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Purpose of Program Review

The purpose of the program review process is to enhance the quality and effectiveness of
services provided to the campus community through a meaningful, manageable, flexible, and
collaborative self-study completed by program, department, and/or area members. The
program review is the process in which we answer: How well are we doing what we said we
were going to do?

The process involves evaluating the progress and achievements of previously established goals
and outcomes for the program, department, or area. It also includes looking ahead to plan for
the next three years by developing or adjusting goals and outcomes based on insights gained
from the analysis of past performance. Additionally, the process ensures that goals and
outcomes are aligned with the broader college goals and Student First Framework. Through the
program review process, each program, department, or area has the opportunity to: 1) critically
assess accomplishments and services offered, and 2) plan for the next three years,
recommending necessary changes to ensure that goals and outcomes are met.

Program Review Scoring Rubric

This rubric supports the program review process by ensuring consistency, transparency, equity,
and alignment with Cerritos College’s Mission and the Students First Framework. Each question
is evaluated using a 1-5 rating scale:

5 — Exemplary: Fully addresses the question with clarity, detail, evidence, and alignment
to institutional priorities

4 — Strong: Addresses the question clearly but may lack some detail

3 — Adequate: Acceptable but general, with limited analysis or evidence

2 — Developing: Limited clarity or depth; partially answers the question

1 — Insufficient: Minimally responds, unclear, incorrect, or missing

Each question includes a tailored scoring rubric that reflects and applies this rating scale to the
specific expectation of each question.

How to Score Each Questions
e Read the responses thoroughly.
e Review each specific question to understand criteria.
e Compare the written response to the rubric’s descriptions.
e Select the score (1-5) that best reflects the evidence provided.
o Askyourself:
= Does the response fully answer the question?
= |s the explanation clear?
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= Does it provide evidence or examples?
e Provide written constructive feedback that highlights strengths and opportunities,
guides the department toward improvement, and is connected to the rubric criteria.
e Ensure the responses demonstrate alignment with the Cerritos College Mission and the
Students First Framework.
e Overall Program Review Feedback: summarize general strengths, growth areas, equity
considerations, and alignment with institutional goal and Students First Framework.

Tips for Consistent and Fair Scoring

e Score each question independently to avoid letting strong or weak sections influence
others.

e Use the rubric to guide decisions to ensure consistency across reviewers

e Provide evidence-based judgements by focusing on what is written and not
assumptions.

e Apply an equity-minded lens by considering how program, department, and/or area
addresses access, opportunity gaps, service representation, and inclusive practices.

Checklist for Reviewers
[0 All questions scored
Provided written constructive feedback
Total score has been computed
Overall Program Review Feedback section completed
Scores align with rubric descriptions

I B O B O
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Program Review:

Reviewer Name:

Section 1: Service Area Overview

A. Service Area Mission and Alignment

1. Briefly describe how your mission and purpose aligns with the Cerritos College mission and Students First Framework.

5

4

3

2

1

Exemplary

Strong

Adequate

Developing

Insufficient

Provides a concise, well-articulated
explanation of how the mission
aligns with the College mission and
Students First Framework. Clearly
identifies connections to four
levers. Demonstrates strong
understanding of institutional
purpose and goal.

mission and Students First
Framework. Mentions

or depth.

Provides a clear explanation
of alignment with the College

specific levers or strategies
but may lack full integration

Provides a generally accurate
description but alignment is
broad or superficial. Mentions
the College mission or
Students First Framework but
not both.

Provides minimal mission
alignment. Response is
vague, unclear, or missing
explicit connections to
Students First Framework.

Mission alignment is
missing, inaccurate, off-
topic, or unrelated to
institutional goals.

Comments: Score:
B. Service Area Description
1. Provide a list and a brief description of the services you provide.
5 4 3 2 1
Exemplary Strong Adequate Developing Insufficient

Provides a comprehensive, clear,
and well-organized list of services
with specific descriptions and
functions. Demonstrates strong
understanding of service scope.

Provides clear services
and descriptions with
minor omissions or room
for elaboration.

Lists services but descriptions
lack depth or clarity.

Provides incomplete list or
unclear descriptions.

Fails to identify services or
provides irrelevant/inaccurate
information.

Comments:

Score:
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2. Describe efforts to promote the availability of your services to current and prospective users.
a. Describe the key methods used to assist users in getting information about your service areas’ programs and service offerings (e.g.,
publicity, outreach, recruitment, etc.).

5

4

3

2

1

Exemplary

Strong

Adequate

Developing

Insufficient

Clearly describes a strategic,
coordinated outreach and
communication approach using
multiple methods (publicity,
outreach, recruitment, digital
tools, partnerships).
Demonstrates effectiveness
using data and explains how
efforts advance Student First
Framework, particularly for
targeted populations.

Describes multiple
outreach methods clearly
and connects them to
user awareness and
access; limited data or
equity analysis.

Lists outreach and
communication methods with
minimal explanation of
effectiveness or alignment to
Student First Framework.

Outreach description is vague,
incomplete, or lacks clarity.

Minimal or no description of
outreach or information-
sharing efforts.

Comments: Score:
3. Does your service area overlap or duplicate any programs or service function with other Student Services or college units?
a. How and why do these services/programs duplicate one another?
b. How do they complement each other?
5 4 3 2 1
Exemplary Strong Adequate Developing Insufficient

Provides a thoughtful analysis of
overlapping services, explains
why duplication exists, how
coordination is intentional, and
how complementarity improves
student experience, efficiency,
and Institutional Health.

Identifies overlap and
complementarity clearly
but lacks depth or
evaluation of impact.

Acknowledges overlap with
general explanations.

Discussion of overlap is
unclear or incomplete.

Does not meaningfully
address duplication or
coordination.

Comments:

Score:
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4. Discuss key, collaborative relationships with academic programs and other student service areas. How do these partnerships:
a. Advance achievement, learning, or completion.
b. Support the service area’s mission, goals, and Service Area Outcomes (SAOs).
c. Enhance the quality of services and programs provided.
d. Create greater operational efficiencies for the service area.
e

Identify how your partnerships can or have mitigated equity gaps.

5

4

3

2

1

Exemplary

Strong

Adequate

Developing

Insufficient

Clearly describes key
partnerships and demonstrates
how they advance completion,
learning, and achievement,
support SAOs, enhance service
quality, improve efficiency, and
mitigate equity gaps using
evidence, aligned with Student
First Framework.

Describes collaborations
and benefits clearly with
limited outcome or equity
analysis.

Identifies partnerships but
provides minimal explanation

of impact.

Partnerships are vague or
loosely connected to

outcomes.

No meaningful discussion of
partnerships.

Comments:

Score:
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C. Service Area Organizational Resources

1. Please describe your service area’s organizational and personnel structure. Discuss:
a. Reporting relationships.
b. Distribution of responsibilities/authority.
c. Use of management or work teams.
d. Lines of communication (e.g., area meetings structure/frequency, staff-to-staff and staff-to-manager communication, etc.).

5

4

3

2

1

Exemplary

Strong

Adequate

Developing

Insufficient

Thorough description of staffing
structure, roles, communication
practices, collaboration, and
workflow. Includes clarity on full-
time/part-time positions, internal
coordination, and optional
organizational chart.

Clear description with
moderate detail; collaboration
or staffing information may
be less complete.

Basic description provided but
lacks detail or structure.

Limited information, unclear
staffing roles, or missing key
structural elements.

No meaningful
description of personnel
or structure.

Comments: Score:
2. How does your current staff profile facilitate or impede the service area’s ability to fulfill its primary mission and functions?
a. If applicable, what strategies has the area adopted to address staffing-related impediments?
5 4 3 2 1
Exemplary Strong Adequate Developing Insufficient

Provides a clear analysis of staffing
strengths and gaps and how they
affect mission fulfillment, and
includes strategies used to address

Describes staffing impacts
clearly; limited analysis or
strategy evaluation.

General staffing description
with minimal analysis.

Staffing discussion is
unclear or incomplete.

Staffing impact not
meaningfully addressed.

impediments.
Comments: Score:
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3. Describe any challenges the service area has encountered with respect to the recruitment and retention of qualified staff. What are the
implications of these challenges?

5

4

3

2

1

Exemplary

Strong

Adequate

Developing

Insufficient

Analyzes staff recruitment and
retention challenges, explains
implications for service delivery and
aligns discussion to program
effectiveness and sustainability.

Describes challenges clearly
with limited impact analysis.

General description of

challenges.

Challenges are unclear or
minimally explained.

Question not adequately
addressed.

Comments: Score:
4. How does the service area facilitate appropriate career development and progression for staff?
a. Describe the service area’s professional development resources, activities, and/or opportunities.
b. How does this engagement directly reflect on the direction of your service area.
5 4 3 2 1
Exemplary Strong Adequate Developing Insufficient

Clearly describes professional
development resources and

Describes professional
development clearly; limited

Mentions professional
development generally.

Limited or unclear
discussion of staff

Professional
development not

opportunities and explains how connection to service development. addressed.

staff growth supports innovation direction.

and service quality.

Comments: Score:
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5. Please describe the succession planning for your service area.

a. What steps are in place?
b. How does the service area plan to make changes to services (realignment, reorganization, or other strategies) to ensure continuous

improvement in the face of staff turnover, retirement, and attrition?

5

4

3

2

1

Exemplary

Strong

Adequate

Developing

Insufficient

Demonstrates proactive succession

planning and service realignment
strategies that ensure continuous
improvement and service area
stability.

Succession planning is
described but lacks depth or
future focus.

General discussion of
succession planning.

Minimal planning evident.

Succession planning not
addressed.

Comments:

Score:

6. What assessment methods and measures (either formal or informal) does the service area use to determine staff well-being, satisfaction,

and motivation?
a. How does the department use the findings from these assessment efforts to improve the work environment?
5 4 3 2 1
Exemplary Strong Adequate Developing Insufficient

Uses formal and/or informal
assessment methods and clearly
explains how findings inform
improvements to the work
environment.

Describes assessment
methods and some use of
findings.

Mentions assessment efforts
with limited follow-through.

Assessment practices are
unclear or minimal.

No meaningful
discussion of staff well-
being assessment.

Comments:

Score:
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7. What significant projects, tasks, workgroups, and committee work are the staff of your service area engaged in?
a. How does this participation reflect on your service area’s plans and integration with the college.

5 4 3 2 1
Exemplary Strong Adequate Developing Insufficient
Clearly documents staff Describes engagement Lists involvement with minimal | Engagement is unclear or No meaningful
involvement in key projects, clearly with limited strategic explanation. limited. discussion of
committees, and workgroups and analysis. participation.
explains how participation aligns
with college planning and Student
First Framework priorities.
Comments: Score:
Section 2: Service Area Trends
A. Service Area User Demographics
1. Whom do you serve?
a. Describe your primary and secondary user groups that the service area attracts and serves
b. Describe the demographics and representativeness of the populations served (e.g., race/ethnicity, gender, age
range, foster youth, and first-generation status)
5 4 3 2 1
Exemplary Strong Adequate Developing Insufficient
Identifies primary and secondary Describes users and General description of users. User populations are Users not adequately
users, provides disaggregated demographics clearly. unclear. described.
demographic data, and explains
representativeness.
Comments: Score:
Page 9 of 23
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2. How do the demographics of your users compare with the college as a whole?
a. Are the trends within your program in alignment with the broader, collegewide trends?

5 4 3 2 1
Exemplary Strong Adequate Developing Insufficient
Uses data to compare service users | Provides comparison with Basic comparison provided. Comparison is unclear or No comparison
to collegewide demographics and limited analysis. incomplete. provided.
identifies trends.
Comments: Score:

B. Service Area Service Trends

1. Describe the usage trend for your service area in the last three years.
a. Has it remained steady, increased, or decreased?

b. Are there different patterns of usage for different demographic groups (e.g., race/ethnicity, gender, age range, foster youth, formally
incarcerated, and first-generation status)?

c. Draw clear connections between your data trends and attempts to identify and mitigate equity gaps.

d. Describe any factors that contributed to any change.
5 4 3 2 1
Exemplary Strong Adequate Developing Insufficient
Analyzes multi-year trends, Describes trends clearly with | General trend description. Limited or unclear trend Usage trends not
disaggregates by demographics, limited equity analysis. data. addressed.
explains contributing factors, and
clearly links findings to equity gap
mitigation.
Comments: Score:
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2. Describe your pattern of service. Include:
a. Standard hours of operations.
b. Alternative modes (e.g., online, hybrid, etc.).
c. Schedules of delivery (e.g., early morning, evening services, etc.).

d. How your services meet the needs of the users.

5

4

3

2

1

Exemplary

Strong

Adequate

Developing

Insufficient

Clearly describes service patterns
and explains how hours, modalities,
and scheduling support student
needs.

Describes service patterns
clearly.

Basic description provided.

Service pattern discussion is
unclear.

Not addressed.

Comments: Score:
3. What are the differences in service usage based on modality? If you do not offer varying modalities, explain why not.
a. How does this help inform future practices?
5 4 3 2 1
Exemplary Strong Adequate Developing Insufficient
Analyzes modality-based usage Describes differences with General modality discussion. Limited or unclear Not addressed.

differences and explains how
findings inform future access and
innovation.

limited future planning.

explanation.

Comments:

Score:
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Section 3: Service Area Performance and Effectiveness

A. Service Area Outcomes Assessment Process

1. What methods are used to assess your service area outcomes (SAOs)? If these are not in place, what do you plan to do in the future to collect
this evidence?

5 4 3 2 1
Exemplary Strong Adequate Developing Insufficient
Identifies multiple, appropriate Describes assessment Basic methods identified but Minimal mention of No assessment process
assessment tools (surveys, usage methods with some detail; limited explanation. assessment methods. described.
data, service logs, focus groups, future plans mentioned.
KPIs). Provides clear rationale and
future plans.

Comments: Score:

2. How are user needs assessed and considered in the development and delivery of programs and services?
a. What methods does the service area use to remain current with respect to understanding user needs, interests, and experiences?
b. What are the sources of information your service area uses to understand current needs?
c. How have the needs changed over time?

5 4 3 2 1
Exemplary Strong Adequate Developing Insufficient
Clearly identifies data sources Good description of needs Some sources listed but Minimal detail on methods Missing or off-topic.
(surveys, IR data, feedback, campus | and data sources with limited reflection. or data sources.

partners). Tracks changes over time | moderate depth.
and shows deep understanding of
evolving needs.

Comments: Score:
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3. How does the service area track program/service usage patterns and determine users’ satisfaction and dissatisfaction with the service
area’s performance? If these are not in place, what do you plan to do in the future to collect this data?

5 4 3 2 1
Exemplary Strong Adequate Developing Insufficient

Strong description of data Good description but lacking | Some tools identified but Limited or unclear. Missing.
collection tools (EAB/PS depth. incomplete.
queries/reports, surveys, analytics,
service counts). Clear future plans
if gaps exist.
Comments: Score:

4. To what extent does the service area obtain and use comparative/benchmark data to stay current with peers and/or competitors that deliver
similar programs and services (both those that are on and off campus)?

5

4

3

2

1

Exemplary

Strong

Adequate

Developing

Insufficient

Uses comparative data intentionally

to support continuous

improvement, competitiveness, and

Mentions benchmarking with
limited application.

General reference to
comparative data.

Minimal benchmarking
evident.

Not addressed.

innovation.
Comments: Score:
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5. How does the service area monitor compliance with the laws/other regulatory requirements that apply to the service areas program and

service responsibilities?

5 4 3 2 1
Exemplary Strong Adequate Developing Insufficient
Demonstrates systematic Clear compliance practices General compliance mention. Compliance processes Not addressed.
compliance monitoring aligned with | described. unclear.
institutional and CCC systemwide
requirements and regulations.
Score:

Comments:

B. Service Area Outcomes Assessment

1. What does the data say about the success of service area with respect to the achievement of your service area’s outcomes? Identify and

describe the data sources.

5 4 3 2 1

Exemplary Strong Adequate Developing Insufficient
Uses multiple data sources and Interprets data with General interpretations without | Minimal interpretation. No meaningful data
provides specific, meaningful reasonable clarity but less detail. discussion.
interpretation of SAO success depth.
results.
Comments: Score:

Page 14 of 23
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2. What areas for improvement are suggested by the data?

5 4 3 2 1
Exemplary Strong Adequate Developing Insufficient
Missing or superficial.

Identifies strategic, data-informed
opportunities for improvement tied
to SAOs.

Lists areas for improvement
with some analysis.

Basic identification but limited
justification.

Minimal detail.

Comments:

Score:

3. How is assessment data used to inform organizational decisions, management practices, and program/service delivery strategies?

5 4 3 2 1
Exemplary Strong Adequate Developing Insufficient
No evidence of data-

Provides detailed examples
connecting assessment data to
operational changes, resource
allocation, workflows, and service
improvements.

Clear examples but fewer
connections.

General statements without
clear examples.

Minimal connection between
data and decisions.

informed decisions.

Comments:

Score:

IERPG: SSPR Rubric (Dec. 2025)

Page 15 of 23




4. How has the assessment of the service area outcomes contributed to your service area’s improvements?

5

4

3

2

1

Exemplary

Strong

Adequate

Developing

Insufficient

Clearly demonstrates how SAO
assessment results directly
informed service improvements.

Assessment use described
with limited examples.

Assessment acknowledged.

Limited use of assessment
evident.

Not addressed.

Comments: Score:
5. How does the service area make needed data and information available to area stakeholders?
5 4 3 2 1
Exemplary Strong Adequate Developing Insufficient

Clearly describes how data is
shared (reports, dashboards,
meetings) and how stakeholders
use it.

Describes data sharing
practices.

Basic description of
communication.

Vague or incomplete.

No description.

Comments:

Score:
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Section 4: Previous Three-Year Service Area Program Plan Reflection

A. Service Area Three-Year Reflection

1. What are the primary strengths of the non-instructional area?

a. How have these changed over time?
b. What innovative programs/services/practices has the department instituted that puts it out in front with respect to “best practices” in the

field?
5 4 3 2 1
Exemplary Strong Adequate Developing Insufficient
Clear, evidence-based strengths Describes strengths with General strengths with Limited or generic strengths. | Missing.
tied to outcomes, innovations, some reflection. minimal depth.
staffing, and service excellence.
Shows evolution over time.

Comments: Score:

2. Please comment on the progress toward achieving your previous service area goals and SAOs. Discuss what has/is/will happen and the
status of each goal and SAO.

5 4 3 2 1

Exemplary Strong Adequate Developing Insufficient
Detailed status updates for each Good progress updates but General updates without Limited or incomplete Missing.
goal/SAO with evidence of limited detail. evidence. updates.
progress, partial completion, or
obstacles.
Comments: Score:

Page 17 of 23
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3. Please provide a financial overview of the service area.

a. How are resources allocated to support the mission, goals, and outcomes of the service area?
b. How are budget allocation/reallocation decisions made in your service area?
c. What factors influence the use of service area resources?

5 4 3 2 1
Exemplary Strong Adequate Developing Insufficient
Clearly aligns financial resources Provides clear overview with Basic financial description. Financial discussion unclear. | Not addressed.
with mission, outcomes, and limited analysis.
describes financial decision making
process.
Comments: Score:

4. Describe resource changes the service area has encountered over the past three years and future anticipated changes.
a. Explain what circumstances prompted these changes.
b. How these changes have/will affect the service area operations and services.
C. How the service area plans to address these changes.

5 4 3 2 1
Exemplary Strong Adequate Developing Insufficient
Analyzes past and anticipated Describes changes clearly. General description provided. Limited explanation. Not addressed.

changes and explains strategies to
sustain services and continuous
improvement.

Comments: Score:
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5. How effectively do the service area’s current facilities, space, and equipment support area operations?

a. To what extent must these organizational resources change to keep pace with the future needs and expectations of the service area
users?
b. What strategies have been adopted or will be adopted to institute these changes?
5 4 3 2 1

Exemplary Strong Adequate Developing Insufficient
Evaluates current resources and Describes adequacy and General description of Facilities discussion unclear. | Not addressed.
identifies future needs aligned with | some future planning. facilities.
student expectations and needs.

Comments:

Score:

6. How has technology been integrated into the programs, services, and operating functions of the service area?

a. In what ways have technological applications been used to promote innovation, responsiveness, and continuous improvement in the
service area?

b. How has the service area kept pace with the development of hardware, software, maintenance, and training support?

c. What are the service area’s projected technology needs for the future?

d. What strategies have been adopted or will be adopted to address these needs?

5 4 3 2 1

Exemplary Strong Adequate Developing Insufficient
Demonstrates intentional Describes technology use General technology Limited or unclear Not addressed.
technology use to support clearly. discussion. integration.

innovation, responsiveness, and
continuous improvement, with clear

future planning.

Comments:

Score:
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7. What major challenges face the service area?
a. What needs to occur, primarily within existing resources, to successfully make improvements in these areas?

5 4 3 2 1
Exemplary Strong Adequate Developing Insufficient
Thorough, realistic challenges Lists challenges with some Basic challenges listed but Minimal challenges listed. None provided.
aligned with resources, staffing, solutions. limited solutions.

facilities, or technology. Provides
actionable strategies within existing
resources.

Comments: Score:

8. Where would you like your service area to be three years from now? Dream big while considering any upcoming changes (e.g., new buildings,
growth, changes in the services, etc.). Consider the following in your response:
a. Describe the colleagues and partners inside and outside the institution with whom you would like to work in the ideal future.
b. What long-term impact would you like your service area to have on the College and the community?
c. What strengths, opportunities, or new directions now exist on which you can capitalize in three years’ time?

5 4 3 2 1
Exemplary Strong Adequate Developing Insufficient
Clear, ambitious, and strategic Strong vision with some General aspirations but lacks Minimal or vague. Missing.
vision with alignment to future alignment. detail.
institutional priorities, partnerships,
and community impact.

Comments: Score:
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Section 5: Service Area Three-Year Action Plan

A. Service Area Goals, SAOs, Objectives, Action Plans, and Resource Requests

Please review the goals and resources request worksheet. Comment on area goals, SAOs, objectives, action plans, and resource requests.

5

4

3

2

1

Exemplary

Strong

Adequate

Developing

Insufficient

Goals are strategic, overarching,
aligned with the Students First
Framework, includes measurable

SAOs, objectives, steps, responsible

parties, timelines, and
assessments. Resource requests
tied to goals and SFF.

Clear goals and SAOs with
moderate specificity and
alignment.

Goals and SAOs listed but lack
measurable objectives or

alignment.

Minimal goals or unclear

action plans.

Missing or incomplete.

Comments:

Score:
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Section 6: Service Area Program Review Process Reflection

A. Service Area Program Review Process Reflection

1. What capacity were your service area staff, and/or users involved in the program review process?

5 4 3 2 1
Exemplary Strong Adequate Developing Insufficient

Clearly documents broad and
collaborative participation by staff
and/or users.

Participation described
clearly.

General participation noted.

Limited involvement evident.

Not addressed.

Comments:

Score:

2. How did you ensure all members of your service area were involved in the outcome assessment discussions, evaluation of area data, and
contributed to the area goals, SAO, objectives, and action plan discussions and development?

5 4 3 2 1
Exemplary Strong Adequate Developing Insufficient
Demonstrates inclusive, data- Inclusive process described General involvement Limited inclusion evident. Not addressed.

informed engagement in SAOs,
goals, and action planning aligned
with continuous improvement.

with limited detail.

described.

Comments:

Score:
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Provide your overall program review comments and total score.

Overall comments: Total Score:

Reviewer Signature: Date:
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