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Student Service Program Review Template

The purpose of the Student Service Program Review is to enhance the quality and effectiveness of services provided to students through a meaningful, manageable, flexible, and collaborative self-study completed by service area members.  The Student Service Program Review is the process in which we answer: How well are we doing what we said we were going to do? Managers are encouraged to work collaboratively with their staff and their division dean throughout the process.  Though the process may be led by a manager, all service area members need to participate. The review process is an opportunity for everyone involved in the success of the service area to understand where the service area currently stands and where you wish to lead it.  The Office of Institutional Effectiveness, Research, Planning, and Grants offers individual consultations to assist in the review of your service area data.  

We encourage the use of this template and the Student Service: How to Guides and Worksheets as you collaboratively work on your self-study outside of eLumen.  You can finalize your content on these templates and easily copy and paste the information into eLumen prior to submission.

For additional assistance and questions about the Student Service Program Review, please email the Office of Institutional Effectiveness, Research, Planning, and Grants office at planning@cerritos.edu.
Recommended Timeline for completing your program review:
1. Meeting with unit staff to discuss program review and collaboration plan – complete by end of August/mid-September.
2. Section 1: Service Area Overview - complete by end of September.
3. Section 2: Service Area Trends - complete by end of October.
4. Section 3: Service Area Performance and Effectiveness - complete by end of November.
5. Section 4: Previous Three-Year Service Area Program Reflection - complete by end of December.
6. Section 5: Service Area Three-Year Action Plan (Service Area Goals, SAOs, Objectives, Resources, and Actions) – complete by end of December.
7. Section 6: Service Area Program Review Process and Reflection – complete by early January.
8. Review program review in its entirety as an area, make revisions and prepare to submit – complete by January 10th.

Student Service Program Reviews are due no later than January 15th.
No extension will be granted.
Section 1: Service Area Overview
A. Service Area Mission and Alignment
Instructions: In this section, you will comment on your mission and how it serves the mission of the institution. Please limit your response to a brief paragraph.

What is a mission statement?
A mission statement succinctly defines the core values and objectives of your service area. It communicates to faculty, staff, students, and stakeholders the service area’s aspirations. An effective mission statement lays the groundwork for the service area’s goals and outcomes, is in harmony with the college’s mission and the respective division’s objectives, is tailored and encapsulates the collective vision of the service area.

What should a mission statement include?
A mission statement should encompass the service area’s name, its core purpose, the main functions or activities it undertakes, and the stakeholders involved in the area.

Please review your mission statement.  Does it clearly and succinctly describe your purpose, direction, and values? If you need or have made revisions or updates to your mission statement, please click on the Org Management Tab, Department Profile Tab, and click on "Edit Mission" button to update your mission (done outside of plan template).

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









B. Service Area Description
Instructions: Use this section to describe your service area.  Provide clear information about the services you provide, how you disseminate information to constituents, any overlap in services, and campus partnerships.

1. Provide a list and a brief description of the services you provide.



	Service
	Description

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	



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.).










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?










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.









C. Service Area Organizational Resources
Instructions: Use this section to describe your service area’s organizational structure.  Provide clear information about the service area’s staff profile, capacity, staffing retention, and succession planning.

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.).










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?











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?










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. 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?














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?










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.










Section 2: Service Area Trends
A. Service Area User Demographics
Instructions: In this section, you will identify the user demographic trends for your service area.

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, formally incarcerated, and first-generation status).










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?









B. Service Area Service Trends
Instructions: In this section, you will identify your service trends. Reflect on the services you provide, describe the user trends for specific services, and reflect on the trends with a focus on equitable outcomes.

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.









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.










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?










Section 3: Service Area Performance and Effectiveness
A. Service Area Outcomes Assessment Process
Instructions: In this section, you will describe how the service area evaluates success in fulfilling your mission and goals. You will discuss the assessment process for the Service Area Outcomes.

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?










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?










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?










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. How does the service area monitor compliance with the laws/other regulatory requirements that apply to the service areas program and service responsibilities?











B. Service Area Outcomes Assessment
Instructions: In this section, you will discuss the results of the SAO’s assessments and how the results inform service area improvements.

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










2. What areas for improvement are suggested by the data?










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









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










5. How does the service area make needed data and information available to area stakeholders?










Section 4: Previous Three-Year Service Area Program Plan Reflection
A. Service Area Three-Year Reflection
Instructions: In this section, you will reflect on what went well and what didn’t in the past three years, and your progress towards meeting the established goals and outcomes from your previous plan.  Comment on internal and external factors that significantly impacted the service area’s goals and/or effectiveness at increasing student success.  Consider the following as you work through answering the questions in this section: 

· Changes in student enrollment
· Public policy changes 
· Aging facilities and lack of financial resources 
· New partnerships with the community, businesses, or other academic institutions

1. What are the primary strengths of the service 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?













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. 










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?









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. 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?









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?









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









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 specific innovations, best practices, or other accomplishments would you share with a visiting out-of-state colleague?
c. What long-term impact would you like your service area to have on the College and the community?
d. What strengths, opportunities, or new directions now exist on which you can capitalize in three years’ time?










Section 5: Service Area Three-Year Action Plan 
A. Service Area Goals, SAOs, Objectives, Action Plans, and Resource Requests
Instructions: In this section you will enter your service area goals, SAOs, objectives, action plans, and resource requests.  

When establishing the goals for the upcoming three year, it is important to focus on and align with the College's mission and strategic goals by explicitly connecting your goals to the Student First Framework. 
Please download and use the excel worksheet found in the blue folder in the header of this section. Instructions for the worksheet are found in the Instruction tab. To submit, upload the completed excel worksheet into the same folder by clicking on the blue folder within the header. 

Please complete ALL sections of the worksheet in its entirety.

Section 6: Service Area Program Review Process Reflection
A. Service Area Program Review Process Reflection
Instructions: Please comment on how your service area communicated about the various elements of your program review (i.e., department meetings, workgroups, collaborative running document, consultations (e.g., IERPG)).

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










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?
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