiate Registrars & 
Admission Officers has developed the MACRAO 
Transfer Agreement designed to facilitate transfer 
from community colleges to baccalaureate colleges 
and universities. It provides for transferability of up 
to 30 semester credits to meet many (and in some 
cases all) of the General Education Requirements at 
participating Michigan four-year colleges and 
universities. Students may complete the MACRAO 
Transfer Agreement as part of an associate degree 
or as a stand-alone package; 

 The Dean of Student Services 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 by four-year colleges to community colleges; 
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 We have created reverse transfer agreements with 
five different area universities to assist students in 
transcripting their achievements; and   

 The College actively participates in the Michigan 
Community College Virtual Learning Collaborative 
allowing our students the opportunity to take classes 
that aren’t available here, while still receiving 
support services. All credits earned at “provider 
colleges” transfer back to WSCC. The Michigan 
Community College Association created the MCCVLC 
in cooperation with Michigan’s community colleges 
as a vehicle to provide access to more courses and 
programs for students. 

We also connect with employers in a variety of ways.  In 
the most foundational relationship, every occupational 
program has an advisory team that meets annually to 
advise on measures necessary to provide an enriched 
environment and learning experiences for students, 
faculty, and staff, better preparing them for a global 
society in achieving their educational and professional 
goals. As a result of these relationships, we modify 
curriculum, receive equipment donations, build new 
internship sites and create relationships that mean jobs 
for students.  We also work with businesses by 
connecting students through clinical and internship 
opportunities.  By program, interns are placed for both 
credit and non-credit experiences.  We work with a 
myriad of employers across our district and beyond its 
borders to create these opportunities for students.   

The WSCC Business Opportunity Center (BOC) is also 
responsible for building relationships with and assisting 
businesses in the region.  We offer specialized training 
programs to meet the needs of the regions business 
stakeholders, help prospective entrepreneurs launch 
new ventures and assist established businesses to 
strengthen their managerial and business skills to grow 
their business.  The BOC connects business to resources 
whereby any business, large or small, new or existing, 
can receive training and support to help them thrive.  
The BOC engages business representatives to 
participate in employer surveys, and hosts periodic 
focus group sessions, occupational program advisory 
teams, and builds collaboration between WSCC faculty 
and staff and business owners and managers.   

In 2012, the BOC launched the creation of a Business 
Training Schedule and an expansion of our customized 
training options.  A wide variety of non-credit seminars 
and workshops for individuals, management and 
business were organized with a focus on business 
management and development, manufacturing and 
entrepreneurship.  These courses are designed to help 
individuals learn and grow, whether a sole proprietor or 
an employee of a larger business.  These classes are 
open to the public with offerings to discover how to 
enhance a current skill, learn new skills, or prepare for 
the next step in a career.  A copy is available online at 
westshore.edu/media/docs/BusinessTrainingSchedule.p
df.  (In 18 months, we have seen an increase of 87% in 
the number of students served, and an increase in 69% 
of the number of area businesses served.  We are proud 
of these results.)   

9P3. How do you create, prioritize, and build 
relationships with the organizations that provide 
services to your students? 

The College creates and builds relationships with 
organizations that provide services to our students 
based on the needs of the students. Partners include a 
variety of government and non-profit social service 
agencies and other organizations, with services 
managed primarily by the Office of Student Services. 
Research data is used for effective planning and delivery 
of student services. 

The 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, in partnership with Muskegon Community 
College, 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. A special populations advisory 
committee meets annually that has members from 
Michigan Rehabilitation Services from all five counties, 

http://www.westshore.edu/media/docs/BusinessTrainingSchedule.pdf
http://www.westshore.edu/media/docs/BusinessTrainingSchedule.pdf
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Manistee-Benzie Community Mental Health, WSESD, 
Baldwin Community Schools, as well as representatives 
from our faculty, staff, and students.  

Relationships with professional staff from all area high 
schools, intermediate school districts, Department of 
Human Services, and community mental health 
agencies are well established. Our director of special 
populations is a member of the WSESD Transitions 
Council and, along with the tutorial coordinator is a 
member of the Michigan Special Populations 
Association and the Michigan Tutorial Association.  

The 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 
Department of Human Services, 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.  

Riding a bus free-of-charge to the College campus has 
been offered for many years to students and anyone 
traveling from Ludington, Manistee and Scottville. In 
cooperation with area transportation authorities, the 
College underwrites the operational costs of the bus 
service to encourage more students to pursue their 
education without concern over high gas prices. The 
service is also available to citizens using college any 
college facilities. 

The Michigan Works! System is the first unified 
workforce development system in the country and is an 
instrumental partner with the college for developing 
our region’s economic future. Agency offices send many 
of their clients to the college for continuing education 
or retraining. While each agency is unique, they share 

the fundamental qualities of our college mission of 
being locally-responsive and demand-driven. They are 
governed by a Workforce Development Board 
comprised of private sector representatives and local 
elected officials. The WSCC College President serves on 
one of these local boards. They also provide access to a 
full range of core employment-related services to help 
businesses find the skilled workers they need and, in 
partnership with the college, help job seekers find 
satisfying careers. 

One of our new relationships is with a mental health 
counselor to offer on our campus.  In response to 
repeated requests for service from students, and as part 
of our development of a CARE team (which was 
discussed in more detail in Category 1), we created an 
office in our student services area for this service.  
Usage in the first year of operation has exceeded our 
expectations.   

9P4. How do you create, prioritize, and build 
relationships with the organizations that supply 
materials and services to your institution? 

Relationships with external vendors that supply services 
to the College are created and managed primarily by 
the Office of Administrative Services and various 
campus departments. Needs for materials and services 
are determined through a collaborative process 
between internal departments and the purchasing 
office of the College. A team comprised of various 
faculty members and staff annually sets capital 
purchasing priorities by reviewing proposals submitted 
by various departments.  

For larger campus projects, opportunities are publicly 
posted and vendors are identified through a 
competitive process. Depending on the size of the 
contract, relationships vary from a daily contract to a 
scheduled evaluation upon the conclusion of a contract. 
Our relationship with Moodle and other software 
technologies are managed by cross-functional teams of 
people from the key user departments. 

A recent improvement with external vendors is an 
upgrade to our procurement, accounts payable and 
contract management system that is fully integrated 
with our enterprise financial system Jenzabar. The 
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enhancement has allowed departments across the 
campus to gain significant automation in the payment 
of vendors and has already realized reduced costs and 
added efficiency in staff time.    

9P5. How do you create, prioritize, and build 
relationships with the education associations, external 
agencies, consortia partners, and the general 
community with whom you interact? 

Relationships with educational associations, external 
agencies, consortia partners, and the general 
community are prioritized based on their connection to 
the college mission and vision. In addition to 
memberships in national organizations like AACC among 
others, we also maintain a variety of relationships in 
statewide and local associations and through individual 
memberships. 

College employees serve on various boards and 
committees and provide service to civic agencies. 
College leadership is deeply involved in economic 
development related organizations throughout our 
district such as the Alliance for Economic Success of 
Manistee, Lake County Business Development 
Association and Michigan Works! West Central 
Workforce Development Board.  

Our president is very active in community affairs in both 
Manistee and Mason counties. He serves on the Board 
of Directors for the Mason County Growth Alliance, 
Memorial Medical Center of West Michigan, The 
Starting Block Business Incubator, Economic Club of 
West Michigan, and is a member of the Northwest 
Michigan Workforce Development Board.   

Business leaders across West Michigan came together 
in 2010 to form TALENT 2025, of which our president is 
a part. Supported by more than 70 business leaders 
representing over 75,000 employees and a wide variety 
of industries across 13 West Michigan counties, the goal 
of this CEO-led effort is to dramatically improve the 
quality and quantity of the region’s talent to meet 
increasingly more complex and diverse workforce 
needs. Regional collaboration among all stakeholders in 
the talent system will ensure that our region is globally 
competitive with a greater quality of life for all. 

Most faculty, administrators, and support staff are 
involved in community organizations including faith 
based organizations, Hospice, Habitat for Humanity, 
Chambers of Commerce, Rotary, Optimist Clubs, and 
others. We encourage and recognize outstanding 
community service annually at our Employee 
Recognition Breakfast through presenting an employee 
with the annual Community Service Award. 

The college’s 20 event Performing Arts Series schedules 
events in performance spaces away from campus 
including the Ludington Area Center for the Arts and the 
historic Ramsdell Theater. In turn, a number of local 
organizations and businesses, throughout the year, 
sponsor events in the college’s Recreation Center and 
Ice Arena. College for Kids, Math Camp, and Math 
Counts are summertime learning adventures for 
motivated learners. 

The College’s foundation embarked on the most 
ambitious fundraising effort of its 45-year history when 
it initiated the “Advancing from Good to Great” 
campaign which focused on generating funds needed 
for three target projects – an endowment to provide 
scholarships to worthy students, a dual enrollment 
endowment providing scholarships to high school 
students, and an endowment to support important 
area-wide economic development initiatives including 
workforce and entrepreneurial development. The 
successful campaign generated $6.5 million in new 
funds to advance the college’s mission. Most 
importantly, it generated a new cadre of individuals and 
organizations who support the college’s work. 

Several years ago, collaboration was the foundation of a 
project with West Shore Medical Center to construct of 
an education center located on the hospital campus 
near Manistee. The 7,647 square foot addition to the 
front of the existing hospital is used jointly by the 
college and the hospital, with both sharing the costs 
and on-going maintenance of the classrooms. The 
education center project has had a substantial impact 
on the delivery of instruction and training to Manistee 
County residents and exhibits a strong commitment to 
the workforce development and instructional needs to 
residents in the northern portion of the college district.   
That collaboration has continued, and this year led to 
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the upgrade to the computer lab in the center via 
shared resources.   

Last fall, the college celebrated the opening of a new 
24-hole disc golf course on the campus. The idea was 
first conceived in 2010 by a former WSCC employee and 
became a reality when the Student Senate decided to 
spearhead the project. With some funding from the 
college, the Mason County Disc Golf Association 
designed and built the course with volunteer labor. 
According to the Association, the addition of this course 
will enable the community to attract major disc golf 
tournaments and national championships to the area. 

When the opportunity arises, we pride ourselves in 
being responsive to the needs of our community and 
being able to efficiently gather necessary resources to 
quickly engage in a project. Some collaborative 
arrangements are short term, but others can have 
significant impact for a wide array of stakeholders. Two 
recent examples would include the 2011 West Shore 
Incubator Study and the 2012 Regional Economic 
Development presentation.  

The West Shore Incubator Initiative/Study was 
supported with a grant from the US Department of 
Agriculture Office of Rural Development.  WSCC and the 
University of Michigan Center for Business Acceleration 
& Incubation Studies collaborated with leaders from the 
Mason County Growth Alliance, Manistee Alliance for 
Economic Success, Lake County Economic Development 
Committee, Oceana County Economic Development 
Corporation, MSU Extension, MI-SBTDC, SCORE, 
Michigan Works! West Central and The Starting Block 
Business Incubator to conduct a year-long study to 
determine the need for business incubation services in 
the region.  

WSCC also hosted a Regional Economic Development 
presentation with community leaders from Mason and 
Manistee counties.  WSCC acted as a neutral convener 
to start a discussion on merging economic development 
offices in the region.  A regional economic development 
office to service both Manistee & Mason counties was 
considered as the Alliance for Economic Success in 
Manistee, and the Mason County Growth Alliance were 
both without directors, after years of high turnover in 
each position.  A discussion on how to collaborate to 

grow the economic vitality of our region was timely.  
The meeting featured a presentation by the director of 
the Northern Lakes Economic Alliance, a four-county 
regional economic development organization that has 
been in existence for 28 years. This meeting spurred 
conversation on replicating this model in our region.   

The college’s Wellness Center is a leading partner in the 
“Win with Wellness” program, a community-wide effort 
to enhance healthy living through promotion of 
wellness.   It is an ongoing program that features a 
number of opportunities to focus on weight loss, 
exercise, healthy eating and healthy living habits, as 
well as education on nutrition and how to achieve 
health goals. 

Finally, the college receives taxpayer support of its 
operational and capital funding needs. Periodically, 
volunteers from our employee groups, students and the 
community at large bring information to the voters who 
decide on tax levies that provide our local support. This 
process is a communication conduit and keeps us 
attuned to community needs.  

9P6. How do you ensure that your partnership 
relationships are meeting the varying needs of those 
involved? 

We ensure that our partnership relationships meet the 
varying needs of those involved at the time the 
relationships are formed and through a continuous 
evaluation process and frequent formal and informal 
communications.   

In the development of the college’s strategic plan, input 
was gathered from our entire community through 
surveys of high school principals/teachers/counselors; 
parents of high school juniors & seniors; CTE and college 
advisory boards; community leaders and students. 
Additional information was gleaned via community 
forums, meetings with the campus community and the 
broadly-based Strategic Planning Team. The entire 
process included a fresh look at our foundational 
documents (Vision, Mission, and Core Values) and two 
of the three were rewritten and approved by the Board 
of Trustees. 

We collect data showing enrollment trends and other 
results that pertain to collaborative relationships. We 



June 1, 2013 WEST SHORE COMMUNITY COLLEGE 

 

Category 9   117 

 
 

maintain open channels of communication and 
continually interact with our education partners.  

We provide offices for West Shore ESD Career and 
Technical Education program administrators in the 
administrative office of the Technical Center adjacent to 
the offices of the Business Opportunity Center Director 
which affords easy communication and collaboration.  

We schedule off-campus college board of trustee 
meetings at area schools. Periodically, ISD and ESD 
administrators and college administrators attend each 
other’s board meetings to discuss common goals. 
Additionally, our vice-president of academic and 
student services regularly attends area K-12 
superintendent meetings. Our close relationship with 
area high schools enables us to respond quickly as 
needs arise. 

The Business Opportunity Center Director meets with 
are business leaders, participates on the Mason County 
Manufacturers Association Board, Manistee 
Manufacturing Council,  a human resource networking 
group, and focus group participation help ensure that 
we are meeting the needs of these key partners.  

The college encourages a culture of open 
communication that invites partners to speak up when 
we are not meeting their needs and we use tools such 
as surveys, feedback forms, and focus groups to 
augment our conversations with our partners.   

9P7. How do you create and build relationships 
between and among departments and units within 
your institution? How do you assure integration and 
communication across these relationships? 

We create and build relationships between and among 
departments and units based on the College teams 
model and through both formal and informal methods.  
Our leadership ensures our vision and mission 
permeates the entire campus community so all college 
employees understand where we are headed (vision) 
and how, through our strategic plan, we intend to get 
there (mission and goals). This is bolstered by our 
institutional core values which include learning, 
integrity, excellence, inclusiveness, and creativity.  

Formally, the college operates in accordance with a 
team-based model (see figure 9.1) and all employees 

are encouraged to serve on at least one (1) team.  
Teams are teams charged with providing guidance and 
recommendations on behalf of various college 
constituencies and departments. Along with our 
foundational documents, the alignment of our team 
structure facilitates relationship building and 
communication throughout the college. Informally, 
academic, student services administration and finance 
send representatives to each other’s meeting to assure 
interdepartmental communication and collaboration.  

Our organizational structure changed to two vice 
presidents, one for student services and one for 
administration and finance has assisted in collaboration.  
It created a  shift from two faculty divisions, academic 
and occupational, each reporting to a respective dean, 
to all faculty reporting to a single dean.  Academics and 
student services also report to the same vice president, 
and collaboration has increased in these two areas.   

Informally, we are a small college, characterized by 
friendly relationships among a campus community that 
knows almost everyone.  People call one another by 
their first names, and people often deliver paperwork in 
person, accompanied by a brief “hi, and how are you” 
conversation.  While authority and hierarchy is 
respected, it does not discourage conversations across 
individuals, departments and positions.  We encourage 
this community feel to our campus through: 

 orientation and campus tours for new employees 

 semester kick-off events  

 mid-winter faculty in-service  

 administrative group meetings  

 Caught You (employee recognition program) 

 team minutes available on a common drive 

 divisional and departmental meetings  

 email, campus intranet (mywestshore.edu), ‘U’ drive, 
web page, FaceBook,  

 potluck lunches  

 periodic team-building exercises  

 annual Holiday party, and  

 birthday cards and cakes for employees  
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Figure 9.1 Current Operational and Project Teams 

Team Responsibility 

President’s leadership Operational decisions and 
communication 

Institutional Effectiveness Accreditation, AQIP, teams 
and planning 

Curriculum and Academic 
Policy 

Course and program 
approval, general education 
requirements and academic 
policy development 

CARE team Behavioral intervention and 
student support 

Capital Equipment Make recommendations for 
capital purchases 

Fun Community building 

Professional Development Professional growth, events 
and funding 

Safety Monitor and improve 
campus safety and security 

Scholarship Award scholarships 

Student Learning 
Assessment 

Oversight for assessment 
plan design and 
implementation 

Academic technology Academic technology issues 
and technology needs 

Technology services Institutional technology 
issues and needs 

Wellness Increase wellness and reduce 
risk 

Adjunct Processes Increase relationship with 
adjuncts 

Student Success Increase student success and 
completion 

 

 

9R1. What measures of building collaborative 
relationships, external and internal, do you collect and 
analyze regularly? 

Measures of key collaborative relationships vary 
depending on the specific relationship. Internal 
collaborative relationships are measured through 
surveys like the climate survey. External relationships 
are measured primarily through indicators like 
enrollment, participation, and verbal input by partners 
on teams or boards, or success in the creation of 
courses or new programs. Measures that provide useful 
data for our collaborative relationships include:  

 NILIE PACE climate survey;  

 CTE students enrolled after graduation;  

 Fall semester enrollment of entering freshmen from 
area high schools;  

 Dual enrollment program enrollment by semester;   

 Annual evaluations of training and programs 
provided to local business and industry  

 Progress in the creation of courses and programs for 
workforce training for area business and industry;  

 WSCC Manistee County Education Center 
enrollment; and 

 Foundation fundraising success. 

Maintaining open channels of communication with our 
external partners also enables us to work together to 
improve our collaborative endeavors. 

9R2. What are your performance results in building 
your key collaborative relationships, external and 
internal? 

We have been using the PACE survey since 2005, and 
our results for our key internal collaborative 
relationships are shown in, Figure 9.2.  Our results for 
collaboration on an institutional level continue to 
increase, while our results for departments and work 
teams are somewhat lower, although all of our scores 
are stronger than in 2005 when we began surveying our 
climate.  We believe that the increase at the 
institutional level is a strength, and are planning to 
address the departmental and work team results 
through work with administrators and team leaders in 
terms of our expectations for leadership style and 
collaboration.   

 

 

 

 

 

 

 

RESULTS (R) 
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Figure 9.2 PACE Survey Results for Internal 
Relationships 

 

In terms of external relationships, one of key 
importance is our relationship with West Shore Medical 
Center, and our education center there, and by 
extension our relationship with the Manistee 
community as a whole.  We continue to monitor the 
strength of our enrollments at the center, as seen in 
Figure 9.3.  Each semester, a survey was conducted of 
students and faculty using the center. The survey asks 
satisfaction and improvement questions along with 
questions to determine if adequate student and faculty 
support was provided. Overall satisfaction rates for 
students and faculty was 97% and 100%, respectively.  

Additionally, when students were asked what they liked 
most about taking a class at the Manistee County 
Center, most indicated that they liked taking courses 
close to home.  

We also monitor our relationship with our K-12 
partners. Three figures indicate various aspects of that 
relationship.  The first, Figure 9.4, shows the growth in 
dual enrollment students in recent years.  As our high 
schools have struggled with funding, they continue to 
rely more heavily on us to provide curricular options for 
their students, especially in the areas of science and 
languages.   

 

Figure 9.3.  Manistee Center Enrollment 

 
 

Figure 9.4.  Dual Enrollment Growth  

 
 

Figure 9.5 depicts the percentage of high school 
graduates from each of our area high schools that 
choose West Shore as their college of choice.  Because 
some of our schools are so small, the percentages vary 
widely, but overall, we continue to serve approximately 
25% of the area students as their college of choice.  And 
finally, Figure 9.6 depicts the number of students who 
attend our shared CTE Center and subsequently enroll 
at West Shore.  As the chart shows, we have seen a 
large increase in the percent of students enrolling since 
2010.  We have worked hard to communicate with 

2.5

3

3.5

4

4.5

A
x
is

 T
it

le
 

PACE Survey Results 
for Collaboration 

2005

2007

2012

2012 Norm
Base

0

50

100

150

200

20
07-
08

20
08-
09

20
09-
10

20
10-
11

20
11-
12

20
12-
13

Fall 155 165 199 198 189 177

Spring 122 108 186 154 145

#
 S

tu
d

e
n

ts
 (

D
u

p
li
c
a
te

d
) 

Manistee Center 
Enrollment by 

Semester 
2007-2012 



June 1, 2013 WEST SHORE COMMUNITY COLLEGE 

 

Category 9   120 

 
 

students and parents about the benefits of continuing 
their education, and have created articulation 
agreements that allow students to earn college credit 
while in their CTE experience, which gives them an 
advantage once they reach college.   

Regarding our work with senior institutions, we 
currently have 46 formal articulation agreements for 
our programs with 4 regional colleges and universities. 
Enrollment in baccalaureate programs offered on 
campus through Ferris State University is monitored by 
key faculty from our instructional divisions that prepare 
students to enter these programs.  

Figure 9.5  High School Market Share 

 
Figure 9.6.  WSESD CTE Credit Eligible Enrolled History 

 2008 2009 2010 2011 2012 

# Students 
credit 

eligible 
80 115 82 83 80 

# enrolled 30 40 47 43 38 

% 
conversion 

38 34.8 57.3 51.8 47.5 

 

The College also offers a “free ride” service, started in 
2006, through our local mass transit in two of the 
counties served.  Free rides are offered by the Manistee 
County Transportation and the Ludington Mass 
Transportation Authority to and from the college at 
multiple times of the day.  Free ride usage results are 
listed in Figure 9.7, and indicate steady usage.   

Figure 9.7 Free Ride Usage 

Free Ride Service Agreement Usage 

Number Of Students Served 

Academic Year Manistee Ludington 

2008 – 09 2883 2173 

2009 – 10 3535 2576 

2010 – 11 3808 1732 

2011 – 12 3123 2035 

 

Figure 9.8 Foundation Fund Raising Results 

Fiscal Year Total 

2007 $64,318 

2008 $305,012 

2009 $2,151,551 

2010 $330,709 

2011 $1,604,309 

2012 $173,649 

Total current balance $5,856,255 

 

As can be seen in Figure 9.8, the College – Foundation 
partnership has been a successful collaboration, raising 
over $5.6M in the last several years.  That collaboration 
continues to be important as we look at funding options 
for our students, such as those seen in Figure 9.9.  More 
and more students come to us with financial need, and 
yet qualifying for Pell has become more difficult.  We 
have responded by making more scholarship money 
available to students, thanks to the good work of our 
Foundation.   

 

 

 

School 2006 2007 2008 2009 2010 2011 2012

Baldwin* 11.40% 6.20% 2.50% 3.80% 9.50% 19.05% 8.70%

Bear Lake 15.30% 12.50% 9.10% 15.40% 0 17.65% 36.84%

Brethren 20.80% 7.70% 12.50% 26.50% 4.80% 13.51% 20.93%

Free Soil 0 16.70% Closed Closed Closed Closed Closed

Hart* 8.30% 7.90% 13.40% 12.60% 14.30% 8.11% 13.25%

Ludington 29.80% 32% 26% 27.40% 28% 34.19% 25.18%

Manistee 

Catholic 16.60% 11.80% 41.10% 43.80% 46.20% 21.43% 25%

Manistee 26.10% 26.70% 20.20% 22.80% 33.10% 20.87% 22.13%

Mason County 

Central 35.20% 36.20% 46.70% 42.40% 37.70% 33.33% 28.18%

Mason County 

Eastern 13.70% 22.20% 29.40% 36% 25% 39.39% 10.81%

Onekama 19.50% 19.50% 13.80% 20% 20% 50% 18.75%

Pentwater* 16.60% 11.50% 27.30% 10.30% 9.10% 8.33% 21.43%

Shelby* 0 1.10% 3.60% 3.70% 0.01% 0 3.57%

Walkerville* 5% 15.40% 14.30% 36.40% 16.70% 0 3.85%

Lakeshore 

Academy 11.10% 12.50% N/A N/A N/A N/A N/A

Journey 8.30% 7.40% 6.90% - 10.50% 0

Casman 

Academy -- 55.60% 10% 27.30% 0 40% 0

*Out of District

Percentage of Area Graduating Seniors

Enrolling at WSCC for Fall Semester

by High School for 2006-2012
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Figure 9.9 Pell vs. Loans vs. Scholarships 

Student Recipients of Grants/Loans/Scholarships 

Fiscal 
Year 

Pell 
Grants 

Student 
Loans 

Scholarship 

 
Awarded Given 

Amount 
Awarded 

2009-10 897 343 
NA - Prior To 
Jenzabar EX  

2010-11 955 379 $79,970  

2011-12 941 466 $106,048  

2012-13 920 591 $107,929  

 

We have already identified the need for performance 
results as they relate to the business community and 
the community in general.  We have little in the way of 
data driven results in this area, except for the extent to 
which our services have grown.  As seen in Figure 9.10 
below, the number of business client companies we 
have served has grown by 69% and the number of 
training participants has grown by 87%, all in the scope 
of the last eighteen months.   

Figure 9.10 BOC Training Results 

 Open 
Entry/Open Exit 
manufacturing 
training 

Customized 
Training held 
at company 
business 

Business 
training 
offered at 
WSCC as 
non-credit 

 S C S C S C 

2010-
2011 

79 3 195 80 NA NA 

2011-
2012 

98 3 231 41 59 45 

2012-
2013 

95 8 90 11 328 121 

 

9R3. How do your results for the performance of your 
processes for Building Collaborative Relationships 
compare with the performance results of other higher 

education institutions and, if appropriate, of 
organizations outside of higher education? 

We are able to compare our internal results using the 
PACE survey, comparing our results to the norm base.  
In doing so, we see that we met or exceeded the norm 
base in all three categories in 2012.  Yet, we are 
concerned about the drop in departmental and work 
team scores, so do not see that our results are 
necessarily an improvement.   

In terms of our external relationships, we have not 
found a way to obtain the necessary data.  We realize 
that this is an area that we need to improve and we are 
looking into ways to improve.   

 

 

9I1. What recent improvements have you made in this 
category? How systematic and comprehensive are 
your processes and performance results for Building 
Collaborative Relationships? 

We have made several improvements in this category 
since our last portfolio.   

K-12 Partners 

We created The Literacy Network, an organization 
dedicated to improving reading and writing skills of area 
students, was formed several years ago by a group of 
English and communication instructors from the WSESD 
and the College. The goal of the network is for the 
College’s communications division faculty and the multi-
county area high school English language arts teachers 
to work collaboratively to create continuity in high 
school to college curriculum.  The group has met 6 
times in the last three years.    

The areas first Early College, named The Academy of 
Science, Mathematics and Technology (ASM Tech), 
offered its first classes to incoming juniors on our 
campus in the fall of 2011. In cooperation with the 
WSESD, the program links students interested in 
science, technology, engineering, and mathematics 
careers to local businesses and industries providing 
students with on-the-job exposure to future career 
opportunities.   At the end of their first full year on 
campus (2012-2013), we have an 87% retention rate, 
and an average GPA of 3.0.   

IMPROVEMENT (I) 
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University Partners 

In the last year, we have created reverse transfer 
agreements with five different area universities to assist 
students in transcripting their achievements.   

 

Community Agencies 

One of our new relationships is with a mental health 
counselor to offer mental health counseling on our 
campus part-time.  In response to repeated requests for 
service from students, and as part of our development 
of a CARE team (which was discussed in more detail in 
category 1), we created an office in our student services 
area for this service.  Usage in the first year of operation 
has exceeded our expectations.   

Last fall, the college celebrated the opening of a new 
24-hole disc golf course on the campus. With some 
funding from the college, the Mason County Disc Golf 
Association designed and built the course with 
volunteer labor. According to the Association, the 
addition of this course will enable the community to 
attract major disc golf tournaments and national 
championships to the area. 

Vendors 

A major improvement with external vendors is an 
upgrade to our procurement, accounts payable and 
contract management system that is fully integrated 
with our enterprise financial system Jenzabar. The 
enhancement has allowed departments across the 
campus to gain significant automation in the payment 
of vendors and has already realized reduced costs and 
added efficiency in staff time.    

Business Community 

Business leaders across West Michigan came together 
in 2010 to form TALENT 2025, of which our president is 
an inaugural member. Supported by more than 70 
business leaders representing over 75,000 employees 
and a wide variety of industries across 13 West 
Michigan counties, the goal of this CEO-led effort is to 
dramatically improve the quality and quantity of the 
region’s talent to meet increasingly more complex and 
diverse workforce needs. 

In 2012, the BOC launched the creation of a Business 
Training Schedule and an expansion of our customized 
training options.  A wide variety of non-credit seminars 
and workshops for individuals, management and 
business were organized with a focus on business 
management and development, manufacturing and 
entrepreneurship.  These courses are designed to help 
individuals learn and grow, whether a sole proprietor or 
an employee of a larger business.  These classes are 
open to the public with offerings to discover how to 
enhance a current skill, learn new skills, or prepare for 
the next step in a career.  In 18 months, we have seen 
an increase of 87% in the number of students served, 
and an increase in 69% of the number of area 
businesses served.  We are proud of these results.   

Foundation 

The College’s foundation embarked on the most 
ambitious fundraising effort of its 45-year history when 
it initiated the “Advancing from Good to Great” 
campaign in 2008, which focused on generating funds 
needed for three target projects – an endowment to 
provide scholarships to worthy students, a dual 
enrollment endowment providing scholarships to high 
schools students, and an endowment to support 
important area-wide economic development initiatives 
including workforce and entrepreneurial development. 
The successful campaign generated $5.6 million in new 
funds to advance the college’s mission. Most 
importantly, it generated a new cadre of individuals and 
organizations who support the college’s work. 

Internal  

A major change that has improved collaboration has 
been our organizational realignment.  We changed from 
4 vice presidents to 2, joining areas previously served by 
separate leadership.  Academics and Student Services 
are now joined, and all of academics reports to one 
administrator.  This has led to many changes in unity 
and consistency of process as well as increased 
opportunities for communication and collaboration.   

We have also made improvements in our teams model, 
which is described in more detail in Category 5.  In 
short, we provided additional clarity in teams process – 
what they do, how they do it, where they report their 
progress and their results.  We have been more 
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intentional about membership, making sure we have 
the right people at the table, rather than the old system 
that relied more heavily on volunteers.  Making sure we 
have the right mix of team members has both improved 
collaboration and the ease of implementation.  It has 
also meant an increase in the number of persons at the 
college participating on teams.  This was exemplified by 
our change in the way this systems portfolio was 
developed, with a change from a writing team of 3 to a 
writing team of 19 (which represents about 20% of our 
full time staff).     

9I2. How do your culture and infrastructure help you 
to select specific processes to improve and to set 
targets for improved performance results in Building 
Collaborative Relationships? 

Our culture supports building collaborative relationships 
because we embrace the concept of continuous 
improvement and because our small college creates an 
environment where we recognize our need of one 
another.  Within the college, we need to work together 
because none of us have the wherewithal to do it alone.  
We work collectively to meet our mission and goals.  
Similarly, from an external perspective, we are a region 
of small communities and each is interconnected by 

persons that frequently live and work in different towns 
and by businesses that often serve multiple 
communities – just as we do.  We take that role very 
seriously, and work to be a key partner in the economic 
success of our communities as a whole.  Seen from 
another perspective, we are dependent on the goodwill 
of our communities and their continued belief that we 
provide a good service that meets their needs.  Without 
their support – both in terms of enrollments and in tax 
support, this college would cease to exist.  Positive, 
active, responsive, and collaborative relationships are 
essential to our continued growth and success.   

We prefer to look at our performance as a continuum 
on which we are consistently trying to improve.  Rather 
than set a target that leads to a mentality of good 
enough, we embrace our vision of pursuing greatness, 
always being on the journey, and always finding ways to 
improve.  That means that we actively look for ways to 
attend to opportunities – whether they come through a 
retirement that allows us to reframe a position, such as 
our reframing of our BOC, or setting ambitious new 
goals, as in the case of our Foundation – and use that 
seeking mindset to set our aim towards new  
performance and new results.  

 


