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Largest graduating class in campus history for the fourt
Awarded more than 5,000 degrees and certificates at 2019
commencement
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Trustee Marisa Perez honored with 2018 Stuc
Award by NALEO
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Independent audits show Cerritos College as gooc

steward over bond construction program
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New Public Art Collection to

make College a creative

landmark

New Performing Arts Center breaks ground with a $500K
planned gift by Dr. Connie Mayfield




Veteran Business

Professor Bob Livingston
named 2018 Teacher of
the Year

New Health & Wellness Complex opens as campus' first
green-certified building
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Photography Professor Christina Fer

at Getty MuseH _




College announces two years of free college throug
Cerritos Complete




More than 100 students study abroad in Iceland, Italy
and Taiwan -

Wrestling coach Donny

Garriott inducted into

National Wrestling Hall of
Fame
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and helps them fill out a Free Application for
Federal Student Aid

LOOK AT THE DATA

The equity gap might mean something different
for each institution, depending on the communi-
ties they serve. Some colleges may see large gaps

in completion rates between students of various
ethnicities; for others, these gaps might show upin
the achievement of students from different genders
Or economic groups, or among veterans or students

JOSE FIERRO, president, Cerritas Callege

Teacher TRAC receives more than $1 million in gifts to
prepare future educators
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Men’s soccer team earns first national championship

Photo By DaryliPeterson
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WPMD's Un Poquito
Latino is America’s
best foreign

language college
radio program
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Men and women'’s track and field win South Coast
Conference Championship
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Lynn Serwin wins the Online College Ide:
with Success Tribes project

é

Student Jocel
Arriaga wir
place in Chinese

Proficiency
Competitior

i'F -®
One World, One Family
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Women's track and field team wins ninth state
championship

..........................................
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Froylan Cabuto, Dr. Valyncia Raphael, and Ambe _
receive 2018 John & Suanne Roueche Excellence Award
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U.S. Department o
State selects ESI
instructo

2019-20

Cerritos College
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NEWLY TENURED

FACULTY

2019-20 Convoca tion
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NEWLY Tl

DR. MICHAEL
BINNING

Paralegal
Business Education

NEWLY TENURED FACULTY

RIGOBERTO
CASTRO

Counselor
Counseling
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MICHELLE
F AGUNDES

English
Liberal Arts

DR. CHELENA
FISHER
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Technology

NEWLY TENURED FACULTY

BERENICE
(GALLARDO

Counseling
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(3IBSON

Child Development
Health Occupations

NEWLY TENURED FACULTY

DAHLENE
HOLLINESS

Counselor
Disabled Student Programs and Services
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DR. JIANLI

Hu

Business Administration
Business Education

NEWLY TENURED FACULTY

TRISHA
KOozLOWSKI

Head Coach - Women'’s Basketball
Physical Education
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Physics
Science, Engineering and Mathematics

)

NEWLY TENURED FACULTY

MARK
OLAGUE

English
Liberal Arts
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NEWLY

RossITzA

PETROVA

Cosmetology
Technology

NEWLY TENURED FACULTY

(GUSTAVO
ROMERO

Counselor
Counseling
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DR. VERONICA
SANCHEZ

Psychology
Humanities/Social Sciences

_CITILOS
College
NEWLY TENURED FACULTY

MARLENA
SHORE

Dental Hygiene
Health Occupations
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FACULTY

2019-20 Convoca tion

DR. NADINE
BROWN FARR

He h‘hO pt

26



EDWARD

CHI

Economics
Humanities/Social Sciences

CONTRERAS

Dental Assisting
Health Occupations
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NEW FACULTY

ERIC
DOUCETTE

Business Communication Office Technology
Business Education

CAMERON
FERRE

Automotive Collision Repair

Technology
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NEW FACULTY

BROOKE
HANNIFF

Speech Communications
Liberal Arts

RACHEL
HIVELEY

sing Simulation
Health Occupations
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NEW FACULTY

“DR. CHRISTOPHER
INGSTAD

Physical Therapist Assistant
Health Occupations

ROBERT
&z MITTENDORF

Philosophy
Humanities/Social Sciences
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NEW FACULTY

DR. AsSMA
SAID

Physics
Science, Engineering and Mathematics

TSUHAKO

Sociology
Humanities/Social Sciences
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NEW CLASSIFIED AND
| CONFIDENTIAL EMPLOYEES

2019-20 Convoca tion

Cerritos
College
NEW CLASSIFIED

JASMINE
ARGUELLO

Program Assistant
Economic Development
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NEW CLASSIFIED

DANIEL
CHATMAN, JR.

Custodian
Facilities

NE

SARA
CHAVEZ

Administrative Clerk Il
Counseling
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NEW CLASSIFIED

IRMA
CORADO

Admissions and Records Technician Il
Admissions and Records

Communication Services Coordinator
Disabled Student Programs and Services
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NEW CLASSIFIED

MATT
DAvis

Lock Systems Specialist
Facilities

DANIEL

DEAVILA

Administrative Clerk Il
Technology
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JOSE

DEe LA TORRE

Automotive Laboratory Technician

Technology

NEW CLASSIFIED

EDWARD

Diaz

Senior Technical Support Specialist
Information Technology
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SHERRY

FREGOSO

Instructional Lab Technician Il
Cosmetology

NEW CLASSIFIED

MARILU
(GARCIA

Program Assistant Il
Educational Partnerships and Programs

37



NEW CLASSIFIED

CESIAH
(GONZALEZ

Dispatcher
Campus Police

NEW C

MARYSOL
(GONZALEZ

Program Assistant

Adult Education/Diversity Programs
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NEW CLASSIFIED

IRMA
(GORROCINO

Public Affairs Specialist
Public Affairs

SULEMAN
HAMID

Senior Applications Analyst
Information Technology
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NEW

CLASSIFIED

ANABELLE
HORTON

Financial Aid Specialist
Financial Aid
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NEW CLASSIFIED

JAMAL
INGRAM

Athletic Eligibi

lity Specialist

Physical Education
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PAULINA
JONES

College Foundation Secretary
Foundation

NEW CLASSIFIED

JOSEPH
JOsoN

Pool Maintenance Technician
Facilities
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RINDA
KAING

Admissions and Records Technician |
Admissions and Records

NEW CLASSIFIED

DIANA
MADUENO

Student Events Specialist
Student Activities
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NEW. FIED

KEISHA
MARTS

Lead Custodian
Facilities

NEW CLASSIFIED

MARC
MARUZZO

Senior Network Administrator
Information Technology
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Skills Lab Coordinator
Health Occupations

NEW CONFIDENTIAL

HuGH
NGUYEN

Human Resources Technician | (Confidential)
Human Resources
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ERIK
OSUNA

Library Technical Specialist
Library

NEW CONFIDENTIAL

KELLY
Rios

Administrative Assistant (Confidential)
Student Services
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NEW CLASSIFIED

CHRISTOPHER
RUSCHEINSKY

Custodian ) !
Facilities '

ol

.

SAaN JUAN

Library Technical Clerk
Library
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NEW CLASSIFIED

NANCY
VASQUEZ

Cosmetology Assistant
Cosmetology

PAUL
VERNOLA

Plumber
Facilities
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NEW CLASSIFIED

CASSIE
WRIGHT

Senior Applications Analyst
Information Technology

ANDRES
/UNIGA

Senior Technical Support Specialist
Information Technology
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_ PROMOTED CLASSIFIED
| EMPLOYEES

2019-20 Convoca tion

PROMOTED CLASSIFIED EMPLOYEES

CAITLIN
AAULUNS

nal Scheduling Spec
Academrc Affatrs
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JESSICA
OTERO

Admissions and Records Technician Il
Admissions and Records

MANAGERS

2019-20 Convocation
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ROLAND

CHACON

Captain
Campus Police

NEW MANAGERS

Juby
Fox

Deputy Sector Navigator, Business and Entrepreneur Sector
Academic Affairs
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SONIA
(GONZALEZ

Assistant Director of Admissions and Records
Admissions and Records

MATTHEW
HARMS

Development Officer and Director of Alumni Relations
Foundation
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'
College
NEW MANAGERS

CAROL
KRUMBACH

Executive Director, Foundation and Institutional Advancement
Foundation

DR. STEVEN
LAVIGNE

Acting Dean of Disabled Student Programs and Services
Disabled Student Programs and Services
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Colleg
NEW MANAGERS

JUAN
MERcADO

Acting Financial Aid Assistant Director
Financial Aid

KATIE
MISHLER

Deputy Sector Navigator,
Advanced Transportation and Logistics Sector

Academic Affairs

L
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NEW MANAGERS

DR. FRANK
MixsonN

Instructional Dean

Liberal Arts

DR. RoRry
NATIVIDAD

Instructional Dean

Health, Physical Education, Dance and Athletics
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NEW MANAGERS

DR. DiLCIE
PEREZ

Vice President of Student Services/Assistant Superintendent
Student Services

Acting Dean of Student Support Services
Student Support Services
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NEW MANAGERS

" DR. STEPHANIE
RODRIGUEZ

Acting Dean of Counseling Services
Counseling

CARLOS
SERNA

Operations Manager
Facilities
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NE)

HUMBERTO

SoLls

Acting Manager, Research and Planning
Institutional Effectiveness, Research and Planning

NEW MANAGERS

ANDREW
VINES

Instructional Dean
Science, Engineering and Mathematics
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Cerritos College
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RESPONSIVE

WELCOMING
: * KNOWLEDGEABLE |
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Transforming Lives through
Service Excellence,
Because People Matter
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The Cerritos Way,
Because

People Matte
e/

s
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. WELCOMING |
* KNOWLEDGEABLE ‘ﬁ?

EMPATHETIC

Back to Our

Regularly
Scheduled
Programming
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N.Raisman & Associates =

What is Service Excellence
and Academic Customer
Service and Why It Matters

Dr. Neal Raisman

e]ﬂos

C
College

N.Raisman & Associates =

Are students
customers?
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N.Raisman & Associates

What Is Service
Excellence?

N.Raisman & Associates

It IS not
retail customer
service

Our customers are
NOT always right
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N.Raisman & Associates

Academic customer
service IS not
coddling students
or grade inflation

N.Raisman & Associates

Meeting and Then
Exceeding the Needs
and Expectations of

Students in an
Ethical Way that Fits
with the Rules
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N.Raisman & Associates

So, What Do
Students Want
and Need?

N.Raisman & Associates

5. People who
care and know
theilr name
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N.Raisman & Associates _
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4. Efficient,

professional help
when needed

Your Values 1, 4, +5

N.Raisman & Associates _
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N.Raisman & Associates —

PROFESSIONAL
knowledgeable
resourceful
ethical
accountable
helpful

N.Raisman & Associates —

A full return
on their
INvestment

72



N.Raisman & Associates

Three Student ROlI’s
Fiscal
Emotional

Affective

N.Raisman & Associates
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N.Raisman & Associates

A positive
environment that
makes them feel

welcomed and valued

within a culture that
encourages and
supports them

N.Raisman & Associates —

Cerritos College Service
Excellence Values

Responsive
Welcoming
Empathetic
Knowledgeable
Efficient

arLONE
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N.Raisman & Associates

The decision to attend a
college is an emotional one

The decision to
drop out is also
an emotional one

N.Raisman & Associates

Why Students Leave Your School

B College Doesn’t Care25%
B Poor Service 23%

¥ Not worth it 18%

B Finances 13%

B Schedule 10%

B pPersonal 8%

¥ Grades 2%

¥ Educational Quality 1%
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N.Raisman & Associates —

Hillel and The
ACS Golden Rule

‘H\

N.Raisman & Associates

Okay, so now
what do we do?

Remember Your Service
Excellence Values

See you at 1 p.m.
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