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Purpose: The purpose of Program Review is to reflect on their teaching and learning and 
to promote student success and equity through critical analysis and careful planning. 
Each program should look thoroughly at their student success data, learning outcomes 
assessment data (at the course and program level), and the relevancy of its curricula. 
The Academic Senate will provide support during Program Review in the form of 
workshops, guidance documents, and one-on-one mentoring. Faculty and coordinators 
should also consult their dean or director for assistance on their Program Review and 
Resource Requests.  

1. Description of Program  

Provide a brief description of the program and how it supports the college’s Mission and 
Values Statements, its Diversity Statement, CSM’s and SMCCCD’s Strategic Plans, and 
the college’s Educational Master Plan. You may also discuss any factors that have 
impacted the program and its enrollment. Include changes in student populations, 
statewide initiatives, transfer requirements, advisory committee recommendations, legal 
mandates, workforce development and employment opportunities, and community 
needs.  

Admissions and Records (A&R) is the first department contacted by individuals seeking 
information about admission, registration issues and the last department of contact 
before they graduate or transfer. A&R staff is trained, able to recognize the diverse 
population and provide all the necessary support to potential students, current students, 
parents and other officials who contact the office. 

In the past year, numerous legislative, technological and cultural changes have 
transformed the role and level of influence the Admissions & Records office has on 
campus. A&R ensures staff is readily available to assist to anyone who needs help 
addressing problems in online application, find solutions to registration issues, loss of 
Priority registration/CCPG appeal processes, transcript orders, awarding AP/IB/CLEP 
credits, enrollment verifications, academic renewal, seek to alleviate grades, maintain 
academic records, inquire about course descriptions, inquire about concurrent 
enrollment, degree works audit, IGETC/CSU certifications, evaluation of degree and 
certificates, residency determination, request for veteran certification benefits, grade 
changes and faculty inquiries. A&R staff frequently required to interpret and administer 
Title V, Ed Code and Board policies for faculty, staff and students. This requires the 
ability to analyze records and provide accurate interpretations of the rules and 
regulations. A&R staff is committed to the implementation of our institutional policies and 
procedures, while providing excellent customer service and support to our students in 
achieving their educational goals.  

2. Results of Previous Program Review  



1. Describe the results of your previous Program Review’s action plan. 

Overall program review was excellent in 2016. Only data requested was to 
identify the different demographic variables and comparison data of students who 
apply and those who actually register for classes. Although we do not have 
access to this data now, with implementation of new CRM we should have 
access in the future. 

Many high schools use our college application system just to provide practice to 
the students on college application process. Unfortunately, we are unable to 
differentiate or identify these applicants. We also receive many fraudulent 
applications from people who wish to have “.edu” email address in order to 
receive incentives from amazon and other vendors. Even though we have a 
spam filter in CCCApply, it is very difficult to capture the accurate data. 

2. Program coherence and effectiveness: Explain any curriculum changes since last  

program review, including SLO alignments. 

Because previous SLOs are nearer to 100% completion rate, we developed new 
SAO & SLO to promote student success. 

3. Student success and equity: Discuss what your program has done to address 
equity gaps between student populations and between modes of delivery (online, 
hybrid, and face-to-face), describing your successes, works in progress, and/or 
ongoing challenges.  

A&R staff is encouraged to attend Diversity and Professional Development 
workshops. Equity gaps and diversity training for staff is a work in-progress. 

One work in-progress is the development of student satisfaction survey. It will 
provide the understanding of the needs and challenges students confront in 
completing their educational goal. 

An ongoing challenge in A&R office is lack of staff time. Even though number of 
students who contact us in-person is reduced, due to latest phone technology 
number of emails and phone calls A&R receive is increased. A&R experienced 
significant number of staff who have taken detailed position or accepted other 
jobs. Also, staff attends various campus events and travel to workshops and 
conferences to gain valuable information. This adds additional work on the 
remaining staff and reduces staff time further. Due to these reasons number of 
phones calls to A&R is being unanswered and staff are unable to respond to 
student emails in a timely manner. In order to improve Office Assistant II position 
is requested. This dedicated staff will primarily responsible for front counter and 
help providing quality customer service. 

One of our success is our partnership and collaboration with learning 
communities. A&R provides learning communities an additional registration 
support and ethnicity report that is used for recruiting.  

4. Provide an update on any long-term plans that are still in progress (if applicable).  



A&R is a very hectic and fast paced environment. When coupled with institutional 

and statewide initiatives that impact our areas it is becoming increasingly 

challenging to meet the demands. The fast pace of institutional and system-wide 

changes makes the ability to engage in thoughtful and long term planning as a 

department nearly impossible. For example, forms committee was created to 

streamline and create workflow. This is a time consuming process since three 

campuses have different process. 

A&R often finds itself between departments on campus. In attempting to address 

the needs and concerns, we must often consult with other departments/campus 

that could potentially be impacted by our decision to implement changes. For 

example, A&R need to educate students regarding course repeats, pre-requisite 

requirements and transcript evaluation etc. There are other instances where we 

must relay the needs of one to another in order to explain the rationale behind 

the existing processes and procedures. 

In addition, transition to Banner 9, Degree Works upgrade delay the work and 

sometimes making it harder to meet deadlines. 

3. Assessment  

1. Review student program usage and discuss any differences in student success 
indicators across demographics. Refer to SARS, Banner, PRIE data, and other 
data sources as appropriate. 

One of the area that is being used significantly is Residency reclassification. Data 

will be collected in the future terms. Residency determinations are made in 

accordance with Education Code sections 68000-68134, Title 5 sections 54000 

to 54072, and the Student Attendance Accounting Manual (SAAM) provided by 

the California Community College Chancellor’s Office. Because residency is 

directly tied to the college’s apportionment calculation, and has a significant 

impact on student fees, Admissions & Records spends a substantial amount of 

time evaluating and communicating to receive proper documentation for auditing. 

Due to the increase we see the impact on A&R workload. 

Another program usage occurred with the transition to Credential’s transcript 

process. After this transition there was a big increase in IGETC/CSU certification 

requests. Due to university deadlines, staff is required to work additional hours to 

complete these evaluations and follow up with students who lack requirements. 

Credentials transcript request page is not clear in differentiating IGETC-CSU and 



IGETC-UC request, students are confused and often requesting the wrong 

certification. A&R is working with Credential for more than a year to correct this 

issue however, lack of response from Credential is making it challenging. 

Below are the number of CSU/IGETC certification request that CSM A&R 

processed from April 1, 2017 to October 31, 2018. Compared to sister colleges’ 

certifications (Skyline=1385, Canada=705) we are certifying CSU/IGETC at a 

higher rate. 

CSU with Application Service 17 

CSU with Student Provided Attachment 7 

IGETC with Student Provided Attachment 13 

CSU Only 635 

CSU and IGETC 75 

IGETC Only 800 

Grand Total 1547 

 

Another A&R authorized program is certification of Veteran benefits under 
Chapter 30, 32 (Veterans), Chapter 31 (Vocational Rehabilitation), Chapter 35 
(Veterans’ Spouses of Dependents), and Chapter 1606 (Selected Reserve).  

Below is the total number of veterans certified from Spring 2015 to Fall 2018. As 
you can see we have seen an increase in Fall 2018. 

 

 

One of our larger program usage is Degree and Certificate applications. Students 

Term 
Total 

Certified 

Spring 2015 158 

Summer 2015 85 

Fall 2015 155 

Spring 2016 189 

Summer 2016 112 

Fall 2016 139 

Spring 2017 237 

Summer 2017 131 

Fall 2017 228 

Spring 2018 234 

Summer 2018 126 

Fall 2018 (as of 
10/12/18) 

222 



can now apply for their degree and certificate online via their webSMART 

account within two to three minutes. Degree and certificate evaluators review the 

application to ensure that overall general education, residency, and major 

requirements have been met. Once certified, evaluators award the degree within 

the college’s Student Information System, ensure that the transcripts are 

accurately annotated, and inform the Vice President of Student Programs and 

Services office that an official diploma can be issued. Even though this online 

application process is a plus, it allowed students to apply for their degree and 

certificate in their first semester at CSM. Since this created additional workload 

on the staff, a filter is added not to accept applications if students have zero unit 

and inform these students to contact Counseling Services regarding their future 

educational plan. 

Below is the number of degree and certificates awarded from Summer 2016 to 

Summer 2018. We are planning to track the demographics in the future to help 

understand who is earning these degrees and certificates. As you can see below, 

we are experiencing an increase in degrees and certificates. 

Semester 
Awarded 
Degree 

Denied 
Degree 

Total 
Applied 

Summer 2016 98 48 146 

Summer 2017 102 57 159 

Summer 2018 99 153 252 

Fall 2016  175 72 247 

Fall 2017 212 134 346 

Spring 2017 559 280 839 

Spring 2018 597 329 926 

 

Semester 
Awarded 

Certificates 
Denied 

Certificates 
Certificates  

Applied 

Certificates 
Added (auto 

award) 

Summer 2016 195 27 46 176 

Summer 2017 204 17 28 193 

Summer 2018 210 43 83 170 

Fall 2017 380 32 146 266 

Fall 2016  372 44 151 265 

Spring 2017 576 39 162 453 

Spring 2018 302 120 320 102 

 



A&R is also responsible for initiating the timely submission of National Student 

Clearinghouse enrollment and degree verification information. We receive error 

reports related to MIS submissions, National Student Clearinghouse 

submissions, and operational audit reports to ensure accuracy and compliance 

with regulatory requirements.   

2. Discuss what your program has done this Program Review cycle to address 
achievement gaps between student populations, describing your successes, 
works in progress, and/or ongoing challenges.  

To address an achievement gap in awarding degrees/certificates, A&R also auto 
award degrees/certificates. Many of our students do not apply or realize that they 
completed more than one degree/certificates. A&R use degree works report and 
class rosters to search for these additional degree/certificates. Unfortunately, it is 
time consuming and limitation in staff timing makes it harder to spend additional 
time searching. A&R staff had to be mindful of auto awarding degrees to 
veterans, financial aid and International students. 

One of our successes has been the development of the workflow, which was 
created to provide an easy access and fast response to K-12 Concurrent 
enrollment students. Students do not need to submit paper forms to A&R office. 
Instead they can submit college connection form via their webSMART account. 
Students are notified of their acceptance via email. 

A&R welcome letters has been modified to provide all the necessity information 
in an efficient way. 

An ongoing challenge in A&R office is lack of staff time. In order to improve the 
achievement gaps, an Office Assistant II position is requested. 

3. Discuss what your program has done this Program Review cycle to address 
achievement gaps between modes of delivery (online, hybrid, and face-to-face), 
describing your successes, works in progress, and/or ongoing challenges. 

One area we have improvement on is the mode of delivery. Ability of the 
department to absorb new projects and responsibilities is due in a large part of 
the team effort and the development of efficiencies that have been created. 
Available staff is responding to department emails. Also, student assistant is now 
trained to forward emails to appropriate staff. Email templates have been created 
to address repetitive questions. Students have the ability to select option and 
leave voice mails in staff extension when they call A&R office. 

Current challenge in A&R is Degree Works upgrade and Banner 9 transitions. 
Staff is unable to save the new changes for the 18-19 catalog year in degree 
works. Enrollment verifications and fixing errors in National Student 
Clearinghouse is taking longer time to find the information due to changes in new 
Banner 9.   

A&R will continue to seek ways to strategically align the limited staff it has and 
find efficient ways as the department transforms over time. 



4. Program Efficiency Indicators: Do we deliver programs efficiently given out 
resources? Summarize trends in program efficiency. Discuss no-shows, group 
vs. indvidual delivery, etc.  

We have worked really hard to streamline workflow and online forms. One area 
we want to improve is our customer service and mode of delivery. This lead us 
re-evaluate our SLOs to capture data on student satisfaction and customer 
service. 

5. Reflect on recent Student Learning Outcomes (SLO) and/or Service Area 
Outcomes (SAO) assessment results for the program. Identify trends and discuss 
areas in need of improvement. Specify how SLO/SAO assessment informs 
program development and changes to the program.  

SAO1: To increase customer service satisfaction: 

To measure customer satisfaction, online and paper survey was created. Custom 

customer service training was organized and provided through Community 

Education program. Staff will be continuously encouraged to participate in 

workshops and conferences to develop their skills. 

Student Satisfaction Survey results related to Customer Service: 

• 48% Excellent 

• 35% Good 

• 4% Satisfactory 

• 13% Needs Improvement 

SLO1: Students will have the ability and knowledge to complete the College 

Connection form: 

There is lot of confusion and lack of information with our K-12 concurrent 

students. To provide detail information to them, partnered with CSM public 

relations and provided “Concurrent Information Session” to parents and high 

school students. There will be two similar workshops provided for Spring and 

Summer registrations. Since we are still early in developing this process, data is 

not available at this time.   

4. Planning  

Describe and prioritize goals and plans to sustain and improve student success and 
equity (referring to Parts 2 and 3 above):  

1. Provide a brief description, including actions, measurable outcomes, and 
timelines.  



One of our goals is to increase customer service that we will continue to 

evaluate. Several statewide initiatives have required the support and expertise of 

A&R staff in order for them to be successfully implemented. Because of the scale 

and complexity of these initiatives, A&R must work with many departments on 

campus, outside vendors, Chancellor’s Office and various colleagues from 

community colleges in California. Time management, project management, 

technology training, administrative support, adequate funding and legislative 

analysis are essential. A&R must assess the skills of each of its staff members 

and utilize resources effectively in order to maintain regular services while 

staying up-to-date with the latest changes. 

 

One action we plan to implement as time allows is A&R website. It will be 

reviewed and updated to increase communication to our students. 

 

Prior transcripts and class rosters from 1935 to 1981 are still in paper form and 

stored in basement in building one. Former students often request transcripts or 

have concerns and questions about their grades from these years. It requires a 

staff to go to the basement in person and retrieve this information. There are 

asbestos warning in the basement and has it has lots of dusts and debris. Staff 

have health issues and does not want to go to the basement. Title V classifies 

these as permanent records and requires retaining indefinitely unless scanned 

and stored electronically. Requesting additional funding to create digital copies of 

these records.   

2. What will your program do to increase student success and promote student 
equity in the next two years? What kind of professional development and 
institutional support will be engaged and enacted to meet these goals?  

In the future, Admissions & Records hopes to have a greater amount of staff time 

and resources to support the various initiatives and pilot programs of the District 

while still maintaining its core services. 

Staff will be encouraged to attend the following trainings: 

Annual CACCRAO Conference 

CACCRAO regional workshops 

SMCCD Professional Workshops 

MOT 



National Student Clearinghouse webinars 

Lecture/seminars offered at SMCCD 

Veteran Conferences/trainings 

Open CCCApply Workshop 

In addition to these Professional development workshops, we will continue to 
survey our program usage and continue to improve degree/certificate attainment 
by auto-awarding.  

3. Describe other professional development activities and institutional support and 
collaborations that would most effectively ensure that the program achieve its 
goals and plans.  

Utilizing Technology and information access – CRM and streamlining forms and 
workflow. 

Registrar and other A&R staff is significant part of developing and 
implementation of the CRM. Currently, we are working with district’s business 
plan analysis. 


