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Purpose and Goals 

 
The information gathered during the District Service Center Administrative Program Review process provides 

the basis for informed decision making in the Peralta Community College District.  The District Service Center 

Administrative Program Review is a systematic process for the collection, analysis, and interpretation of data 

concerning District Service Center department or administrative unit, conducted every three years.  It provides 

accountability by collecting, analyzing and disseminating information that will inform integrated planning, 

resource allocation, and decision-making processes.  

 

 

The primary goals are to: 

 

 Ensure quality and excellence of administrative units at the District Office. 

 

 Provide a standardized methodology for review of District Service Centers. 

 

 Provide a mechanism for demonstrating continuous quality improvement, 

 

 Provide a foundation for action that includes goal-setting and program improvement objectives. 

 

 Sustain and improve the administrative unit’s effectiveness. 

 

 Strengthen planning and decision-making. 

 

 Identify resource needs. 

 

 Inform integrated planning at all levels within the District. 

 

 Ensure that District services reflect student needs, encourage student success, and foster support of the 

colleges  

 

 Ensure that District services are aligned the District’s strategic goals and institutional objectives. 

 

 Provide a baseline document for use as a reference for future annual program updates. 
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Components in the Process 

 
The District Service Center Administrative Unit Program Review process, which occurs every three years, 

consists of answering a set of questions designed to aid in the examination of administrative services.  These 

questions direct attention to administrative functions, resource areas, and program improvement, in order to 

develop a plan that will improve the quality of administrative services provided to PCCD colleges and students.   

 

The primary components in the District Service Center Administrative Unit Program Review process include: 

 

 The District Service Center Administrative Unit Program Review Team 

 

 Completion of a District Service Center Administrative Unit Program Review Narrative Report every 

three years which includes statements of Administrative Unit Outcomes (AUOs) and Program 

Improvement Objectives PIOs).   

 

 Validation of the District Service Center Administrative Program Review Report 

 

 Annual Program Updates (APUs), which review progress in meeting the goals (Administrative Unit 

Outcomes and Program Improvement Objectives) identified in the District Service Center 

Administrative Program Review, are completed in the alternate years within the comprehensive Program 

Review three year- cycle.   

 

 Thus, the recommendations and priorities from the District Service Center Administrative Unit Program 

Review feed directly into the development of administrative unit plans.  In turn, the administrative unit 

plans serve as the driving mechanisms in formulation of updated District-wide educational, budget, 

technology and facilities plans.  
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The District Service Center Administrative Unit 

Program Review Team 
 

The District Service Center Administrative Unit Review Team is comprised of the following members: 

 

 Administrative unit manager. 

 

 Two additional staff members within the administrative unit. 

 

 All staff within an administrative unit are encouraged to participate in the District Service Center 

Administrative Unit Program Review process, although participation is not mandatory. 

_____________________________________________________________________________ 

 

The District Service Center Program Review Team will: 

 

Develop Administrative Unit Outcomes (AUOs) and Program Improvement Objectives (PIOs) 

 

Analyze previous AUO assessment results and other information (needs assessments, satisfaction  

surveys , institutional effectiveness surveys, etc.) 

 

Complete the District Service Center Administrative Unit Program Review Narrative Report. 

  

______________________________________________________________________________________ 

 

District Service Center Administrative Units that must complete Program Review are: 

 

 Admissions and Records 

 Childcare Centers 

Department of General Services 

Educational Services 

Financial Aid 

 Finance 

 General Counsel and Risk Management 

 Human Resources 

 Institutional Research  

 International Education 

 IT  

 Public Information and Marketing  

______________________________________________________________________________________ 

 

Validation:   

 

A validation committee, appointed by the Chancellor, comprised of faculty and administrators will review the 

District Service Center Administrative Unit Program Review Narrative Report to ensure completeness of the 

narrative report prior to submission to the Vice Chancellor of Educational Services and the Vice Chancellor of 

Finance.  The validation committee will complete the validation form, included in Appendix B., and make 

recommendations for improvement, if necessary. 
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What are AUOs and PIOs? 
(Definitions) 

 
Administrative Unit Outcomes (AUOs):  are measurable goals statements that express the expected benefit 

that an administrative unit hopes to achieve that is a result of the work that the unit performs in support of the 

colleges.    This is a statement that describes what the administrative unit intends to accomplish.  AUOs are 

connected to planning and demonstration of institutional effectiveness. 

 

  Example:  The Human Resources staff will provide training to all (100%) new hiring committee  

                                          members in order to increase cultural and diversity awareness.  

 

Assessment:  the process of measurement of an administrative unit outcome.  Using an identified method of 

assessment, actual achievement will be determined by comparing the assessment results to the expected 

achievement (target).   

 

Assessment Methods:  specific methods and/or tools used to gather information that tracks progress toward 

and/or achievement of an Administrative Unit Outcome (AUO) and Performance Improvement Objectives 

(PIOs).  The assessment method must match the intended outcome.  Methods may be direct or indirect.  Direct 

methods are quantitative.  Indirect methods are qualitative.  Self-evaluation and institutional effectiveness 

surveys can provide data.  Self- assessments must include documentation of successful completion of events 

and/or measures of attainment that provide content and/or performance standards appropriate to the 

administrative unit. 

 

  Examples:  Direct assessment – timeline is met for implementing the cultural and diversity  

                                           awareness training for new hiring committee members and the number of  

                                           participants is tracked by human resources staff. 

 

          Indirect assessment – hiring committee members self-report their participation in   

                                           cultural and diversity awareness trainings. 

 

Performance Improvement Objectives (PIOs):  indicates what activities will be completed in support of the 

Administrative Unit Outcome.  Performance Improvement Objectives are specific and advance the 

administrative unit in achieving the Administrative Unit Outcomes.  These are statements that describe how the 

administrative unit will achieve the intended outcome. 

 

  Examples: 1. A cultural and diversity awareness training program for new hiring committee  

                                              members will be developed and implemented by January 1st.               

                  2. Human Resources staff will maintain a record of the individuals that have  

                      completed cultural and diversity awareness training. 

 

 

 

 

 

 



 

 5  

 

Questions to Ask When Formulating  

AUOs and PIOs 

 

 
 

Is the desired administrative unit outcome measureable? 

 

Is the desired administrative unit outcome directly related to the work of the administrative unit? 

 

What is the benefit to the recipient of the service provided by the administrative unit? 

 

How will the administrative unit measure achievement of the desired outcome?  What are the assessment 

methods? 

 

When will the outcome be completed?  What is the timeframe? 

 

What are the performance improvement objectives (activities) necessary to achieve the administrative unit 

outcome?   

 

What is the administrative unit’s process for using assessment results to improve future performance? 

 

What types of performance criteria indicate a successful outcome? 

 

What was the target or benchmark you hoped to achieve realistic?  Was it met? 

 

What are your strategies for ongoing performance improvement? 

 

Are the administrative unit outcomes aligned with the PCCD Strategic Goals and Institutional Objectives? 

 

Does each administrative unit outcome have at least two performance improvement objectives?  Why is this 

important?   

 

Do the administrative unit outcomes and performance improvement objective contain active verbs? 

 

Are necessary resources available to get the job done? 

 

__________________________________________________________________________________________ 
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How do AUOs and PIOs Fit into the Institutional 

Effectiveness Process? 

 

 
 

 

 
 

 

 

 

 
 

 

 
 

 

 
 

 

 
 

 

 
 

PCCD Institutional Mission 

PCCD Strategic Goals and 

Institutional Objectives 

Administrative Unit   

Mission Statement 
Administrative Unit 

Outcomes (AUOs) 

Program Improvement 
Objectives (PIOs) 

Assessment of AUOs and 

PIOs

 

  PCCD Institutional Mission  

Use of Results for Planning 

and Resource Allocations 

Use of Results for Planning 

and Resource Allocation 
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The District Service Center Administrative Unit 

Program Review Report 
 

 

 

1.  Department or Administrative Unit: Student Services/Admissions and Records 

 

       

     Date: January 28, 2016 

 

      

     Members of the Administrative Unit Program Review Team: Adela Esquivel-Swinson, Karen Croley 

and Dr. Arnulfo Cedillo 

 

 

      

______________________________________________________________________________ 

 

 

2.   Administrative Unit Mission Statement:   

The mission of the District Admissions and Records Department is to provide accurate, timely, and 
exceptional customer service that will contribute to the attraction, retention, and graduation of Peralta 
students, and enable faculty and college administrators to accomplish their instructional and 

management goals. 
 

 

Please provide a mission statement or a brief description of the unit’s purpose stated in broad terms.  It should 

reference how the work of the unit supports aspects on the District’s mission.  It should also include how the 

colleges benefit from the work of the unit. 

 

If you do not already have an administrative unit mission statement, the following is a way of organizing the 

components, although they do not have to be presented in this order. 

 

“The mission of (name of your administrative unit) is to (primary purpose) by providing (primary 

functions or activities) to the colleges.  These (services, functions, etc.) contribute to the District’s 

(mission, strategic goals, etc.) by (describe how).” 

 

______________________________________________________________________________ 

 

 

3.  Organizational Chart: 

 

Please insert an organizational chart showing where the administrative unit is located within the District’s 

organizational structure.  
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Associate Vice 
Chancellor of Student 
Services & Registrar

District Financial Aid 
Director

(2) Financial Aid 
System Technology 

Analysts

District Child Care 
Program Coordinator

(4) Laney Childcare 
Specialists

(7) Laney Childcare 
Assistant II

(1) Laney Childcare 
Clerk

(1) Laney Childcare 
Cook

(2) Merritt Childcare 
Specialists

(6) Merritt Childcare 
Assistant II

(1) Merritt Childcare 
Clerk

(1) Merritt Childcare 
Cook

Student Services 
System Technology 
Analyst - Academic 

Advising

Student Services 
District Student 

Support Services 
Specialist

Student Services Staff 
Assistant

District Admissions 
officer

System Technology 
Analyst - Admissions 

& Records

Coordinator 
Admissions & 

Records/Transcripts

Senior Admissions 
and Records Clerk

Admissions and 
Records Clerk

 

 
 

 

 

 

 

 

 

____________________________________________________________________________ 

 

 

4.  District Service Center Administrative Unit Delineation of Functions: 

 

Please describe the primary functions of your administrative unit as they relate to District-wide operations and 

the goals of the colleges.  Include the relationship and engagement with other District Service Centers and/or 

administrative units, the services that are provided to the colleges versus the District Office, and the effect these 

relationships have on the ability of the administrative unit to meet its previous goals and objectives. 

 

The primary function of the District Student Services Offices is to provide guidance and support to the four 

Peralta Colleges. Guidance is provided by sending regular communication to faculty and staff to ensure that 

they are informed on any new regulation or changes in processes. Additionally, training is regularly provided by 

members of the District Student Services Office to Counselors, A&R staff, Childcare Center Staff and other 

stakeholders. 

With the recent passing of the Student Success and Support Program (SSSP), the District has coordinated the 

implementation of several initiatives designed to meet the SSSP requirements:  

District Student Services / Admissions and Records 



 

 9  

 Academic Advising and Student Education Plan modules 

 Implemented the OpenCCC California Community College application 

 eTranscript California  

 SARS upgrade 

 9.0 PeopleSoft upgrade 

 Electronic Content Management System 

 Early Alert system.  

  

The district efforts included participating on the vendor selection, collaboration on creating the scope of work 

for each project, coordination with IT to ensure that an implementation plan and deployment schedule did not 

interrupt student services to students. This also included working closely with consultants and keeping everyone 

apprised of changes. We were also responsible for coordinating the testing and for providing documentation and 

training for staff at the colleges.  

 

Furthermore the District Student Services/Admissions and Records department supports Peralta students by 

collaborating with faculty, staff, and administrators at the Peralta colleges and with District Service Areas in the 

following ways: 

 

 Participate in Matriculation Meetings 

 Coordination of the biweekly Counselor Functionality Team Meetings 

 Developing and maintaining the District Admissions website 

 Participation in the PeopleSoft Steering and PeopleSoft Resolution Team Committees 

 Collaborating in the updating of the District Wide Schedule and Catalog production  

 Assisting with Student Services – EasyPass, Payment Plans 

 Supporting Faculty with Census, Grades, Attendance 

 Attending college meetings – Student Services Council, Department Chair meetings 

 Developed the Faculty Resource and Counseling Resource webpage 

 Mentoring of the student trustees 

 Provide support to the Associated Student Directors at the colleges 

 

 

Functional Area or  

Name and Description 

of Primary Service 

Done in Collaboration 

With (leave blank if this 

function is not in 

collaboration with 

another District Service 

Center or Administrative 

Unit) 

Services Provided to the 

Colleges (describe all 

services provided to the 

colleges and indicate 

whether the service is 

centralized or 

decentralized. 

 

Comments 

1.Student Services/ 

Academic Advising 
 Colleges 

Counseling 

Departments 

 District IT 

Department 

 College degree 

evaluators  

 Online degree audit 

reports for students 

and academic 

advisors. 

 Electronic Student 

Education Plans for 

counselors, students 

and financial aid 

staff. 

We are planning the 

second phase of the 

Academic Advising 

project which will 

enable students 

viewing access to 

view the degree audit 

and student 

educational plan. In 
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 Degree evaluation 

data for college and 

District A&R 

 Degree 

requirements data 

for program review 

and enrollment 

management. 

 The service is 

centralized. 

the second phase the 

college evaluators will 

use the system to 

complete the local 

degrees and certificate 

evaluations. 

2. ECM Second Phase-

Use the Electronic 

Content Management 

System to establish a 

process for incoming 

students course credit 

for the purpose of using 

it towards a degree or 

certificate.  

 Colleges 

Counseling 

Departments 

 District IT 

Department 

 College degree 

evaluators 

 Student 

Representatives 

 Establish a process 

for external 

transcripts on how 

to annotate the 

incoming credit and 

the acceptance 

towards a degree or 

certificate. 

 Ability to receive 

eTranscripts (PDF) 

using ECM. 

 The service is 

centralized. 

Counselors have 

access to the scanned 

transcripts but will 

benefit greatly from 

having the units in 

PeopleSoft. 

3. Implementation of 

the Education Planning 

Initiative (EPI).  

 

 District IT 

 Counseling & 

Functionality 

Team. 

 College 

Counseling Dept. 

 Faculty 

 Students 

representatives 

This is free software hosted 

by the State Chancellor’s 

Office which allows 

colleges to have a strong 

student portal that 

integrates, Early Alert, 

degree planner in a way 

that brings all services 

together. 

The service is centralized. 

The implementation of 

this portal would be 

great since PCCD 

does not own a robust 

portal. 

4. Implementation of 

the eTranscript 

California 

 District IT 

 Admissions & 

Records 

Although the district is 

able to send/receive 

electronic transcripts using 

Credential Solutions. By 

implementing eTranscript 

the State Chancellor hosted 

solution gives the students 

a greater transcript network 

and the service is free to 

Peralta. 

The service is centralized. 

By completing the 

implementation by 

April 30, 2016 we 

have the  potential of 

receiving a mini grant 

from the State 

Chancellors office 

base on the modules 

implemented it could 

range from $4,000-

$26,000 per campus.  

5. Fall 2015 

Early Alert Pilot (EA) 
 PCCD Faculty 

 Student Services 

We began the EA Pilot in 

fall 2015. The pilot 

provides faculty the ability 

to select students listed on 

their class roster using 

An analysis of data in 

Nov. 2015 suggested 

that faculty needed 

further training to 

understand the 
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PeopleSoft that are 

struggling with the course 

material. The EA sends 

staff a message with 

information on the support 

services such as tutoring, 

counseling etc. 

The service is centralized. 

purpose of the Early 

Alert System so the 

pilot was extended 

until spring 2016. 

Faculty would need to 

opt in to participate 

and they will be 

required to go through 

an orientation/training 

to ensure that they are 

aware of the proper 

use of EA. 

7. Established the 

Faculty Resource and 

Counseling Resource 

webpages 

 

 Student Services 

 Counseling 

 Faculty 

 

We establish these web 

pages so that salient 

information for faculty and 

Counseling staff could be 

housed in one area that was 

easily accessible to them. 

The service is centralized. 

The web pages have 

been useful for faculty 

to find important 

deadlines or to find 

answer to questions 

regarding rosters or 

final grade 

submission. 

8. Dynamically dated 

and short term course 

deadlines are published 

on the Admissions and 

Faculty Resource 

webpage. 

 

 Student Services 

 

 

This information is very 

useful to staff when 

serving students at the 

counter. Students are able 

to view these deadlines and 

plan to drop by the 

appropriate date as needed. 

 

This information is 

requested from 

Educational Services 

but Admissions 

ensures that it gets 

posted in the 

appropriate web 

pages. 

 

5.  Major Accomplishments in the Past Three Years (Since the Completion of the Previous District 

Service Center Administrative Review): 

 

Please describe five – ten major accomplishments since completion of the previous District Service Center 

Administrative Review.  Do not include normal ongoing operations.  Please include start dates and when the 

accomplishment was finalized and/or implemented.  Also, indicate the functional area and how these 

accomplishments have impacted the colleges.  Additionally, indicate which of the PCCD Strategic Goals and 

Institutional Objectives the accomplishment supports. 

 

 

Major 

Accomplishment 

Start and 

End Date 

Functional Area  Impact to the Colleges PCCD 

Strategic 

Goal 

PCCD  

Institutional 

Objective 

 

1) Implementation of 

electronic Student 

Education Plans and 

online degree audit 

reports 

 

July 

2014-

Dec. 2014 

Student Services 

College 

Counseling 

Departments 

Counselors able to create 

and track SEPs. 

FA staff able to view SEPs 

online. 

Students able to view 

SEPs online. 

A: A.2, A.4, 

and A.5 
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A&R staff able to use 

degree audit report for 

degree evaluation. 

Counselors able to view 

student’s progress towards 

degree. 

Students able to view 

progress towards degree. 

2) Fall 2015 we began 

a Pilot Program for 

initial evaluation of 

student’s external 

transcripts 

 

11/1/2015 

–spring 

2016 

District 

Admission & 

Records / 

College 

Counseling dept. 

Assisting Colleges in 

performing student’s 

transcript evaluations of 

coursework which 

included out of state and 

private institutions. 

A. A.2, A.4, 

and A.5 

3) Implemented the 

Electronic Content 

Management (ECM) a 

document imaging 

system to scan student 

academic records 

July 2013 

– May 

2014 

Student Services 

 

Counselors and staff 

would have access to 

external transcripts using 

the ECM system. 

A: A.2, A.4, 

and A.5 

4) Implementation of 

Open CCC Admission 

Application 

2013-May 

2014 

District 

Admissions & 

Records 

The implementation of the 

hosted State Chancellors 

Office admission 

application saved PCCD 

about 10,000 per year and 

it ensures that we are 

using a state compliant 

application. 

A: A.2, A.4, 

and A.5 

5) Hired a Curriculum 

Systems 

Analyst/Academic 

Advising ( Jan 2015) 

and a Coordinator – 

Admissions & 

Records/Transcripts 

(Aug 2015) 

 

Jan 2015 

& Aug 

2015  

 

Student 

Services/District 

Admissions and 

Records 

The Curriculum Systems 

Analyst is a position that 

supports the Academic 

Advising Module. The 

Coordinator – Admissions 

& Records/Transcripts 

support the evaluation of 

transcripts and supporting 

the external transcripts 

using ECM. 

A: A.2, A.4, 

and A.5 

6) Early Alert (EA) 

Pilot Project 

 

Aug. 

2015 

PCCD Faculty 

District Student 

Services 

This pilot project is being 

extended one more 

semester before it is 

unveiled for all faculty to 

use. The colleges need to 

ensure that they designate 

staff to answer the EA 

placed by faculty. This 

past semester many EA 

went unanswered. SSSP 

funds can be allocated to 

A: A.2, A.3, 

A.4, A.5 



 

 13  

hired additional staff to 

ensure that staff are 

available to respond to 

EA. 

7) SARS Upgrade Dec. 

2013- 

April 

2014 

 District 

Student 

Services 

 College 

Counselor 

Leads  

 District 

Institutional 

Research 

An assessment of the 

existing SARS system 

showed that it was not 

robust enough to support 

the data SSSP reporting 

requirements. The 

Counseling Dept. are now 

using the same SARS 

codes district wide. 

A: 

 

 

 

E: 

A.2, A.3, 

A.4, A.5 

 

 

E.4 

8)       

 

6. Assessment: 

 

            Which administrative unit outcomes (AUOs) did you assess in the past three years?  What were the   

            results?  Please describe the assessment methods that were used.  How this led to program improvement  

            and the development of new administrative unit outcomes (AUOs) and program improvement objectives  

            (PIOs)?  Please fill in the table below. 

 

The administrative unit outcomes (AUOs) assessed in the past three years has been the rate of submission for 

census rosters, attendance rosters and student final grades.  The results of our review shows that consistently 

there is a great shifting of numbers every semester. One semester it may be lower but the following semester it 

goes up again. For example in spring 2013 there were 19% of missing census and through the efforts of the 

Admissions and Records office the number was reduced to 14% in fall 2014 but by fall 2015 the number rose to 

44%.  

We account that this happened because during the spring semester the census process changed from the census 

roster being available on census day and then having seven days for faculty to submit after that date to now the 

roster being available seven days prior to the due date and then being due the date before the actual census due 

date. This change was needed to meet Title 5 regulations pointed out by the auditors. Census day is only for 

reporting to the state and not for instructor to submit census. The assessments used came from a PeopleSoft 

query that provides a report which shows the number of faculty who did not submit rosters or final grades by 

the due date. Prior to this semester the counts were done manually and they were cumbersome and prone to 

have errors. These results will be used to create a campaign that further informs faculty on the change in date 

for submitting census and attendance rosters.           

    

Administrative 

Unit Outcomes 

Program 

Improvement 

Objectives 

Functional 

Area  

Assessment 

Methods 

Assessment 

Results 

How did you Use the 

Results to Make 

Improvements? 

 

2014: 

 

 Census and 

Attendance 

Rosters 

Submission 

 Final Grades 

Increase faculty 

education and 

communication 

regarding timely 

submission of 

census, attendance 

rosters and final 

District 

Admissions 

and Records 

Qualitative – 

Report of 

which faculty 

did not 

submit by the 

due date 

Missing 

Census as 

of due date 

Su-2014 

(170) 28%  

Fall 2014 

(332) 14% 

Efforts to inform faculty 

include sending various 

reminders via email prior 

to the roster or grade due 

date.  

 

We created a Faculty 
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Submission 

 

 

 

 

grades. Spring 2014 

(426) 18% 

Missing 

Attendance 

as of due 

date 

Su-2014 

(211) 34%  

Fall 2014 

(616) 26% 

Spring 2014 

(762) 32% 

Missing 

Grades as 

of due date 

Su-2014 

(147) 24%  

Fall 2014 

(124) 5% 

Spring 2014 

(240) 10% 

 

 

Resource web page that 

offers instructions on 

how to use the Faculty 

Center to submit rosters 

and final grades. This 

page also included 

important dates for 

submission and 

information on why they 

need to submit rosters 

and consequences to 

students when they 

don’t. 

 

Flyers were inserted in 

the faculties mailboxes 

and post cards were 

mailed to their home 

address. 

 

Deans and department 

chairs are reminded of 

rosters and final grades 

due date ahead of time. 

2013: 

 Census and 

Attendance 

Rosters 

Submission 

 Final Grades 

Submission 

 

 

 

 

 

 

 

Increase faculty 

education and 

communication 

regarding timely 

submission of 

census, attendance 

rosters and final 

grades. 

District 

Admissions 

and Records 

Qualitative – 

Report of 

who did not 

submit by the 

due date 

Missing 

Census as 

of due date 

Su-2013 

(119) 19%  

Fall 2013 

(413) 19% 

Spring 2014 

(740) 33% 

Missing 

Attendance 

as of due 

date 

Su-2013 

(139) 23%  

Fall 2013 

(576) 26% 

Spring 

2013(592) 

26% 

Missing 

Grades as 

of due date 

Su-2013 

(59) 10%  

Fall 2013 

An initial welcome email 

was sent to faculty 

informing them of the 

important dates and 

process such as the wait 

lists and permission 

numbers. 

 

Additional email 

reminders were sent prior 

to the due date these also 

included messages sent 

via Announcements. 
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(438) 20% 

Spring 2013 

(195) 9% 

 

2012: 

 

 

 

 

 

   Missing 

Census as 

of due date 

Su-2012 

(208) 35%  

Fall 2012 

(587) 29% 

Spring 2012 

(622) 32% 

Missing 

Attendance 

as of due 

date 

Su-2012 

(225) 38%  

Fall 2012 

(873) 43% 

Spring 

2012(543) 

28% 

Missing 

Grades as 

of due date 

Su-2012 

(102) 17%  

Fall 2013 
(268) 17% 

Spring 2014 

(292) 16% 

 

Faculty were sent a 

memo prior to the 

beginning of the 

semester with 

information on census 

dues dates and other 

important dates.  

 

 

 

 What do members of your administrative unit do to ensure that meaningful dialogue takes place in both 

the development of and assessment of the administrative unit outcomes and program improvement 

objectives?   

The District Student Services departments meet regularly to develop assessment plans and to discuss 

issues that arise. They continuously meet with other areas such as District IT and Student Finance when 

working on different issues and initiatives. Additionally staff is available to answer questions from 

faculty. Staff also acts as a liaison between the District IT and the faculty members to ensure that issues 

experienced are resolved in a timely manner. These issues can range from login issues to access 

limitations and even to faculty not being active in the system. 

 

 How do you know that your administrative unit is effective?  What are the indicators that measure your 

effectiveness?  What are the expected results of these indicators?   
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The Admissions and Records office has made many attempts to ensure that our processes are effective.  

For example in March of 2013 an assessment was made of how many census rosters were outstanding 

for the spring 2013 semester. We then notified faculty and their respective deans and department chairs 

in an effort to collect the missing rosters.  

Information from the faculty showed that many faculty felt misinformed on the process and many others 

do not check their Peralta email account. The department then decided that the initial memo send out via 

email prior to the beginning of the semester is not sufficient to inform faculty on roster and grade 

submission processes so other efforts were implemented (i.e.)  

  

 Postcards mailed to the faculty home address 

 Posters were posted around the colleges  

 Flyers send to faculty college mail box 

 Information sent via Announcements 

 Notifications send to the faculty Deans and Department Chairs  

 

 Please describe the results of any surveys or focus groups that included evaluation and/or input about 

the effectiveness of the services provided by your administrative unit.   

 

The fall 2013 Service Survey was answered by 286 staff, 49.6% indicated that they interacted with 

Admissions and Records more than once. See results below. 
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7.  Administrative Unit Outcomes and Program Improvement Objectives for the Next Three Years: 

 

Please state the Administrative Unit Outcome (AUO) for the next three years for each of the functional areas 

you identified in section four of this report.  Each AUO must be supported by one or more Program 

Improvement Objectives.   

 

An Administrative Unit Outcome states what the administrative unit intends to accomplish in the next three 

years.  A Performance Improvement Objective indicates the activities that will be completed in support of the 

AUO.  Performance Improvement Objectives are specific tasks and activities.   

 

Statements that start with “continue to” or “maintain” are not AUOs or PIOs.   

 

Functional Area   

(Description of Primary 

Service Identified in 

section 4.) 

Administrative Unit Outcome 

(AUO)  

Performance Improvement Objectives 

(PIO)s (one or more per AUO) 

 

1. Student Services/ Implement the second phase of the 1. Collaborate with District IT and 
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Academic Advising 

 

Academic Advising so that 

electronic Student Education Plans 

and online degree audit reports are 

available to students. 

 

 Graduation Tracking 

 Online Petition Graduation 

consultants to allow students to view/print 

copies of their electronic Student 

Education Plans. 

 

2. Students will be able to apply for 

graduation online. 

 

3. Evaluators will be able to use the 

system to extract graduation data from the 

system. 

 

2. ECM Second Phase-

Use the Electronic 

Content Management 

System to establish a 

process for incoming 

students course credit for 

the purpose of using it 

towards a degree or 

certificate.  

 

2a) Implementation of 

the eTranscript California 

Complete the second phase for this 

project. 

1. Collaborate with IT, PS consultant and 

Perceptive staff to “swap” out the 

PeopleSoft Connector. 

 

2. Ensure that external course credit is 

coming in to PeopleSoft via ECM. This 

will require collaboration with XAP, 

Perceptive and District IT. 

 

3. Ensure that we have the ability to 

receive high school transcripts. Peralta 

and Oakland Unified School District 

signed an MOU that give us the ability 

to provide classes at the high schools in 

a dual enrollment program. Having the 

ability to receive high school transcripts 

will expedite the processing of 

student’s registrations. 

 

3. Implementation of the 

Education Planning 

Initiative (EPI).  

 

As the State Chancellor’s Office 

makes these options available to 

colleges Peralta needs to assess the 

ability to implement. 

1. The adoption of the student 

portal will allow for statewide 

resources for students. 

2. The (EPI) academic advising 

initiative provides strong 

education plans and the ability 

to organize information and 

coordinate with other services 

within a student’s record.  

3. Early Alert via Hobsons 

Starfish is an option that many 

colleges are pursuing. 

4. Self-assessment and orientation 

are tools that provide students 

with tools to ensure student 

success. 

1. Need to assess the ability for 

Peralta to adopt these initiatives, 

these items will be discusses with 

the SSSP Committee and the 

Counseling and Functionality 

Team. 

2. Peralta will need to apply for the 

grants with the State Chancellors 

office. 

3. Collaboration with District IT and 

other groups here at the district and 

at the colleges will need to take 

place to assess the projects. 
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4. Fall 2015 

Early Alert Pilot (EA) 

Complete the EA Pilot Project and 

assess the results. Then decide 

whether to make available to all 

Peralta faculty or decide if 

exploring other options is desired. 

1. Collaboration with District IT and 

district and colleges groups. 

 

2. 

 

5. Increase the number 

of faculty who submit 

census, attendance 

and final grades on 

time. 

Having faculty submit census, 

attendance and final grades on 

time will benefit students who are 

on financial aid, as well as other 

populations that are significantly 

affected by this. 

1. Work with the colleges presidents, 

vice-presidents, deans and department 

chairs to ensure that faculty are 

informed and that accountability takes 

place at the colleges. 

 

2.Work with the District Academic Senate 

and Part Time Faculty Association to 

ensure that this can be included in the 

contract negotiations for greater 

accountability. 

 

6.Establish a Universal 

Dual Enrollment 

process that will 

expedite students 

registrations. 

The new process should include 

regular communication between 

the district and the high school. 

Coordination between the district 

and the high schools will ensure 

that students enroll expeditiously 

and efficiently. 

Steps to Universal Dual Enrollment 

Form Process: 

1.) Students and parent/guardian 

complete Universal Forms. New 

enrollees submit form in August.  

2.) High School district collect forms 

by May/June prior to new school 

year (new enrollees collect in 

August). 

3.) Schools/OUSD will scan copies 

and provide originals to Peralta 

District Admissions and Records 

Office. 

4.) School district will identify 

students to enroll in Dual 

Enrollment courses and provide 

“Approved Student Dual 

Enrollment Rosters” no later than 

the established deadlines. 

5.) The PCCD District Admissions 

and Records office will batch 

enroll students into the courses 

using the “Approved Student Dual 

Enrollment Rosters”. 

6.)  Any new students will have to 

complete Universal Form by 

deadline for each semester and 

originals will be provided to PCCD 

Admissions and Records Office on 

semester basis. 
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8.  Human Resource Needs: 

 

 

 Describe your level of staffing for the past four years in terms of FTE. 

 

Position 

 

2012-2013 2013-2014 2014-2015 2015-2016 

Administration 

 

1 1 
1 

1 

Classified FT 

 

18 18 20 

 
20 

Classified PT 

 

   

 
 

Hourly 

 

4 4 2 2 

Student Workers 

 

2 2 2 2 

Faculty Reassigned     

     

Total FTE 

 

25 25 25 25 

 

 

 What are your anticipated staffing needs for the next three years? Why?  Do you anticipate an 

increase in the workload of your administrative unit?  Are additional staff necessary in order to 

achieve the program improvement objectives listed in section six of this report?  Please provide a 

reason and/or evidence to support your request for additional staff and indicate which 

administrative unit outcome and program improvement objectives the request supports and 

prioritize the personnel requests.   

 

 

Position 

(indicate job 

classification) 

New or 

Replacement? 

Administrative 

Unit Outcome 

Program 

Improvement 

Objective (s) 

Reason and/or 

Evidence of 

the Need 

 

1. Dual 

enrollment 

coordinator 

that will 

coordinate 

the process 

with the high 

schools. 

 New Establish the 

Universal Dual 

Enrollment process 

for high schools. 

Increase student 

ability to take 

college classes 

while in high 

school. 

AUO #6 above 

2. Assistant 

Registrar  

New This would allow 

the Associate Vice 

Chancellor to focus 

on planning and 

addressing issues 

Expedite 

resolution to 

student’s issues 

and allow for 

greater ability to 

This issue was 

discussed with 

Chancellor 

Ortiz, Deputy 

Chancellor 



 

 21  

on a global level 

instead of working 

on daily regular 

process issues. 

plan and 

restructure 

processes in a 

global manner. 

Gravenberg and 

VC Orkin and 

it seemed to be 

moving 

forward but 

then stopped. 

 

9. Equipment and Technology Needs (not covered by current budget):   

 

 What are your key equipment and technological needs for the next three years?  Why?  Please 

provide a reason and/or evidence to support your requests and indicate which administrative unit 

outcome and program improvement objectives the request supports.  Place items on the list in order 

(rank) of importance.  If equipment needs are specific to a position, please indicate the linkage. 

 

 

Equipment or 

Technology 

Request 

New or 

Replacement? 

Administrative 

Unit Outcome 

Program 

Improvement 

Objective (s) 

Reason and/or 

Evidence of 

the Need 

 

1. PeopleSoft 

training 

Districtwide 

Regular training 

should have been 

available since 

the 

implementation 

of PeopleSoft. 

Staff needs to be 

able to know the 

system enough to 

know when their 

actions are causing 

adverse reactions 

within the system. 

Ensure that all 

programs are 

using the system 

well without using 

“work arounds” 

that unknowingly 

affect other areas. 

This became 

evident when 

Financial Aid 

migrated to 

PeopleSoft and 

we are seeing 

the effects of 

how certain 

processes are 

executed. 

2. Development 

of PeopleSoft 

User’s Guide 

This need is not 

new is just has 

been previously 

overlooked. 

Staff needs to be 

able to have a 

resource to refer to 

when they have 

questions. 

Staff will be 

informed and this 

will also provide 

consistency to 

process. 

Currently staff 

has different 

ways to enter 

items in 

PeopleSoft 

which cause 

issues with 

reporting and 

financial aid. 

These issues 

can be 

alleviated by 

having 

consistency in 

the way items 

are processed. 

3.Professional 

Development 

Staff should have 

the ability to 

attend a local 

workshop and the 

Staff need to keep 

current in their area 

and they need to 

make connections 

This will ensure 

that staff are well 

informed and 

better equipped to 

Staff need to be 

able to 

communicate 

the same 
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CACCRAO 

annual 

Conference 

with other 

community college 

staff. 

serve students. information to 

students. 

 

 

10.  Facility Needs (not covered by current building or remodeling projects):   

 

 What are your new facilities needs for the next three years?  Why?  Please provide a reason and/or 

evidence to support your requests and indicate which administrative unit outcome and program 

improvement objectives the request supports.  Place items on the list in order (rank) of importance.   

 

Facility Request Administrative Unit 

Outcome 

Program 

Improvement 

Objective (s) 

Reason and/or 

Evidence of the 

Need 

 

1. The men’s 

bathroom in the 

A&R building 

needs remodeling 

It will no longer be 

gross to use the 

bathroom at work. 

Improve the facilities 

for staff. 

1. The bathroom 

toilet handle 

must be 

positioned in a 

specific 

position 

otherwise 

water keeps 

running.  

2. The bathroom 

floor is cracked 

and the walls 

are discolored 

and need 

painting.  

3. The toilet and 

sink need to be 

replaced. 

 

2. The women’s 

bathroom in the 

A&R building 

needs remodeling 

It will no longer be 

gross to use the 

bathroom at work 

Improve the facilities 

for staff. This can be 

due to the deferred 

maintenance. 

The women’s 

bathroom floor is 

cracked/yellow 

and very dirty. 

The walls are 

discolored and 

need painting.  

3. The front area 

of the Admissions 

and Records 

building need 

landscaping. The 

weeds and 

garbage are 

unsightly.  

The department is 

visited by many 

students and they 

should be able to 

come in and enjoy a 

clean welcoming 

environment.  

The lack of 

landscape has been 

deferred for many 

years and it needs to 

be done. 

The department is 

visited by many 

students and they 

should be able to 

come in and 

enjoy a clean 

welcoming 

environment. 
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4. The back door 

to the building 

keeps getting 

stuck and 

sometimes it is 

difficult to 

lock. 

The back door needs 

to work properly as 

the building houses 

many student’s 

academic records. 

Staff has assessed 

the door and I was 

told that it needs to 

be replaced. 

This door should 

be replaced to 

ensure that the 

building is 

secured. 

5. The front of the 

building needs 

painting 

The department 

servers many students 

daily and the façade 

of the building is 

horrific. 

There should be a 

plan to maintain the 

front of the building 

looking clean and 

inviting. 

Students need to 

come in to an 

inviting 

environment to a 

building that 

looks like there 

are walking in to 

a hideous 

warehouse. 

6. The door from 

the front office 

into the back 

offices is 

coming off the 

hinges. 

The door needs to be 

fixed. A work order 

was submitted but no 

one has come to 

assess the issue. 

This door keeps 

students and the 

public from coming 

back to the restricted 

area. 

The door needs to 

be assessed and 

repaired to ensure 

that staff and 

records are 

secured. 

 

 

11.  Professional and Organizational Development Needs (not covered by current budget): 

 

 

 Please describe the professional development needs of the administrative unit.  Include specifics 

such as training in the use of technology, cultural sensitivity, mentoring, and activities that help 

individuals stay current with their job responsibilities or to meet state, federal or professional 

requirements, etc.  Place items on the list in order of rank or importance and indicate which 

administrative unit outcome and program improvement objectives the request supports.   

 

Professional or 

Organizational 

Development  

Request 

Administrative 

Unit Outcome 

Program 

Improvement 

Objective (s) 

Reason and/or 

Evidence of 

the Need 

 

Estimated 

Cost 

1. PeopleSoft Training 

for Student Services 

staff at the district and 

the colleges. 

Staff will be 

informed on how to 

properly execute 

processes in 

PeopleSoft that will 

not cause issues in 

other areas. 

Ensure that 

reporting and that 

student’s financial 

aid is not affected 

by the way the 

process was 

executed in 

PeopleSoft. 

Issues have 

been 

discovered 

since Financial 

Aid migrates to 

PeopleSoft that 

have caused 

audit issues 

and issue with 

reporting. 

An allocation 

of 50,000 

could 

provide a 

couple of 

trainings to 

ensure that 

staff feels 

confident. 

 

2. Professional 

Staff need to be 

updated on issues 

Students Services 

will perform at a 

Staff has not 

had the 

Increase 

travel budget 
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development 

opportunities 

for staff 

or new laws coming 

from the State 

Chancellor’s Office 

higher level if they 

are informed and 

keep themselves 

updated. 

opportunity to 

attend any 

conferences. 

allocation to 

ensure that 

staff are 

provided 

with an 

opportunity 

to participate 

in a 

conference. 

 

 

 

12.  Other Needs (not covered by current budget): 

 

 

 Please describe any other needs that you are certain do not fit elsewhere.  Not all needs will have a 

direct cost, but may require reallocation of current staff time.  Place items on the list in order of rank 

or importance and indicate which administrative unit outcome and program improvement objectives 

the request supports.   

 

Other Needs Administrative 

Unit Outcome 

Program 

Improvement 

Objective (s) 

Reason and/or 

Evidence of 

the Need 

 

Estimated 

Cost 

A plan needs to 

be developed to 

scan all the 

academic records 

warehoused in the 

back room.   

All student records 

should be available 

electronically. 

This will expedite 

the processing of 

older transcripts. 

The student 

academic 

records need to 

be preserved 

and should be 

available 

electronically. 

30,000 per 

year for five 

years should 

provide 

assistance to 

prepare and 

scan all 

academic 

records. 

 

 

 

Appendices 
 

Appendix A. 
 

The Legal and Professional Basis for Program Review   

 

TITLE 5, Section 51022(a)    
The governing board of each community college district shall, no later than July1, 1984, develop, file with the  

  Chancellor, and carry out its policies for the establishment, modification, or discontinuance of courses or  

  programs. Such policies shall incorporate statutory responsibilities regarding vocational or occupational  
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  training program review as specified in section 78016 of the Education Code.   

 

ACCJC STANDARDS Standard 1B. Improving Institutional Effectiveness   
The institution demonstrates a conscious effort to produce and support student learning, measures that learning,  

assesses how well learning is occurring, and makes changes to improve student learning. The institution also 

organizes its key processes and allocates its resources to effectively support student learning.  

 

The institution demonstrates its effectiveness by providing 1) evidence of the achievement of student learning 

outcomes and 2) evidence of institution and program performance. The institution uses ongoing and systematic 

evaluation and planning to refine its key processes and improve student learning.   1. The institution maintains 

an ongoing, collegial, self-reflective dialogue about the continuous improvement of student learning and 

institutional processes. 2. The institution sets goals to improve its effectiveness consistent with its stated 

purposes. The institution articulates its goals and states the objectives derived from them in measurable terms so 

that the degree to which they are achieved can be determined and widely discussed. The institutional members 

understand these goals and work collaboratively toward their achievement. 3. The institution assesses progress 

toward achieving its stated goals and makes decisions regarding the improvement of institutional effectiveness 

in an ongoing and systematic cycle of evaluation, integrated planning, resource allocation, implementation, and 

reevaluation. Evaluation is based on analyses of both quantitative and qualitative data.  4. The institution 

provides evidence that the planning process is broad-based, offers opportunities for input by appropriate 

constituencies, allocates necessary resources, and leads to improvement of institutional effectiveness.  

5. The institution uses documented assessment results to communicate matters of quality assurance to 

appropriate constituencies. 6. The institution assures the effectiveness of its ongoing planning and resource 

allocation processes by systematically reviewing and modifying, as appropriate, all parts of the cycle, including 

institutional and other research efforts.  7. The institution assesses its evaluation mechanisms through a 

systematic review of their effectiveness in improving instructional programs, student support services, and 

library and other learning support services.   

 

EDUCATION CODE, Section 78016 

(a) Every vocational or occupational training program offered by a community college district shall be reviewed 

every two years by the governing board of the district to ensure that each program, as demonstrated by the 

California Occupational Information System, including the State-Local Cooperative Labor Market Information 

Program established in Section 10533 of the Unemployment Insurance code, or if this program is not available 

in the labor market area, other available sources of labor market information, does all of the following:  (1) 

Meets a documented labor market demand.  (2) Does not represent unnecessary duplication of other manpower 

training programs in the area. (3) Is of demonstrated effectiveness as measured by the employment and 

completion success of its students.  (b) Any program that does not meet the requirements of subdivision (a) and 

the standards promulgated by the governing board shall be terminated within one year.  (c) The review process 

required by this section shall include the review and comments by the local Private Industry Council established 

pursuant to Division 8 (commencing with Section 15000) of the Unemployment Insurance Code, which review 

and comments shall occur prior to any decision by the appropriate governing body.  

 

Appendix B. 
 

Program Review Validation Form and Signature Page 

 
Department or Administrative Unit: 
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Part I.  Overall Assessment of the Program Review Report 

Review Criteria Comments:   

Explanation if the box is not checked 

 

 

1.  All sections of the program review narrative 

report are addressed. 

 

 

 

2.  Delineation of functions includes areas that 

provide service to the Colleges. 

 

 

 

3.  Administrative Unit Outcomes (AUOs) are 

clearly stated and reflect the work of the 

administrative unit. 

 

 

 

4.  Program Improvement Objectives (PIOs) 

support each Administrative Unit Outcome 

(AUO). 

 

 

 

5. The resource requests are connected to the 

Administrative Unit Outcomes (AUOs) and 

Program Improvement Objectives (PIOs) and are 

aligned to the PCCD Strategic Goals and 

Institutional Objectives. 

 

 

 

 

 

Part II.  Choose one of the Ratings Below and Follow the Instructions. 

 

Rating Instructions for First Review 

 

 

1.  Accepted. 

 

 

 

2.  Conditionally Accepted. 

 

 

 

 

 

1.  Complete the signatures below and submit to the Vice Chancellor of 

Educational Services and the Vice Chancellor of Finance.   

 

 

2.  Provide commentary that indicates areas in the report that require 

improvement and return the report to the administrative unit manager with a 

timeline for resubmission to the validation chair. 
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3.  Not Accepted. 

 

 

3.  Provide commentary that indicates areas in the report that require 

completion and/or revision and return the report to the administrative unit 

manager with instructions to revise.  Notify the Vice Chancellor of Educational 

Services, the Vice Chancellor of Finance of the Not Accepted status. 

 

 

 

 

Rating Instructions for Second Review (if necessary) 

 

 

1.  Accepted. 

 

 

 

2.  Conditionally Accepted. 

 

 

 

3.  Not Accepted. 

 

 

 

 

1.  Complete the signatures below and submit to the Vice Chancellor of 

Educational Services and the Vice Chancellor of Finance.   

 

 

2.  Provide commentary that indicates areas in the report that require 

improvement and return the report to the administrative unit manager with a 

timeline for final resubmission to the validation chair. 

 

3.  Provide commentary that indicates areas in the report that require 

completion and/or revision and return the report to the administrative unit 

manager with instructions to revise.  Notify the Vice Chancellor of Educational 

Services, the Vice Chancellor of Finance and the Chancellor of the Not 

Accepted status. 

 

 

 

 

 

Part III.  Signatures 

 

Validation Committee Chair 

___________________________     _________________________________________     _________________ 

Print Name      Signature      Date 

 

 

Validation Committee Members 

___________________________     _________________________________________     _________________ 

Print Name      Signature      Date 

 

 

Validation Committee Members 

___________________________     _________________________________________     _________________ 

Print Name      Signature      Date 
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Validation Committee Members 

___________________________     _________________________________________     _________________ 

Print Name      Signature      Date 

 

 

Validation Committee Members 

___________________________     _________________________________________     _________________ 

Print Name      Signature      Date 

 

 

 

 

__________________________________________________________________________________________ 

 

 

Received by Vice Chancellor of Educational Services 

___________________________     _________________________________________     _________________ 

Print Name      Signature      Date 

 

 

 
Received by Vice Chancellor of Finance 

___________________________     _________________________________________     _________________ 

Print Name      Signature      Date 
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Educational Services Delineation 
of Functions

District Program Review 2015-16

Item 4



Educational Services
Interactive Function Charts

• Two levels of charts: 

– Educational Services Sub-Units

– Functions of Sub-Unit

• Click on orange-highlighted boxes to go from 
one level to another.  Clicking on a top box 
takes you back to the previous level.



Educational Services
Interactive Function Charts

Function charts are different from org charts:

Org charts show the organization of positions 
within a unit, whereas function charts show the 
functions performed by a unit.



Admissions & 

Records, 

Student 

Services,

Childcare

Career Pathways 
Trust Grant

Faculty Diversity 
Internship 
Program

Staff 
Development

Curriculum BI Tool

Educational 
Services

Economic and 
Workforce 

Development

Institutional 
Research

International 
Education

Distance 
Education, 
Websites

Student Success 
and Equity

Financial Aid

Faculty 
Evaluations

Enrollment 
Management



Educational 
Services

Admissions & 
Records, Student 

Services

Admissions

Attendance accounting

Academic Advising

Enrollment, completion

Dual enrollment

SSSP

Degrees and transcripts

College counseling departments 

Degree evaluators

Childcare

District Functions



Educational 
Services

Institutional 
Research

Validation of assessment instruments.

Consequential validity survey

Program Review and Annual Program Update data support

Student Equity Plan data support

Accreditation data

Strategic Plan data

PFT Part-time evaluations spreadsheet

Grant reporting

Career Pathways Trust Data

Multiple Measures Implementation

Data Warehouse and BI Systems Administration

MIS Submission: Prepare, submit District MIS data to state Chancellor’s Office

320 Report: Submission of attendance contact hours to state

Ad-hoc requests

Review of external requests to conduct research

Contact lists for outreach to targeted subgroups of students

District Functions



Educational 
Services

Student Success 
and Equity

Implement and oversee offices of success and equity (C-YES)

Coordinate Dual Enrollment Efforts

Coordinate outreach to high schools and special populations

Coordinate equity initiatives at the colleges

Develop equity workshops and presentations

District Functions



Educational 
Services

International 
Education

Recruitment and Admission

Orientation, assessment, counseling and advising

Student immigration issues and outreach 

Study abroad

Website maintenance

Participate in college enrollment management efforts

District Functions



Educational 
Services

Distance 
Education,  
Websites

Maintain and support online and hybrid classes using Moodle

Maintain and support District websites

Post accreditation and planning documents on district websites

Advise colleges on website issues

Support use of Moodle for student evaluations of faculty

District Functions



Educational 
Services

Enrollment 
Management

Prepare spreadsheets showing FTES, FTEF, and productivity by college and 

District to help develop strategies to meet enrollment targets.

Automated daily enrollment reports generated by BI Tool and sent by email to 

college constituents.  

District Functions



Educational 
Services

Faculty 
Evaluations

Receive student evaluation of faculty forms from college evaluation committees 

Process student evaluations of faculty, using both online and traditional 

(Scantron) evaluation forms.

Check in and scan forms, process through Scantron or Moodle and submit by 

email to each college division.

Keep file of all student evaluations.

District Functions



Educational 
Services

Economic and 
Workforce 

Development

Building Career Pathways and Coordinating with Colleges

Engaging Internal Partners, including CTE, DEC, DAS, VPs/Deans

Engaging External Partners, including K-12, Business, CBOs, Regional Efforts, 

WIBs

Managing and Coordinating Grants

Coordinating Adult Education

District Functions



Financial Aid

Educational Services

Respond to Audit  Findings

Provide guidance on FA Compliance regulations

Guidance and training to colleges on regulatory changes

PeopleSoft Student Admin FA Management and Maintenance

Troubleshoot college reports of system errors

Provide system enhancements and provide FA student service

Report required data elements to Feds and State

Colleges submit compliance data generated by District

Generate internal FA data reports and analyze data

Review student FA data and provide data analysis to colleges

Identify gaps in FA office, equity gaps in FA recipients, SSSP gaps

Guidance for updated compliance updates from State and Feds

Provide support to resolve audit findings

District Functions



Outreach: Communicate requirements to become a faculty member.

Communicate high expectations for professionalism, content knowledge, and 

pedagogy

Selection: Review prospective faculty minimum qualifications and recommended 

qualifications

Training available to all faculty and prospective faculty who have applied to 

program. 

Matching: Support of logistics for hiring interns. 

District Functions

Educational Services

Faculty Diversity 
Internship Program



Coordination of faculty and staff Professional development activities.

Annual planning and Coordination of 6 Flex Days

Oversight of campus staff development , committees, communiques, budgets, 

funding and promotion of group and individual professional development 

activities. 

District Functions

Educational Services

Staff Development



Provide access to institutional data, updated daily through a data warehouse connected 

to PeopleSoft, to the colleges in the form of dashboards and customized reports

Maintain around-the-clock availability of BI dashboards, ad-hoc query tool, and 

supporting data warehouse 

Manage access list of users and permissions for all colleges.   Provide support to teams 

in all technical matters involving BI tools.

Create documentation explaining BI answers and dashboards.

Conduct trainings on how do access and navigate BI tools, including dashboards and 

Answers.

District Functions

Educational Services

BI Tool



Fiscal Lead for $15 million Career Pathways Trust Grant

Coordinates college funding for  workforce coordinators and other grant-related 

activities

Coordinates pathways between high schools and colleges

Coordinates Work-based learning committees with Peralta and regional counterparts

Provides CCPT finance and budget oversight for colleges

Organizes public presentations featuring Peralta colleges as leading the way in pathway 

reform; promotes Peralta colleges in statewide venues

Manages and supports website to promote CPT and enable improved placement 

Coordinates meetings between high school and Peralta faculty to develop opportunities 

for early college credit and create awareness of Peralta CTE offerings

Coordinates and oversees data sharing with high schools for improved placement 

Coordinates integrated counseling between high schools and colleges

District Functions

Educational Services

Career Pathways Trust



Reviews and processes all new course/program approval and course change 

requests for submission to CIPD, Board of Trustees, in accordance with district 

and state regulations.

Maintains the district’s Uniform Course Numbering (UCN) system, assigning 

appropriate course numbers as necessary.

Maintains Master Course File with the chancellor’s office through the Curriculum 

Inventory system. This information is used to validate MIS submissions of 

courses, sections and students.

Provide functional expertise to college schedulers in preparing class schedules.

Work closely with colleges and IR Analyst to review, troubleshoot and correct 

MIS data submissions

Analyze current systems, define and propose new or enhanced system 

functionality; test and maintain updates and fixes to facilitate college work

District Functions

Educational Services

Curriculum



Educational Services
Clickable Org Chart

Click shaded boxes to see subgroup charts 
or to return to main chart



Executive Assistant
Application Software 

Analyst

Faculty Diversity 
Internship 

Coordinator

Web Technology 
Analyst

Staff Development 
Officer

Faculty Accreditation 
Support

Executive Assistant-
Tenure Review

Hourly
Staff Assistant

Curriculum &
Systems Technology 

Analyst

Faculty Website 
Coordinator

Facilitator–Strategic 
Planning Consultant

Vice Chancellor 
of Educational 

Services

Director-Institutional 
Research

Director-Economic & 
Workforce 

Development

Associate Vice 
Chancellor, Student 

Services, & Registrar

Director-International 
Education

Director-Career 
Pathways

Dean of Equity and 
Student Success

Director – Student 
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Peralta District Service Centers “Customer Satisfaction” 2015 Survey Report 

 

This report describes the results of the 2015 District Service Centers “Customer Satisfaction” Survey 

which was conducted to evaluate the quality of the services provided by thirteen District Service 

Centers.  Comparisons between Fall 2015 and Fall 2013 surveys results were also conducted to assess 

potential fluctuations in the quality of services provided by the District Service Centers. 

 

Methodology 

In December, 2015 the faculty, staff and administrators of the Peralta Community College District (4 

colleges and district office) were asked to complete an anonymous “customer satisfaction” survey rating 

each district service area.   Participants were asked to rate their experiences with each of the thirteen 

District Service Centers during the past year.  Specifically, respondents were asked how often they 

utilized the services of each service center: never, once, or more than once.  If participants did not have 

any interaction with a particular service center, then they were automatically skipped to the next 

section of the survey.  Otherwise, they were asked three questions concerning whether their 

experiences with each service center were… 

1) handled to their satisfaction (accommodation),  

2) handled in a timely manner (timeliness), and  

3) whether they were treated respectfully (respectfulness).   

To each of these questions, respondents could choose one of five options: strongly disagree, disagree, 

neither agree nor disagree, agree, or strongly agree.   

 

Results 

We first present the response rates by college and position.  Second, we present the utilization and 

satisfaction level findings for the District Service Centers for Fall 2015, followed by comparisons of the 

results between Fall 2015 and Fall 2013 surveys.  The last section provides charts showing survey results 

from both years for each service area. 

Fall 2015 Survey Response Rates 

A total of 215 respondents completed the Fall 2015 survey, approximately 14.4% of the population (N = 

1,491; data from Fall 2014 MIS Faculty and Staff Demographic Report).  Approximately 19% of the 

respondents were from Berkeley City College, 14% from College of Alameda, 22% from Laney College, 

18% from Merritt College, and 32% from the District Office.  In terms of respondents’ positions at PCCD, 

approximately 43% were faculty, 42% were staff, 13% were administrators, and 4% were 

contractors/other.  Data for Fall 2015 survey are provided in Appendix A. 
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Utilization of District Service Centers  

Utilization was operationalized as respondents having at least one interaction with a service center in 

the past year (i.e., combined “once” and “more than once” responses).  Of the 13 Service Centers, 

Human Resources had the highest utilization rate (85.1%), followed by Information Technology (77.4%), 

Admissions and Records (61.9%), Finance (61.1%), and General Services (51.5%).  The remaining Service 

Centers each had interaction with less than 50% of the respondents (see table below for the Fall 2015 

interaction rates for each Service Center). 

Service Center 2015 Rate 2013 Rate Change 

Admissions & Records  61.9% 58.8% 
3.1% 

Chancellor's Office  45.3% 34.3% 
11.0% 

Educational Services  49.3% 39.8% 
9.5% 

Finance  61.1% 47.1% 
14.0% 

Financial Aid 21.0% NA 
NA 

General Counsel  30.5% 28.4% 
2.1% 

General Services  51.5% 40.2% 
11.3% 

Human Resources  85.1% 66.1% 
19.0% 

Information Technology  77.4% 61.7% 
15.7% 

International Education 28.6% NA 
NA 

Institutional Research 36.0% NA 
NA 

Public Information  31.8% 25.4% 
6.4% 

Risk Management 40.2% 30.8% 
9.4% 

Satisfaction Level of Service Centers  

For this report, “strongly disagree” and “disagree” responses were combined as “dissatisfied” with the 

service-related experiences (i.e., accommodation, timeliness, and respectfulness), and “strongly agree” 

and “agree” responses were combined as “satisfied” with the services.  (See the charts below for each 

service center results.) 

Chancellor’s Office received the highest satisfaction ratings for the 3 service-related experiences: 

accommodation (77.4%), timeliness (76.4%), and respectfulness (79.6%).  Public Information had the 

next highest satisfaction ratings (70.0%, 66.7% and 76.7%, respectively), followed by Admissions and 

Records (68.2%, 62.1% and 74.2%, respectively) and Office of International Education (64.8%, 61.1% and 

79.6%, respectively).   
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In contrast, less than 50% of the respondents expressed satisfaction with accommodation and timeliness 

of the services provided by Risk Management, General Services, Finance, and Information Technology.  

Of these, Risk Management received higher dissatisfaction than satisfaction ratings for accommodation 

(44.2% vs. 36.4%) and timeliness (57.1% vs. 27.3%).  In addition, Finance, Information Technology, and 

General Services had higher dissatisfaction than satisfaction ratings for timeliness (Finance 52.5% vs. 

32.8%, Information Technology 44.9% vs. 38.8%, General Services 43.0% vs. 36.0%).   

For all 13 Service Centers, respectfulness had higher satisfaction ratings (ranged from 50.6% to 79.6%) in 

comparison to accommodation (ranged from 36.4% to 77.4%) and timeliness (ranged from 27.3% to 

76.4%) ratings. 

Comparison of Fall 2015 and Fall 2013 District Service Centers Survey Results 

To assess whether the utilization of and satisfaction with the services provided by the District Service 

Centers had changed between Fall 2013 and Fall 2015, the results for the 10 Service Centers that were 

evaluated for both periods were compared.  

In Fall 2013, 286 respondents completed the survey, about 19.6% of the population (N = 1,459; data 

from Fall 2013 MIS report).  Approximately 12% of the participants were from Berkeley City College, 14% 

from College of Alameda, 27% from Laney College, 17% from Merritt College, and 22% from the district 

office.  For positions at PCCD, approximately 46% were faculty, 39% were staff, 14% were 

administrators, and 1% were contractors. 

Similar to Fall 2015, Human Resources had the highest utilization rate (66.1%), followed by Information 

Technology (61.7%), Admissions and Records (58.8%), Finance (47.1%), and General Services (40.2%) in 

Fall 2013.  The utilization rates for all 10 Service Centers in Fall 2013, however, were lower than for Fall 

2015 (see Table 1).  Human Resources, Information Technology, Finance, General Services, and 

Chancellor’s Office exhibited over 10% increase in the utilization rates in Fall 2015. 

Although a higher proportion of the respondents utilized the 10 District Service Centers in Fall 2015 in 

comparison to Fall 2013, they generally reported lower levels of satisfaction with accommodation and 

timeliness of the services provided in Fall 2015 than in Fall 2013.  Specifically, Risk Management 

evidenced substantial decreases in the satisfaction level for accommodation (23.4%) and timeliness 

(28.6%) from Fall 2013 to Fall 2015.  General Services also showed decreases for accommodation 

(15.8%) and timeliness (11.7%); as well as Information Technology for accommodation (10.7%) and 

timeliness (13.7%).  Both Admissions and Records (14.3%) and Finance (11.9%) exhibited decreases in 

the satisfaction level for timeliness between the two periods. 

The only service center to exhibit positive changes in all 3 service-related experiences was Educational 

Services, with the largest increase for accommodation (14.1%), followed by timeliness (8.9%) and 

respectfulness (5.3%).  Chancellor’s Office showed moderate increases for accommodation (5.9%) and 

timeliness (8.2%). 

Respectfulness showed higher satisfaction ratings in comparison to accommodation and timeliness for 

all 10 Service Centers in Fall 2013, and generally evidenced little change between the two periods.  Two 

exceptions were General Services and Risk Management, which showed decreases in respectfulness 

from Fall 2013 to Fall 2015 (17.2% and 17.0%, respectively). 
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Satisfaction Level for District Service Centers Charts 

The charts below summarize, for each service area, the level of satisfaction reported by respondents in 

in 2013 and 2015.  For this report, “strongly disagree” and “disagree” responses were combined as 

“dissatisfied” with the service-related experiences (i.e., accommodation, timeliness, and respectfulness), 

and “strongly agree” and “agree” responses were combined as “satisfied” with the services.  Red bars 

indicate dissatisfaction and blue bars indicate satisfaction. 
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Conclusion 

The results of the two surveys indicate variations in the rate of utilization and satisfaction level with the 

District Service Centers.  First, for both time periods, Human Resources, Information Technology, 

Admissions and Records, Finance, and General Services evidenced the most interactions.  Moreover, the 

utilization of all 10 District Service Centers had increased from Fall 2013 to Fall 2015; over 10% for 

Human Resources, information Technology, Finance, General Services, and Chancellor’s Office.   

Second, a majority of the District Service Centers provided satisfactory accommodation and timeliness 

services, when defined as at least 50% of the respondents were satisfied with the services they received.  

However, 4 District Service Centers were below this standard for accommodation and timeliness in Fall 

2015: Risk Management, General Services, Finance, and Information Technology.  Moreover, Risk 

Management, General Services, and Information Technology evidenced substantial decreases in the 

satisfaction level for accommodation and timeliness over the two periods. 
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