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@ Mott Community College Project Proposals @

A Integrated intake process for new students

We Propose — That MCC design an integrated admission, placement testing,
and orientation system to maximize successful learning outcomes, increase
readiness for college level coursework, and support a more effective and

stress-free intake process.

Currently students have to navigate several visits to different offices at varying times in order to complete the intake
process before registering for classes. Student intake that is accomplished with a minimum of steps and with
reduced cost and frustration will create a better first impression of MCC and result in better retention as student
experience greater success. Possible strategies to integrate could include: the use of a single cross-trained intake
staff person, providing clear information about succeeding in DL courses, developing orientation modules, the
implementation of a computer skills placement test, the explanation of appropriate classroom behavior, and the
development of strong advising/mentoring relationships.

This project should accomplish:

- Better communication between students, the staff departments, faculty regarding the college politics and procedures
- Establish knowledgeable greeter to walk students through the process

- Interactive process: if this, then this. Example: just completed high school? Requesting financial aid? A cheat sheet

- Facts and figures about student readiness: 80% score at grade 9 math or below; 60% elementary level or below grade
10; 56% grade 10 ore below; Orientation purpose—currently part of advising. Deliver content, establish relationship;
Huge under-prepared student population; Newly admitted students receive letter from counseling with steps.

- Focus on removing barriers in MCC intake process

- Starting with application process, remove the 24-hour waiting period and signature requirement for online applications
- For testing, adding the computer skills component to the placement test

- Better coordination with 3 off-site locations for intake process (e.g. improve orientation video)

- General notion this intake process needs tweaking and is not necessarily “broken.”

- Currently PCC offers a one-stop location for intake functions

The project will change the culture bat MCC by:

- Increase student success rate.

- Create a culture where all employees are part of the intake process.

- Fewer barriers to become enrolled, to fit current culture of immediate services and availability o f technology

- Also, to cross-train staff to answer FAQs instead of sending students to another department or call the MCC Info
Line—which would lead to more personable service to students

- MCC not financially able to hire intake staff like Baker College that offers to walk students through each step, including
inputting financial aid data

This project requires the following leadership and support:
- Need complete college buy-in.
- Continuous workshop/training.

- Cross-department committee to remove barriers, speed up the process, make it more personal and reduce department-
to-department referrals

- Cross-training of staff and student workers on FAQs

- Continued utilization of off-campus site managers and their meetings

- Facilities support for “way finding” signage (e.g. outlining the 3-4 steps involved)
- Employees convey enthusiasm for new students and the intake process
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TOP TEN -

Survey Report: Qualitative Responses

A Integrated intake process for new students

Comment Narrative

- REQUIRED Course for credit- complete the process of intake,testing, advising, study skills -
week long.beforeclasses start in Fall and Winter.

- At this initial step, gather as much information as possible about the student's goals, interests,
placement data and advise directly and appropriately.

- The entire student services area would need to be involved. Many students become very
frustrated with the system of dealing with several different offices that do not always mesh
together for convenience and ease of the students needs. Obstacles would include the
"marrying" of the different offices and overcoming significant procedural changes.

- full-time academic advisor for each division vs. lots, lots of part-time faculty - divisions
consider assigning a full-time faculty member for advising - rotate faculty; decide on criteria for
advisor selection; consider student intake, in the hallway, between ROOM 217 & 218 vs.
current two intake stations. Consider greater use of technology - student have the ability to
schedule an appointment with division advisors schedules posted on web; consider regular
staff meetings for advisors vs. once a yr. Folks involved in these decisions should be full-time
employes from ROOM 217 & 218. Review advising model - current vs. desired model;
evaluation - determine how, when, and who will evaluate the advising program and individual
advisors'. Use data to make changes/improvements.

The greatest challenge will be the changes this will require staff to make.

Proper placement into pre-courses or remediation courses before entering a
programStandardized testing for math, reading, and writing before starting courses - everyone
must take - even transfer studentsNeed an up-to-date advising guide for all to follow

| feel the intake process for new students is quite confussing. | have two children who have
enrolled in MCC and both have made the exact same complaints. They were sent to diffent
departments, and when they arrived they were told to go back to the same department they
just left. They went from place to place and no one knew what the other was doing. | don't
know if that is due to not having skilled workers or just hiring to many student workers who are
not knowledgeable about there jobs.

If students are oriented properly, i.e. don't have them take an online class or a writing class
when they don't have basic computer skills, they are more likely to succeed.

The students who are entering college now need more direction and guidance that in the past.
I'd like to see students be able to enroll and resgister for classes inone visit. The easier we
make it, the more students will enroll.

Make it EASY to get enrolled at MCC. Many depts are involved. A late enrolling, returning,
adult student complained that the college seems to be staffed by a bunch of students who
have no "stake" in the outcome and don't really care to be of service. He was VERY upset but
declined to complain publically. Many students comment to me on the difficult in getting
enrolled. This should not be.

Number of hours to cross train staff on the different policies/procedures for each department
they will need to know about and getting them to stop their bad habit of we're not supposed to
do this but...

In order for this process to be sucessful you would need the cooperation from Admissions,
Placement Testing, Advisement Center, Financial Aid and Registration.

Making everyone understand that the student is why we are all here. Everyone from
admissions,financial Aid, and student development need to be involved. In the Humanities
Department, for example, many instructors require different formats for written essays--can't
we be more consistent to avoid confusing students?

Smooth entry is key.
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A Integrated intake process for new students

Comment Narrative

- All the departments of the college need to work together to assist all our students in the
admissions processes. | would like to see a new work study position created. "Mott Greeters",
would be employeed during the registration process to assist the students and direct them in
the process. ie.. application process, financial aid, registration and advising, bookstore. We
need to hold their hand more in order to help them through the process. Many of our students
are first generation students and do not know what they need to do in order to become
successful.

Integrate the intake process for new students having all departments necessary in one area to
streamline the operation and create a more user-friendly system; be sure to train all staff in
customer service and remaind them that without students there is no Mott...and no job.

A more integrated pre-assessment process will send a positive message that MCC is student
focused. Financial aid needs more full-time employees and a face-lift. Counseling and
Advising needs to be integrated with clearer job descriptions. Students are confused who to
go to when/where/why. It is a HUGE MISTAKE to encourage more self-registration online. A
REAL HUMAN contact who is a professional in the program/field of interest to the student can

clear up misunderstandings, make suggestions, & overall save time and money for the student.

We definitely must improve the overall process from Admissions-to-Placement-to-Advising so
that students are placed in the appropriate courses for where they are from the standpoint of
reading comprehension, grasp of the language arts, math, etc. Currently, we place students in
courses that they are not prepared to master for some of the reasons mentioned above. We
need to step back and incrementally help direct people into the appropriate courses for them
and that includes inclusion in Distance Learning courses. Too many people are unprepared to
succeed in a DL course and in many cases it's a completely new experience for them.

Implement "freshmen orientation" course (1/2 cr.)to replacecurrent orientation. Assign a full-
time counselor to teach course - rotate ortientation course assignment per semester.

Orienting, advising, and supporting students could include some type of learning profile (True
Colors) to help them choose instructors and classes that will work for them.

Probably one of the greatest hindrances at MCC to students achieving their desired career
goals is the student intake process. Over and over again | have been privy to feedback from
students who have been disappointed at the maze they encounter in trying to navigate the
system at MCC to begin, maintain and complete their educational process. If the student
intake process can be enhanced so that it is indeed more "student" friendly, we will have
accomplished a major goal at MCC in recruiting and retaining students at our institution. The
greatest obstacle to implementation probably resides in the unwillingness of many to change
methodologies, systems, mannerisms and mindsets because of a perceived threat to
individual job security and an unwillingness to admit that we need to do a better job than what
we are currently doing. Denial of the truth never helps us to improve. A willingness to assess
what we are doing with an attitude to improve will take us a long way in achieving student
success goals at MCC.

Our students often come to us without adequate preparation for college level work, they need
all the extra help they can get and an easy way of determining where to get the help that they
need.

Also related to top priority. An improved intake process should improve both student retention
and success.

"Integrated Intake..." Intake of students is somewhat haphazard and seemingly disjointed. it
creates anxiety in our students and also creates double and triple effort for Mott employees.
We hear the frustration here at the call center. Any improvement in the intake procedure
would be greatly appreciated by the students and the call center. If a streamlined process
could be developed it would enhance the perception of the college by the general public.

Make people feel welcome, user friendly, be there and help student through process
Students that are coming in are leery; do what can to alleviate that
Provide information on what to expect from an intake process to new students

Know up front what books are required for classes; inform students that there are used books
available as long as they are up to date

Include financial aid and bookstore into process

Let students know about support services that are available

Tuesday, March 21, 2006

Response Mode
2nd Online Survey

2nd Online Survey

2nd Online Survey

2nd Online Survey

2nd Online Survey
2nd Online Survey

2nd Online Survey

2nd Online Survey

2nd Online Survey

2nd Online Survey

Fenton Comm Cnt.
Fenton Comm Cnt.
Fenton Comm Cnt.

Fenton Comm Cnt.

Fenton Comm Cnt.
Fenton Comm Cnt.

SF - Student Forum

Page 2 of 4



A Integrated intake process for new students

Comment Narrative
Is better now than what it used to be; awareness of current process to students

Affordability
Get information to parents so that they can encourage their students to check out the college
Increase awareness of students we get now

Important that k-12 education enhance MCC; they can help let students know what to do and
what to expect

Survey graduates about their experiences

MCC willing to mold itself to community needs — beef up areas of the curriculum such as
geography to fill in gaps.

Can be done partly in the High School environment, before students come to college
Should already be doing this

Early Financial Aid intervention

Be sure college is friendly and caring, especially to the non-traditional student
Project A and Project F go together

Use College Survival class to support student success

Continue to be pro-active in K-12 outreach, particularly children of incarcerated parents, other
at-risk students

Identify High Schools that we have a good relationships with, and use that model to improve
others — emphasize college goals early on (relates to Project G)

Put extra focus on “non A/B” students, recognize their value and needs

Admissions should be able to evaluate the needs of students to direct them where they need
to go. Cognizant of students who are older and coming back to school.

Students don’t know what they want to do when they come out of high school.

Mentor program or counselor program for new students; admission is not as strict as other
colleges.

Young students not familiar with procedures of a new school become very frustrated. They
should be able to take a test and then be admitted without having to go to another office.

Important to be efficient, have to get acclimated to the new system. To be effective have to
get student oriented to the process.

Where to go on campus for scheduling, financial help, etc is confusing

Transitioning from high school to college —it's scary

Get student engaged

More publicity/marketing on tuition, who to call, financial help, scheduling flexibility, etc

Going to any school can be intimidating for many and the smoother you can make the process
the better.

Process can be overwhelming for the student that may not be self-driven

Class scheduling can be chaotic for the working parent

Take advantage of alumni

My son didn't like the smoking in the hallways

More accurate advising. | finally found the information | needed on the web—old catalogs.
You need to keep those catalogs and syllabi

My daughter hated the long lines for registration

Still have to wait forever in the Financial Aid department
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A Integrated intake process for new students

Comment Narrative Response Mode
Use the old cafeteria as increased space for registration Richfield Twp
Could create a checklist of the information that students need for financial aid—marriage Richfield Twp

license, birth certificate, diploma, etc.

Had a problem with documentation—given different answers about what information was Richfield Twp
needed; required several visits. Heard similar complaints

We need to get our advisors on the same page SF March 9
Get advisors who know what they are talking about SF March 9
They should also include returning students; | wasn't required to take the testing again, but | SF March 9

think it should be required

When students with disabilities sign up for courses, and tutors should be available—not just 1 SF March 9
hour per week

Don’t overload new students [applause] SF March 9
What about needing preparatory courses? SF March 9
We all had to take the placement test, but kids are getting into classes that they shouldn’t be SF March 9

in. So what is the value of the test? [Answer: it is up to the student, based on the
recommendation of an advisor]

Because of my grades at a previous school, | was not required to take the test; MCC is so SF March 9
different, and courses are not the same between intuitions; it gives the student an idea of how
things are different

| didn’t think the intake process was bad the first time—I was a last minute returning students; SF March 9
it's worse if you are a current student and have to go through a process

Need more advisors—in the Nursing Dept. they have additional advisors SF March 9
Is it the student’s responsibility to get everything set up for tutoring services SF March 9
Does MCC make sure that students have all the information they need to register while they Thetford Twp
are in high school? (i.e. EDP)

Should be blended with the perspective of the student, not just the organizational/institutional Thetford Twp

perspective; the analysis must be blended with the perspectives of students

Focus more on efficiency and eliminating overlap (streamlining); providing the registrar with Thetford Twp
the same information as the business office (not having to provide the same information
twice); related to college-wide communications

There is always the danger of too much integration; it's possible that this integration might be Thetford Twp
detrimental—but it should not be overwhelming; integrate, but don't pile it on

There’s a fear of the unknown—at community college, students are still at home; it's different Thetford Twp
than MSU or other universities

Very important—a young student really is lost; it's a different atmosphere Thetford Twp

Our kids have done dual enroliment; they know the people at the College; after that experience  Thetford Twp
they can transfer to another school

This is one reason local students attend community colleges; to test the waters Thetford Twp

SF - Student Forum
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@ Mott Community College Project Proposals @

B Advising for degree completion and transfer students

We Propose — That MCC establish better internal communication systems and
methods to support collaborative efforts and decision making, and promote
awareness of policies, procedures and processes among all college

employees.

Information is not well shared among college departments and staff members and this often results in confusion,
duplication of efforts, gaps in service and loss of institutional history. Consistency in the understanding and use of
college information is critical for the success and integrity of college services and accomplishment of college goals
and outcomes. Possible strategies for improvement could include: establishment of a communications
committee/council made up of college stakeholders, development of a database of services and resources, training
of employees on the use of information resources, and more use of web-based resources.

This project should accomplish:

- Create a culture with a high level communication through standardization and accountability.

- Examples: e-mail—categorize and prioritize immense data; process and procedures; telephone; inter-departmental
communication; college-wide communication; database

- Improved documentation and publicizing of both department and college-wide policies, procedures, and processes
- Accurate and timely dissemination of information to students and employees (faculty/staff)

- Development of an ongoing, comprehensive communication tool

- Create varying methods to publicize the same information for greater dissemination of information more consistently

The project will change the culture bat MCC by:

- Well informed employees

- Improve efficiency

- Mutual respect

- Better service to our customers

- It will ensure more accountability and sense of empowerment for employers

- It will provide clarity of the resources that already exist at the college and would better assess what may still be needed
- Improve morale and enhance image of college

- Would assist in reaching the other projects and goals of college

This project requires the following leadership and support:

- EC set and follow organization values

- How do we want to be perceived?

- Training in how to write procedures

- Employees accept personal responsibility

- Committee/group to develop appreciate

- Supervisors/managers understanding their responsibility to communication information more effectively
- More knowledgeable student workers

- Better planning and preparation for the dissemination of information
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TOP TEN -
Survey Report: Qualitative Responses

B College-wide communication

Comment Narrative Response Mode

| often receive random calls and don't have a clue where to direct them. We should have one 2nd Online Survey
site where an employee could search by phrase and receive all information regarding a
meeting, event, project, offering.

Coordination of efforts needs to be better as to not waste already strained resources. A 2nd Online Survey
master list of different departments should be developed and these departments would be

notified in each phase of a project. It would then be up to each department to indicate if they

need to be further involved with stated project.

College-wide communication. Opinion: Often we all seize upon the same concept with fervor, 2nd Online Survey
believing ourselves to be the only group/person working on something. Ultimately, we may
find that not only has someone else done something about this activity/project, we may
actually have worked at cross purposes. Potentially this creates many serious issues and
resentment.In other areas, we may find that processes and procedures are not communicated
well; we find that "if you know the right person” you can get something accomplished, but
otherwise you cannot find the pathway through the maze. Frustrating and disenfranchising are
words that come to mind for this.Sometimes there are unwritten understandings - enough
said.StakeholdersEveryone is ultimately a stakeholder. Some need to see the contact and
communication at a closer degree than others. | believe that the large meetings that the
college has conducted for input from various communities is a plus.If you conduct large group
followed by small group with a very obvious reporting system, this might be good. If you even
use this AQIP method of letting folks participate online, and then have them actually see their
word written somewhere or there idea included or considered, this is a plus.Obstaclesl1. The
pure enormity of the task2. The ownership that many people feel hence inertia to "allow or
enablae" change3. The “fear" that things will change and you may also need to change4. The
need for safety nets5. Lack of transparency of processes6. Cha's and hierarchies (not that
these are necessarily bad - they just exist)7. The pocket vetoPreferred Outcomesl. That
people know where to find information2. Information is posted and this cannot be done in
secret3. There is a process and it is real 4. There is a process for communication and it is
usable5. Communication can be evaluated for effectiveness and process revisions can be
made i.e. there are plans made for benchmarking and reevaluating.

| can not even imagine a way to make the communication better here at Mott. Until the 2nd Online Survey
mindset of every employee is focused on "Mott" as opposed to "self" will this have a prayer of
a chance to work.

We could achieve better communication across the board than we currently have. There are 2nd Online Survey
ways to help faculty become more familiar with the goals of other programs and divisions, and
a better knowledge of the range of services available to our students.

Mott employees should not discover Mott news for the first time in The Flint Journal. We've 2nd Online Survey
got a fine email system; natification of Mott happenings would be most helpful.

It is crucial that everyone knows what is going on. Most important that those involved with an 2nd Online Survey
issue or involved in the discussions and those that use it or are affected hands on are
involved, not an afterthought!

College wide communication would involve all employees/departments of the college. An 2nd Online Survey
email bulleting could be used to facilitate information with information listed regarding NEW

processes/procedures and/or activities. This Bulletin would not necessarily replace any

existing publications, however, in the process of creating an information Bulletin, all other

forms of internal communication should beevaluated and communication roles clearly defined

so that there is no duplication of effort.

College Wide Communication is very IMPORTANT in order for everyone to know what's going 2nd Online Survey
on, on the campus. The communication should be from the President to the Custodian an

open line of communication. Currently, only the President, Vice President and Deans and

certain Administrative Assistant knows what's happening. These people fail to disseminate

the information to the rest of us. | suggest that we need to be able to attend some of the

same meetings and receive some of the same correspondence as the rest of the other

employees. | believe if everyone was on the "same page", there morale about working here at

MCC would be better.

SF - Student Forum
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B College-wide communication

Comment Narrative

Errors in communicating information to students cause student failure. All staff need
refreshers, current and correct information on the website and in the directory, shortcuts to
phone numbers in departments directly to staff who can verify information.

College wide communication- the only thing that works is the grape vine, things are spread
before the "whole" issue is presented. People are so bias

Mott staff need to talk to each other. Everyone is doing their own thing and not letting the
other departments know what is going on. Students are getting several different answers to
guestions that are not correct. Student are becoming frustrated and not wanting to return to
Mott because of the misinformation.

College Wide Communication allows us all to be on the same page, and therefore provide
correct and accurate information to our student body.

- "College-wide communication" If a central call center is to succeed, communication is critical.

From my view as a relative outsider, | do not see much communication between departments
and am quite often 'hamstrung' by this lack. The lack of communication damages the
college's reputation and cripples our performance as we relate to student callers. | surmise
that the entire campus is sharing the same experience. | have a history within General Motors
and I've seen the same phenomena create distrust, inefficiency and loss of revenue. Over
time, it allows for the formation of 'mini-kingdoms'. Once created they are extremely difficult to
disolve. Perhaps an office, patterned after an ‘'Ombudsman’ style office could work to increase
communication. Creating a campus wide liaison office, assuming cooperation could be
enforced by upper management, could over time change the paradygm that exists here. A
formal information request procedure could be established which would allow for a paper trail
to track statistics. This would allow the college to examine deficiencies and plan corrections.

Ego's would be the biggest obstacle | can see. Everyone needs to see that students are
feeling the presure of faculty and their petty fighting.

I think this is important because it is all too easy to be consumed only with what goes on in
your classes, your department, your division. | rarely see or talk to colleagues outside my
division unless | am at a faculty meeting or a conference. One obstacle to college wide
communication is Mott's sheer size and number of employees. Another is just the amount of
work we all have to get done before we can go around talking to people. There is also the
possibility that talking to people outside one's dept. or division could cause a threat to the
practices currently in vogue within that division. (I personally think that that could be a good
thing, but you can't accomplish much if you have someone feeling threatened and defensive.)
Ideally, the outcome would be a smoother-running, more unified college, a place where we all
have the same goals for the students who come here, a place where students don't hear
contradictory information from people at different parts of the college. Most importantly, | think
that if college wide communication were improved, we would probably find that most of us who
work here share the same basic goals. If that is the case, then communication is the first step
to putting our collective energies and talents together towards REACHING those goals.

I think that the most important issue is college-wide communication. Students are constantly
complaining about getting the “run around". Students are sent to offices that they don't need

to go to and then they're very frustrated by the time they've went to 3 or 4 different places and
many times they take it out on the person in the 3rd or 4th wrong place.

Make information available in a centralized area.

College-Wide Communication In a recent experience while attempting to arrange for an
external group to participate in an "New Student Orientation," | inadvertently discovered that
the Orientation sessions were scheduled for 3 hours versus the usual 2 hours. Although the
logic behind the change was reasonable, | believe that all Student Services Personnel or those
involved in the Recruitment and Enrollment Process should have been notified of this
change.Suggestion: Notify all personnel that may be affected by changes that occur within
departments.
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B College-wide communication

Comment Narrative Response Mode

There are too many communication breakdowns in this institution. Rather than breaking 2nd Online Survey
down, our silos continue to grow; providing an atmosphere of ownership, allowing
accountability to become non-existent. We need to be accountable - we need to be
communicative. Communication is the key to unburdening many of our overworked staff and
maybe an end date on consultant positions. There are too many times when departments
work on a project together, but neither one communicate; this causes many projects to stall,
fall behind and potentially cost the college more money. For example, there are renovation
projects in academics that are held up at the front end because someone from another
department affected at some point down the road by the academic move has not made a
decision on what color the paint on the walls or the carpet should be. Without communication
and accountability, examples such as this will continue.

Communication- Most of us don't know what is happening in other parts of the college. The 2nd Online Survey
one newsletter is a pr piece rather than a a communications tool.

As an adjunct instructor, I'm often in the "dark". This year it is even worse since | did not 2nd Online Survey
teach the fall semester. People suppose | know things from the fall and | never was told about
them. To top it off, I'm at a branch campus. We get the weekly newsletter after my class
meets on Monday so not until Wednesday can | inform my students about activities which they
missed on Monday and Tuesday. Faculty on campus were reminded when attendance was
due, but there was no such reminder at the branch. | know another adjunct instructor at the
other branch campus and they feel the same way. | know many(most?) adjunct instructors
never look at their emails. Some teach at two other institutions and | guess | can understand
their lack of time. Do NOT think that because you send out an email that people know what is
going on. Simple things like having a key to the lab I'm working in prior to the start of classes
so | could move my materials in and get organized. | had to wait until after classes began and
it took me several weeks to get organized. I've drifted off the topic of communication, but in a
way I'm still on task. Part-time instructors are often treated as "second class" teachers. |
think if there were better lines of communication some of this would not happen. Oh yes, one
final thought. | have no faculty manual or building policy manual. Who is missing the ball and
not getting these things to me? | had an accident in my lab and there was NO ONE who could
tell me the proper procedure so | could "cover myself*. Enough!

There needs to be a better communication system college wide. It is difficult to direct students 2nd Online Survey
to the right resources without current information. This lack of sharing information leads to
confusion and frustration.

everyone must have some inolvement in governance, committee work, etc, and have 2nd Online Survey
accountability to report to their group! We don't have an understandable system of how

decisions are made, and we have a minority doing all the work. These facts lead largely, in

my view, to the poor communication. Here's a suggestion:First, make ALL committee

meetings happen during only two hours each week, thus many more people participate in the

processes, and none of us can end up doing everything as now happens. Second, devote

division meetings to reporting on the business of all these groups, thus we all have regular

expectation of knowing what's going on and a chance to offer input. Third, why do we almost

never hear directly from the administrators?

Employees and Departments will have to work together and have a merging of the mind set 2nd Online Survey
and work as teams

Information needs to be easily accessible Fenton Comm Cnt.
Establish and maintain integrity Fenton Comm Cnt.
Don't forget that communication includes listening Fenton Comm Cnt.
Must be understood, critical that it is timely and clear Fenton Comm Cnt.
Very important to communicate across lines Fenton Comm Cnt.
Has to be encouraged Fenton Comm Cnt.
Has to be both up and down Fenton Comm Cnt.
Communication from the bottom up — difficult/challenging to get all staff to understand issues Flint Twp

of the whole college

If the left hand doesn’t know what the right hand is doing, student bears the brunt of that. International Inst.
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