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Goal # 1
Offer learning opportunities of high academic quality to professionals for certification/licensure requirements, professional development, skill enhancement, and improved job performance.

	Outcome Measures
	Research Completed
	Findings
	Review
	Actions
	Improvements

	# 1

Adult students will indicate that all stated learning objectives for a course have been met when completing evaluation form at the conclusion of a course.
	Participant evaluations, which ask about each objective individually, are summarized within a week of the conclusion of each course.
	In 2004-2005, over 95% of students indicated that all course objectives were met.
	Evaluation results shared with course faculty and reviewed by Dean, Program Directors and staff.
	Courses in question are reviewed, curriculum and teaching methods revised in necessary.
	Standardized evaluation form for all courses. Communication with instructors strengthened.

	#2

Participants in courses which include testing will achieve a pre-established score to earn credential/credit. (High passage rate shows successful grasp of content by students.)  
	Test given in selected courses; scores tabulated. (e.g., First Responder, nursing courses, PASS)
	Nursing Refresher pass rate 99%; LPN IV pass rate 87%; All PASS Post-test scores were higher than pre-test scores;  return demonstrations in HazMat courses repeated until successful
	Faculty and program directors review results; tests updated as needed; results reported to agencies/boards if required.
	Courses revised for weak areas identified by testing.


	Courses strengthened if needed to help achieve higher levels of success.  Procedure for re-taking tests revised in two areas for better control.

	#3

Adult students will register for CE courses offered by CSU. (The choice to register indicates that the topic/content meets a professional development, certification or job need.)
	Enrollment reports by course and program area done weekly.  East semester by area.
	Enrollment numbers vary with the economy, but overall are rising.  (Sample enrollment trend chart and tally attached.) 
	Data discussed by Dean, Registrar, and Program Directors
	Courses with low enrollments are offered less frequently or not at all.
	New courses are designed to meet changes identified in adult learning needs.

	#4

Repeat enrollment by individual and employer (Repeat registration is an indication that previous experiences met need.)
	Anecdotal evidence; database analysis
	Numerous participants are repeat customers; companies repeat catalog and custom training.  PeopleSoft limits our ability to report exact numbers


	Results shared with CE administrators
	Marketing firm conducted a more thorough analysis of customer database in 2002-2003. 
	More targeted marketing done; lists analysis updated; increased efforts to generate more inquiries.

	#5

Intensive English Language Program (noncredit) participants will demonstrate progress in English communication skills.
	Pre- and post-assessment, including COMPASS ESL testing, written final exams, and instructor feedback
	All students progressed.  One student completed Advanced Level.
	Program manager and instructors review.
	Results used to improve program and to determine future placements for continuing IELP students.  Completion of advanced level may lead to full CSU admission if student has been conditionally admitted.
	As enrollments and resources allow, IELP classes are broken into levels to meet individual student needs as effectively as possible.



Goal # 2
Maintain high academic standards.

	Outcome Measures
	Research Completed
	Findings
	Review
	Actions
	Improvements

	#1

Participants will be able to use credit earned for license renewal and certification.
	Approval status for courses needing external approval checked and obtained each semester.  Certificates reflect documentation required by licensing boards.


	Approved provider status or course approvals obtained from external sources as required.  External reviewers rate quality of planned instruction high.
	Results shared with all staff; approval information appears in catalog.
	All mandatory criteria adhered to; reports submitted as required to maintain status. New areas identified for professional approvals.
	Continue to monitor quality and maintain preferred status.  Process for submitting required documentation reviewed and improved.

	#2

Participants will highly rate the knowledge and presentation skills of faculty.
	Faculty evaluated by students after each course

Credentials of faculty documented prior to hiring; 
	Over 90% of instructors rated at 4 or higher (scale 1-5) on knowledge and presentation skills.

Faculty with appropriate credentials are selected.
	Participant evaluation of faculty reviewed after each course by Program Director and shared with faculty.  Dean reviews each semester.

Program director and Dean review credentials for new instructors.
	Faculty with average or lower ratings coached and reevaluated; those without improvement are not rehired.

Only instructors with appropriate credentials are hired.  


	Only retaining outstanding instructors leads to high quality of courses and customer satisfaction.  Form completed by instructor after each course is being revised to allow faculty input on course content and delivery improvements.



Goal # 3
Provide efficient, courteous, and accurate services to internal and external clients, maintaining required confidentiality.

	Outcome Measures
	Research Completed
	Findings
	Review
	Actions
	Improvements

	#1

Registrants will feel services received from the Division met their needs.
	Division services are evaluated on course evaluations.  Each is summarized within a week after course ends.

Evaluation forms were revised during Fall 2004 to ask about specific areas of customer service.
	Preliminary findings from revised evaluation show over 90% rate registration process at 4 or above (scale 1-5).  Somewhat lower ratings for billing and payment processes, confirmations, and food.  
	Forms reviewed by related CE administration, discussed at staff meetings (Assessment is now a regular agenda item at staff meetings.)
	Negative comments are discussed at staff meetings and solutions are sought where possible.  Snacks continue to be provided and lunches varied when possible.

A quality improvement team on customer service has recently been formed.
	New coffee equipment ordered due to high number of complaints.  ID badges now worn by all student workers so that they can be easily identified.  Processes for billing and confirmations are being reviewed and revised, and lunch options being explored.

	#2

Faculty will receive the support services they need to facilitate teaching and learning.
	Feedback is sought from instructors on quality of support, materials and services after each class.
	99% of forms from Faculty rate quality of staff support as excellent. Technical problems with computers and AV have decreased.
	Program Directors, Registrar, and Director of Division Services review all forms.  Findings are discussed at staff meetings.
	Areas of difficulty are noted.  Any possible solutions are put into place right away with feedback to faculty.  Staff retreat held in January 2005.  
	New computer labs and revised process of loading software have been of great help.  Communication with East and West Center staff has been improved to provide consistency.

	#3

Student and course records will be complete, and accessible only to authorized persons.
	Each course file is audited at the end of each term to verify that all required records are present.
	Missing forms found in about 15% of the files; confidentiality requirements have always been maintained.
	Registrar reports audit results at staff meetings at the end of each term.
	Staff is assigned to obtain missing forms.  In coming year, will review and revise audit process, with the goal of having no missing information.
	Policies for staff and faculty actions to prevent missing forms are being reviewed for possible revision.



	#4

The Cole Center will provide an environment conducive to adult learning.
	Condition of classrooms, general space, and equipment is reviewed regularly.
	Wear & tear, need for signs & other conditions noted; staff knows to report any needs ASAP.
	Report on needs identified given at staff meetings; staff input sought on solutions.
	Repairs done as needed.  Need for new purchases identified and will be examined as resources are available.
	New computer labs installed.  New emergency preparedness equipment purchased.


