
NON-‐ACADEMIC  PROGRAM  REVIEW  

SUPPORT  SERVICE  AREA:   Enrollment	  Services	  

PRACTICE  EVALUATED:   Initial	  Interview	  

CONTENT  EXPERT:   Wendi	  Oliveira,	  Director	  of	  Admissions	  

OVERVIEW  
Admissions	   is	   a	   Non-‐Academic	   Department	   that	   focuses	   on	  meeting	   the	   needs	   of	   prospects	  who	   seek	   admissions	   to	  
SJVC.	  	  	  The	  foundation	  of	  the	  admissions	  process	  is	  the	  initial	  interview	  where	  the	  advisor	  and	  the	  student	  work	  together	  
to	  establish	  a	  needs	  assessment	  and	  build	  a	  plan	  to	  help	  meet	  those	  needs.	    

The	  initial	  interview	  is	  guided	  by	  an	  interview	  questionnaire.	  	  The	  questionnaire	  is	  designed	  to	  help	  the	  advisor	  build	  a	  
connection	   with	   the	   student	   and	   further	   explore	   what	   the	   student’s	   needs	   are.	   	   The	   interview	   questionnaire	   is	  
completed	  by	  the	  advisor.	  	  The	  advisor	  asks	  questions	  in	  the	  following	  areas	  to	  help	  determine	  the	  needs	  of	  the	  student	  
Exhibit:	  

Dreams  &  Desires	  –	  helps	  the	  student	  build	  a	  vision	  of	  what	  outcome	  they	  want	  their	  education	  to	   lead	  to.	   	  What	  do	  
they	  want	   from	  their	  education	  and	  how	  will	   it	  help	   them	  achieve	   their	  personal,	  educational	  and	  professional	  goals.	  
This	  helps	  the	  advisor	  to	  identify	  if	  we	  have	  what	  they	  are	  looking	  for	  and	  if	  our	  programs	  are	  a	  good	  fit	  for	  the	  student.	  	  	  

Personal  Story	  –	  this	  allows	  the	  student	  to	  address	  what	  is	  currently	  happening	  in	  their	  lives,	  such	  as	  are	  they	  working	  or	  
not,	  educational	  history,	  risk	  factors	  such	  as	  transportation	  or	  child	  care	  and	  also	  addresses	  the	  current	  support	  system	  
of	  the	  student.	  

Barriers   to   Success	   –	   looks	   at	   all	   the	   items	   discussed	   up	   to	   this	   point,	   identifies	   road	   blocks	   or	   barriers	   and	   clearly	  
identifies	  them.	  	  It	  also	  provides	  time	  for	  uncovering	  other	  barriers	  that	  may	  not	  have	  come	  up	  at	  this	  point.	  

Action  Plan	  –	  in	  this	  section	  the	  advisor	  and	  the	  student	  begin	  to	  lay	  out	  the	  plan	  for	  addressing	  the	  barriers	  as	  well	  as	  
building	   the	   plan	   for	   the	   next	   steps	   to	   help	   the	   student	   achieve	   the	   dreams	   and	   desire	   identified	   earlier.	   	   This	  may	  
include	  moving	  forward	  in	  the	  admissions	  process	  or	  it	  may	  address	  the	  next	  steps	  outside	  of	  selecting	  SJVC.	  

Additional	  elements	  of	  the	  initial	  interview	  process	  include:	  

Program   Presentation	   –	   the	   advisor	   presents	   program	   information	   and	   dialogues	   with	   the	   student	   to	   ensure	   the	  
program	  not	  only	  meets	   the	   students’	  needs	  but	  helps	   them	  understand	  whether	  or	  not	   they	  are	  well	   suited	   for	   the	  
program	  academically	  and	  from	  a	  career	  perspective.	   	  Advisors	  also	  present	  detailed	  information	  about	  SJVC	  including	  
the	  length	  and	  rigor	  of	  the	  program.	  	  They	  also	  provide	  information	  on	  the	  standard	  hours	  of	  classroom	  time	  as	  well	  as	  
what	   to	   the	   commitment	   to	   homework	   time.	   	   The	   program	   presentation	   includes	   presentation	   and	   discussion	   of	  
consumer	  information	  as	  mandated	  by	  the	  Department	  of	  Education.	  	  Advisors	  use	  program	  specific	  one	  sheets,	  sjvc.edu	  
and	  program	  specific	  PowerPoint	  presentations	  when	  presenting	  information	  to	  students.	  



Campus  Tour	  –	  the	  student	  and	  advisor	  will	  tour	  the	  campus	  focusing	  on	  the	  areas	  of	  programmatic	  interest	  including	  
classroom	  and	   labs.	   	   The	   tour	  also	   shows	   the	   student	  areas	  of	   student	   service	   such	  as	   the	  Learning	  Resource	  Center,	  
student	  break	  areas	  and	  the	  location	  of	  student	  services	  staff	  offices.	  	  	  

Financial   Aid	   –	   at	   the	   time	  of	   the	   initial	   interview	   students	   are	   introduced	   to	   financial	   aid	   staff	   that	  will	   guide	   them	  
through	   a	  Net	   Price	   Calculator	   tool	   for	   the	   purposes	   of	   providing	   a	   very	   basic	   look	   at	   the	   cost	   of	   education	   and	   the	  
options	  a	  student	  has	  to	  help	  them	  build	  a	  financial	  plan	  to	  pay	  for	  their	  education.	  

Entrance  Assessments	  –	  once	  the	  student	  determines	  SJVC	  is	  their	  school	  of	  choice	  they	  must	  participate	  in	  admissions	  
testing.	  	  The	  assessment	  SJVC	  uses	  is	  the	  Wonderlic	  SLE	  which	  is	  a	  cognitive	  assessment.	  	  This	  assessment	  also	  evaluates	  
training	  potential	  for	  their	  chosen	  career	  field.	  

REVIEW  FOR  EFFECTIVENESS  PROCESS  
The	  initial	  interview	  is	  regularly	  reviewed	  for	  effectiveness	  and	  compliance	  based	  on	  SJVC	  policy	  and	  procedure	  as	  well	  
as	  regulatory	  compliance.	  	  	  	  Enrollment	  managers	  assess	  effectiveness	  and	  compliance	  through	  direct	  observation	  of	  the	  
advisors	  during	  their	  presentation	  of	  school	  and	  program	  information.	  	  	  

The	  College	   invests	   in	   an	  outside	   vendor	   to	  mystery	   shop	   campus	   admissions	   teams.	   	   The	   shoppers	   provide	   detailed	  
information	   on	   compliance	  with	   both	   accreditation	   standards	   as	  well	   as	   compliance	  with	   SJVC	   policy	   and	   procedure.	  
Shops	  are	  performed	  annually	  on	  a	  trimester	  basis.	  	  The	  results	  of	  the	  shop	  provide	  not	  only	  quantitative	  measures,	  but	  
qualitative	  information	  that	  is	  used	  to	  inform	  coaching	  and	  training	  for	  advisors.	  

Direct	  observation	  of	  the	  advisor	  at	  work	  with	  a	  student	  allows	  the	  manager	  the	  ability	  to	  provide	  coaching	  and	  training	  
in	  as	  close	  to	  real	  time	  as	  possible.	  	  	  	  Managers	  document	  their	  observations	  and	  the	  associated	  coaching	  or	  training	  to	  
the	  advisor	  in	  a	  database	  that	  allows	  for	  ongoing	  monitoring	  of	  the	  improvement	  cycle	  for	  each	  advisor	  and	  the	  initial	  
interview	  process.	  	  	  

The	   mystery	   shop	   reports	   provide	   reports	   on	   the	   individual	   advisors	   by	   campus,	   trimester	   reports	   that	   compile	   all	  
campus	  outcomes	  and	  reporting	  against	  national	  norming	  data	  on	  an	  annual	  basis.	  	  	  	  	  

ANALYSIS  
The	  most	   recent	  mystery	   shop	   results	   are	  presented	  on	   subsequent	  pages.	   	   	   In	   summary,	   the	  2015	   second	   trimester	  
shop	  revealed	  an	  increase	  in	  ratings	  over	  the	  first	  trimester	  shop	  [effectiveness	  of	  that	  training]	  and	  ratings	  higher	  than	  
the	  national	  in	  11	  categories:	  	  salary	  expectation,	  program	  placement	  rate,	  tuition	  and	  fees,	  financial	  aid,	  accreditation,	  
initial	  response	  time,	  product	  knowledge,	  people	  skills,	  sales	  skills,	  customized	  tour,	  and	  next	  steps;	  	  an	  increase	  in	  rating	  
over	  the	  first	  trimester	  shop	  but	  lower	  than	  the	  national	  in	  one	  category:	  	  follow	  up;	  a	  decrease	  in	  rating	  over	  the	  first,	  
but	  higher	  than	  national	  in	  two	  categories:	  	  transfer	  of	  credit	  and	  lobby	  experience;	  	  decrease	  in	  rating	  over	  the	  first	  and	  
lower	  than	  the	  national	  in	  two	  categories:	  	  interview	  wait	  time	  and	  attitude.	  	  	  



	  



  
  











  





  
  



ACTION  ITEMS  
These	  reports	  are	  reviewed	  by	  the	  Administrative	  Director	  of	  Admissions	  and	  then	  provided	  to	  the	  campuses	  for	  review.	  	  
Action	  plans	  are	  developed	  by	  the	  campus	  based	  on	  advisor	  scoring	  and	  in	  accordance	  with	  the	  Admissions	  Compliance	  
Policy	  &	  Procedure	  manual.	  

As	  evidenced	  by	   the	   increase	   in	   second	   trimester	   ratings	   from	   the	   first	   trimester	   in	  69%	  of	   the	   categories	   evaluated,	  
targeted	  follow	  up	  training	  is	  effective	  and	  will	  be	  done	  in	  the	  four	  categories	  where	  second	  trimester	  ratings	  reflected	  
in	  decrease	  from	  the	  first.	  
	  
	  
Exhibit  –  Initial  Interview  Form  –  Making  a  Connection  

Exhibit  –  Excerpt  from  Admissions  Compliance  Policy  &  Procedure  Manual       
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NAME:	   STNU#	  

	   	  



I’m	  excited	  you’re	  here	  today.	  	  Let	  me	  tell	  you	  what	  I	  have	  planned	  for	  the	  day.	  	  

I’m	  going	  to	  get	  to	  know	  you	  and	  understand	  why	  you’re	  considering	  college	  and	  what	  your	  goals	  are.	  We	  are	  going	  to	  
discuss	  what	  motivates	  you;	  and	  I	  want	  to	  see	  how	  we	  can	  help	  you	  achieve	  those	  goals.	   	  Together	  we’ll	  determine	  if	  
you	  qualify	  to	  attend	  SJVC.	  

Once	  we	  get	  to	  know	  each	  other,	  we’ll	  take	  a	  look	  at	  the	  _______	  program,	  and	  what	  it	  has	  to	  offer	  you.	  We	  are	  going	  to	  
take	  you	  on	  a	  campus	  tour,	  introduce	  you	  to	  some	  key	  people	  and	  you’ll	  meet	  with	  Financial	  Aid.	  

When	  we’re	  done,	   it’ll	  be	  time	  to	  make	  some	  decisions.	   	  My	  job	  is	  to	  determine	  if	  you	  are	  the	  right	  candidate	  for	  our	  
school,	  and	  you’ll	  decide	  if	  you	  think	  SJVC	  is	  the	  place	  where	  you	  can	  achieve	  your	  goals.	  Once	  we	  reach	  those	  decisions	  
we’ll	  build	  a	  plan	  and	  work	  together	  to	  accomplish	  your	  goals.	  

FINANCIAL	  AID	  	  
	  

1) How	  much	  money	  have	  you	  set	  aside	  for	  your	  education?	  _______________________	  
2) Will	  anyone	  be	  helping	  you	  with	  your	  tuition?	  _________________________________	  
3) What	  do	  you	  feel	  you	  could	  afford	  on	  a	  monthly	  basis?	  _________________________	  

	  

ESTIMATE	  DEBRIEF	  

How	  does	  that	  estimate	  sound	  to	  you?	  	  

How	  do	  you	  feel	  it	  will	  fit	  with	  your	  family	  budget?	  

SUMMARY	  	  
	  

Like	  I	  said	  when	  we	  got	  started,	  it’s	  time	  to	  make	  decisions.	  	  

(Summarize  what  you’ve  learned  about  the  student  and  make  a  recommendation.  IF  education  is  the  right  choice  for  the  

student,  make  sure  to  mention  the  value  the  education  will  have  in  the  students  shot  at  meeting  their  goals)    

Are	  you	  ready	  to	  be	  considered	  for	  acceptance	  to	  San	  Joaquin	  Valley	  College	  and	  begin	  to	  achieve	  your	  goals?	  (This	  is	  a	  
yes/no	  question)	  

YES	  –	  Direct	  them	  to	  the	  next	  step	  and	  start	  moving	  them	  toward	  enrollment.	  

NO	  –	  Work	  to	  overcome	  obstacles	  and	  then	  ask	  again.	  	  
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Admissions Mystery Shops 
 
Campus Manager Observation 
 
Overview 

Observation of advisor interaction with prospects is an effective methodology for monitoring advisors 
knowledge of and ability to communicate compliance related details. Observations are typically done with 
the manager in the advisor’s office where they can directly observe the interaction.  Managers may also 
elect to observe from the hallway, where conversations can be monitored in a more discrete manner with 
respect to the prospect. 
 
Feedback from observations is provided to the advisor immediately after the prospect leaves the advisor’s 
office.  The feedback focuses on coaching opportunities, but addresses compliance concerns if identified.  
 
Campus admissions management will directly observe the following activities: 
 
Staff Activity Observations  
Admissions Advisors, FC Recorded phone call 2 per start cycle 
Admissions Advisors Applicant Interview 2 per start cycle 
Admissions Advisors Follow-up Meeting 1 per start cycle 
HS Representatives Class presentation 1 in the Fall, 1 in Spring 
 
NOTE: Observation frequency is doubled for employees in the introductory period. 
 
Compliance with campus admissions managements meeting of these observation standards is monitored 
in 5 week periods.  A report is generated by the CAO DoA team and sent to the Campus Director. 
 
Best Practices 

During the advisor’s meeting with the prospect the campus admissions manager is monitoring multiple 
areas of the interaction for regulatory compliance.  The following areas of a meeting are of particular focus. 
 

� Presenting of program information 
� Presenting of consumer information 
� Presenting of tuition and financial aid 
� Answering questions regarding any of the following topics 

o Expected Salary 
o Program Placement 
o Program Tuition and Fees 
o Financial Aid 
o Accreditation  
o Transfer of Credit 
o Entrance Exam 

 
During the observation the campus admissions manager will actively intervene and provide correct 
information should the advisor fail to provide complete and accurate information to the prospective 
student. 
 
Corrective Action 

Additional corrective action may be needed after the prospect leaves the advisors office.  Campus 



admissions management may elect to use any or all of the following tools to provide supplemental 
training. 
 

� Additional one on one coaching with the advisor 
� Review of quarterly compliance training materials relevant to the area of concern 
� Specialized training from the CAO DoA team 

The appropriate authentic skill check will be used to check for understanding and ensure the advisor 
meets compliance standards. 
 
Failure on behalf of campus admissions management to meet the observation standards is addressed 
using the following guidelines. 
 

� First time failure to meet all standards results in a review of the standards with the CAO DoA, 
campus admissions management and campus director. 

� Failure to meet all standards, with more than 75% met, results in a written request from the CAO 
DoA via email to address with campus admissions manager. 

� Chronic failure to meet observation standards results in disciplinary action up to and including 
termination. 

The review of campus admissions management’s inability to meet observation standards might also 
include some consideration for variables such as the number of times standard is missed, whether it was 
caused by poor time management or apathy, or other subjective elements where a reasonable argument 
can be made on behalf of the manager.  The DoA and campus director will make the final decision on the 
appropriate action utilizing all the information available to them. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



NON-ACADEMIC PROGRAM REVIEW

SUPPORT SERVICE AREA: Information Technology Services 

PRACTICE EVALUATED: Automated Student Account Lifecycle Provisioning 

CONTENT EXPERT: Adam LeFaive, Director of Information Management 

Overview 
The student account provisioning process creates, modifies, and disables student accounts. The CampusVue Student 
Information System is utilized as a source system for determining the lifecycle status of a student’s account.  This system 
is a custom MS SQL Server routine programmed by the SJVC IS Department to create all necessary accounts, links, and 
permissions necessary for the entire student lifecycle at SJVC. 

The automated student account lifecycle can be summarized as below. 

 CampusVue Status = Future Start
o Create AD Account

 Assign Permissions
o Create Office365 Email Account
o Create Academic Info Account
o Create Home Folder
o Create MyLabs Account
o Create LMS Account

 Enroll In Orientation (Online)
 Enroll in Courses

 CampusVue Status = Active, LOA, Probation
o Enroll in LMS courses as necessary each start date

 CampusVue Status = Grad, Drop, Term
o If AR Balance = 0

 Grad Date OR Drop Date + 90 Days = Disable AD Account
o IF AR Balance > 0

 No Action on account



Analysis 
To identify the possible rate of error or rate at which student accounts are effected by an error, we utilized two 

perspectives on the Information Services support ticket queue. 

The first perspective is to identify, out of the total number of accounts that were created within a 12 month period, how 

many of those accounts may have experienced an error in their lifecycle as evidenced by the submission of a support 

ticket from that student account.  During the one year period 6/15/2014 – 6/15/2015 there were 5,320 student 

accounts created by the provisioning process.  Analysis of the Help Desk ticketing system shows that there were 308 

tickets submitted during that period relating directly to account setup type issues.  Compared with the number of 

generated accounts, that metric indicates about a 6% error rate in the account provisioning process.   

The second perspective is to identify what percentage of the total volume of Information Services customer support 

tickets are related to student account creation issues.  This will identify if student account provisioning accounts for a 

large or small percentage of the total support work performed by the department.  There were 1,995 total student issue 

related support tickets submitted during the 12 month period.  Of those, 1,687 were unrelated to student account 

provisioning.  308 tickets for the 12 month period related directly to student account issues.   Student account issues 

then represent 15% of the total student issue ticket volume for the period. 

Please refer to next page for detailed data. 

Outcome 

This rate of error is decided to be acceptable.  The 6% possible error rate in total volume of created accounts is higher 

than desired.  However, after consultation with the IS Department regarding the nature of these tickets, it was noted 

that many single issues raise multiple tickets for a student causing an inflation in this number.  It is most likely, that the 

rate rests under 5% of total accounts experience an issue. 

Action 

As the error rate is minimal and in acceptable range, no action needed at this time. 

  



All data 6/17/2014 - 6/17/2015 

         Data including requests for credentials 
  

Data excluding requests for credentials 

      Possible Flag Account Issue 
 

      

  
   

  
 

  
 

  

Category Sum of Cnt 
 

Category % of Tickets 
 

Category Sum of Cnt   

Account Issue 24.8% 
 

Academic Info 8.5% 
 

Account Issue 15.4%   

All Others 75.2% 
 

Unable to Log in 8.5% 
 

All Others 84.6%   

Grand Total 100.00% 
 

Email 0.2% 
 

Grand Total 100.00%   

  
  

Mailbox creation 0.2% 
 

  
 

  

Category Sum of Cnt 
 

InfoZone 4.4% 
 

  
 

  

Account Issue 495 
 

Access Permissions 3.8% 
 

Category Sum of Cnt   

All Others 1500 
 

Home Folder Access 0.4% 
 

Account Issue 308   

Grand Total 1995 
 

Login Issues 0.2% 
 

All Others 1687   

  
  

Login 7.1% 
 

Grand Total 1995   

5,320 Accounts Created 
 

Credential request 6.1% 
 

  
 

  

  
  

Email 0.2% 
 

5,320 Accounts Created   

  
  

InfoZone 0.8% 
 

  
 

  

   

Network 1.6% 
 

  
 

  

  
  

Home Folder issue 0.4% 
 

  
 

  

  
  

Network Folders 1.2% 
 

  
 

  

  
  

Office 365 2.6% 
 

  
 

  

  
  

Email 2.6% 
 

  
 

  

  
  

User Administration 75.6% 
 

  
 

  

  
  

Create Account 5.5% 
 

  
 

  

  
  

Create Home 
Directory 0.2% 

 
  

 
  

  
  

Credential request 14.5% 
 

  
 

  

  
  

Email Account error 12.5% 
 

  
 

  

  
  

Login Request 17.2% 
 

  
 

  

  
  

Permissions 0.8% 
 

  
 

  

  
  

Unable to Log in 24.8% 
 

  
 

  

9% Issue Rate   Grand Total 100.0% 
 

6% Issue Rate   

 

 

 

 

 

 

 

 

 

 



 

NON-ACADEMIC PROGRAM REVIEW 

 

 

SUPPORT SERVICE AREA: Facilities Services 

PRACTICE EVALUATED: Textbook Distribution Process 

CONTENT EXPERT:  Ralph Ortiz, Director of Purchasing   

 

Overview 
The textbook distribution process is an InfoZone-based reporting mechanism developed by Information Services that 

integrates information from CampusVUE and the ERP Approved Textbook Listing.  As illustrated in the report below, 

Facilities Purchasing Technicians generate materials distribution reports throughout each five-week module in order to 

identify the textbooks and consumable supply requirements for orientation and the week-one start date. 

 

 

 
 



 

 

Analysis 
The error verification process for the textbook distribution report utilizes various SJVC reporting mechanisms as its data 

source and is dependent on these applications for its accuracy.  The process of measuring error and efficiency is a 

continuous effort which involves a manual check and balance as illustrated below: 

 

 

Outcome 
As noted in the illustration above, a brief facilities survey was utilized to solicit employee feedback and 

recommendation, the results of which are presented below: 

 

Additional comments from survey participants identified several areas for improvement. 



 

Action 

Based on analysis, identified areas of improvement are:  assurance that all courses are included on the 

textbook distribution report; confirm accuracy of the approved textbook distribution list, and that Facilities 

Technicians are notified of changes; and eliminate shadow systems at the campus level.   

These changes to be implemented throughout 2016 and assessed in the Fall 2017 NAPR.  



All data 6/17/2014 - 6/17/2015 

         Data including requests for credentials 
  

Data excluding requests for credentials 

      Possible Flag Account Issue 
 

      

  
   

  
 

  
 

  

Category Sum of Cnt 
 

Category % of Tickets 
 

Category Sum of Cnt   

Account Issue 24.8% 
 

Academic Info 8.5% 
 

Account Issue 15.4%   

All Others 75.2% 
 

Unable to Log in 8.5% 
 

All Others 84.6%   

Grand Total 100.00% 
 

Email 0.2% 
 

Grand Total 100.00%   

  
  

Mailbox creation 0.2% 
 

  
 

  

Category Sum of Cnt 
 

InfoZone 4.4% 
 

  
 

  

Account Issue 495 
 

Access Permissions 3.8% 
 

Category Sum of Cnt   

All Others 1500 
 

Home Folder Access 0.4% 
 

Account Issue 308   

Grand Total 1995 
 

Login Issues 0.2% 
 

All Others 1687   

  
  

Login 7.1% 
 

Grand Total 1995   

5,320 Accounts Created 
 

Credential request 6.1% 
 

  
 

  

  
  

Email 0.2% 
 

5,320 Accounts Created   

  
  

InfoZone 0.8% 
 

  
 

  

   

Network 1.6% 
 

  
 

  

  
  

Home Folder issue 0.4% 
 

  
 

  

  
  

Network Folders 1.2% 
 

  
 

  

  
  

Office 365 2.6% 
 

  
 

  

  
  

Email 2.6% 
 

  
 

  

  
  

User Administration 75.6% 
 

  
 

  

  
  

Create Account 5.5% 
 

  
 

  

  
  

Create Home 
Directory 0.2% 

 
  

 
  

  
  

Credential request 14.5% 
 

  
 

  

  
  

Email Account error 12.5% 
 

  
 

  

  
  

Login Request 17.2% 
 

  
 

  

  
  

Permissions 0.8% 
 

  
 

  

  
  

Unable to Log in 24.8% 
 

  
 

  

9% Issue Rate   Grand Total 100.0% 
 

6% Issue Rate   
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