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OVERVIEW 
State Fair Community College’s vision is to be an 
exemplary college dedicated to institutional 
effectiveness, strengthening communities and 
partnerships, ensuring student success, valuing people, 
and practicing continuous quality improvement. 

The college serves a diverse student body taking both 
credit and noncredit courses across a 14-county service 
area roughly the size of the state of Vermont. Fall 2012 
credit enrollment was 5,119 students, about 53 percent 
of whom attended full-time. The average student age is 
25 and women account for 65 percent of enrollment. 
Annually, about 96 percent of all full-time, first-year 
students receive some type of financial assistance. 

SFCC employs 69 full-time faculty, 307 part-time 
faculty, 112 full-time staff, and 38 part-time staff across 
five major academic and administrative divisions. 

SFCC’s credit programs include 40 Associate of Arts, 
Associate of Applied Science, Associate of Arts in 
Teaching, and Associate of Science degrees; 14 
Professional Certificates; and 20 Skills Certificates. 
Noncredit programming is offered in developmental 
education, business and industry training and lifelong 
learning. Classes are offered during the day and evening, 
on-ground and online.  

In addition to the Sedalia campus, classes are offered in 
Boonville, Clinton, Eldon, Osage Beach, Warsaw, 
Whiteman Air Force Base near Knob Noster, and online. 
SFCC’s online campus has grown substantially since 
2008 and accounts for nearly 25 percent of all credit 
hours. High school students may take dual credit courses 
at their high schools or at the State Fair Career and 
Technology Center (SFCTC) on the Sedalia campus.  

SFCC has focused in recent years on resource 
diversification and has pursued partnerships and 
contracts with nontraditional entities. Key projects 
include a public-private relationship to build the 
Missouri Center for Waste to Energy and contracts with 
the state of Missouri to rebuild a historic state park 

dining lodge and to provide communication training for 
emergency first responders. SFCC recently accepted the 
private donation of a building in downtown Sedalia and 
plans to create an additional educational center. 

Much activity has taken place since the college 
submitted its first Systems Portfolio in 2008. Feedback 
was received in February 2009, and in February 2012 an 
AQIP Quality Checkup visit was conducted. The college 
received a successful report in March. The HLC has 
recommended SFCC receive a Reaffirmation of 
Accreditation.  

Internally, a concerted effort began in fall 2010 to brand 
the college’s quality program as Doing Quality Right. It 
comprised regular communication to the campus 
community, including a dedicated channel on the 
college’s portal, newsletters, training, and collegewide 
forums.  

Several action projects have been started and completed, 
these three most recently:  

• Identify causes for developmental students not 
completing within three years to ultimately evaluate 
processes leading to improved developmental 
student retention and success; 

• Map the college’s Institutional Learning Outcomes 
(ILOs) to courses and degrees to confirm that all 
ILOs are being addressed in curriculum; and  

• Assess the current culture of continuous quality 
improvement at various levels of the college—
individual employee, department or program, and 
division.  

These milestones help direct the college’s next steps in 
Doing Quality Right. While a large component of AQIP 
is the reaccreditation process, an equally important piece 
is fostering a culture of continuous quality improvement 
at the college. The AQIP Oversight Team recognized 
that the college was ready to review its quality program 
and take it to the next level. In May 2012, the team 
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commissioned a Re-engineering Team to develop a more 
mature approach to quality integration.  

The college’s second version of AQIP—AQIP 2.0—
will, through structure, function and education, change 

how SFCC achieves continuous quality improvement. It 
will empower all employees and committees to 
participate in continuous quality improvement and 
become more involved in day-to-day decision-making 
processes.
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HELPING STUDENTS LEARN, CATEGORY ONE 
INTRODUCTION 

State Fair Community College’s AQIP journey began in 
2005 when the AQIP Oversight Team recommended that 
the Executive Leadership Team (ELT) adopt it as a 
quality structure. In November 2008, the college 
submitted its first Systems Portfolio and received 
feedback in February 2009. SFCC completed the AQIP 
Quality Checkup visit in February 2012 and is now 
submitting its second Systems Portfolio. Largely 
influenced by feedback received from these milestones, 
the institution’s quality systems and processes have 
matured. As evidenced in Category One, many systems 
and process are now systematic and many are aligned. 

The college’s focus on continuous quality improvement 
principles has led to a number of Category One 
processes classified as systematic (questions 1P1, 1P2, 
1P3, 1P9, 1P10, 1P11, 1P12, 1P17 and 1P18). The 
college has designed repeatable processes to accomplish 
specific goals and is in the process of examining the 
results of those processes and making improvements 
based on the results. For example, continuous quality 
improvement tools have been used to identify 
opportunities and to redesign the outcomes assessment 
process described in Category One (for example, see 
question 1P1) and improvements are still being made as 
that process is integrated into both academic and 
nonacademic units.  

Program and service reviews, conducted each year on 
academic and technical programs and services, have 
encouraged alignment as evidenced in questions 1P4, 
1P5, 1P6, 1P7, 1P8, 1P13, 1P14, 1P15 and 1P16. This 
regular evaluation serves as a platform for continuous 
quality improvement through the examination of core 
indicators, outcomes assessment data and discussion of 
exemplary practices. Budget requests and planning are 
aligned with these indicators. Common issues across 
departments, divisions and units are identified as 
strategic improvement opportunities to address 
institutional goals.  

While great progress has been made in defining and 
improving Category One processes, the college still must 
work to integrate and manage these processes, and 
improve efficiencies, across all departments, divisions 
and units through analysis, innovation and sharing. To 
that end, the college has initiated a major action project 
to develop a new Course Management System through 
which course curriculum is governed and reviewed for 
consistency in content and rigor, no matter the instructor, 
the modality or location the course is taught. This project 
has broad involvement throughout the instructional unit, 
involves key staff from other college units, and impacts 
many if not all of the processes discussed in Category 
One, including processes such as outcomes assessment, 
course evaluation and curricular alignment. 

PROCESSES (P) 

1P1. How do you determine which common or 
shared objectives for learning and development 
you should hold for all students pursuing 
degrees at a particular level? Whom do you 
involve in setting these objectives?  

Common objectives for learning and development are 
determined and established for students studying at State 
Fair Community College through two processes: (1) 
Institutional Learning Outcomes (ILOs) process, and (2) 
General Education Goals. 

All students, regardless of their discipline of study, are 
exposed to and assessed for Institutional Learning 
Outcomes (figure 1P1.1). These outcomes were 
developed in 2008 by an AQIP Teaching and Learning 
Improvement Team, which used quality tools to review 
and identify best practices, develop potential learning 
outcomes and build consensus among faculty and staff 
from all disciplines and units of the college. The 
resulting ILOs were approved by the AQIP Oversight 
Team, the Executive Leadership Team (ELT) and the 
Board of Trustees. To ensure that students can succeed 
in today’s rapidly changing and diverse world, the ILOs 
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are grounded in higher order cognition and include the 
knowledge, skills and attitudes that SFCC believes every 
college-educated person should possess. ILOs provide 
interdisciplinary unification and connect knowledge, 
concepts, skills, and attitudes that exist in discipline-
specific education goals.  

 

Figure 1P1.1 Institutional Learning Outcomes (ILOs) 
Student learning objectives 
1. Think critically 

R
es

ul
ts

 

• Gather information by listening to and 
reading from varied sources 

• Evaluate information as a guide to belief and 
action 

• Apply information to the solving of problems 
and decision making 

• Broaden awareness and formulate new ideas 
2. Communicate effectively 

R
es

ul
ts

 

• Apply standard English in speaking and 
writing to clearly express ideas 

• Use language with clarity, coherence and 
persuasiveness 

• Recognize the role of nonverbal signals in 
communication 

3. Behave responsibly 

R
es
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ts

 • Demonstrate personal and professional 
integrity and ethics 

• Understand the importance and benefits of 
service 

• Exhibit responsible citizenship 
4. Value others 

R
es
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ts

 • Work cooperatively as part of a team 
• Appreciate cultural diversity and its benefits 
• Cultivate tolerance, civility and respect for 

others 
5. Develop life skills 

R
es
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ts

 • Manage time and finances effectively 
• Value lifelong learning 
• Utilize work force readiness skills 
• Incorporate principles of a healthy lifestyle 

into daily activities 
6. Utilize technology 

R
es
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ts

 • Demonstrate ability to adapt available 
technology to workplace or personal life 

7. Investigate world processes 

R
es
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ts

 • Distinguish qualities and characteristics of 
social, economic and political systems 

• Appreciate the world’s natural and physical 
processes 

• Explore the roots and expressions of culture 

Core Component 3B 
The institution demonstrates that the exercise of 

intellectual inquiry and the acquisition, application, 
and integration of broad learning and skills are integral 

to its educational programs. (address in 1P1 and 1P2) 

 The general education program is appropriate 
to the mission, educational offerings, and degree levels 

of the institution. Addressed and underlined in 1P1 
 The institution articulates the purposes, 

content, and intended learning outcomes of its 
undergraduate general education requirements. The 

program of general education is grounded in a 
philosophy or framework developed by the institution 
or adopted from an established framework. It imparts 

broad knowledge and intellectual concepts to students 
and develops skills and attitudes that the institution 

believes every college-educated person should possess. 
Addressed and underlined in 1P1 

 Every degree program offered by the 
institution engages students in collecting, analyzing, 

and communicating information; in mastering modes 
of inquiry or creative work; and in developing skills 

adaptable to changing environments. Addressed in 
figure 1P1.1 Institutional Learning Outcomes; figure 
1P1.2 General education goals matrix; and, linked in 

curriculum development process in IP2 
 The education offered by the institution 

recognizes the human and cultural diversity of the 
world in which students live and work. Addressed in 

figure 1P1.1 Institutional Learning Outcomes and 
figure 1P1.2 General education goals matrix 
 The faculty and students contribute to 

scholarship, creative work, and the discovery of 
knowledge to the extent appropriate to their programs 

and the institution’s mission. Addressed in figure 1P1.1 
Institutional Learning Outcomes and figure 1P1.2 

General education goals matrix 
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The college’s General Education Goals (figure 1P1.2) 
were adopted in 2003, consistent with the state of 
Missouri’s principles for general education for 
community colleges. These goals, with corresponding 
courses, were developed by a General Education 
Committee, comprised primarily of faculty, who sought 
and received significant input from the campus 

community. In academic years 2007-2008 and 2010-
2011, these goals were reviewed and revised by the 
General Education Committee, again with significant 
input from faculty. The General Education Goals, with 
the purpose, content and outcomes, are articulated in the 
college catalog. 

Figure 1P1.2 General education goals matrix 
Skill Area Description 
Communicating To develop students’ effective use of the English language and quantitative and other symbolic systems 

essential to their success in school and in the world. Students should be able to read and listen critically 
and to write and speak with thoughtfulness, clarity, coherence, and persuasiveness. 

Higher-Order 
Thinking 

To develop students’ ability to distinguish among opinions, facts, and inferences; to identify underlying 
or implicit assumptions; to make informed judgments; and to solve problems by applying evaluative 
standards. 

Managing 
Information 

To develop students’ abilities to locate, organize, store, retrieve, evaluate, synthesize, and annotate 
information from print, electronic, and other sources in preparation for solving problems and making 
informed decisions. 

Valuing To develop students’ abilities to understand the moral and ethical values of a diverse society and to 
understand that many courses of action are guided by value judgments about the way things ought to 
be. Students should be able to make informed decisions through identifying personal values and the 
values of others and through understanding how such values develop. They should be able to analyze 
the ethical implications of choices made on the basis of these values. 

Social and 
Behavioral 
Sciences 

To develop students’ understanding of themselves and the world around them through study of content 
and the processes used by historians and social and behavioral scientists to discover, describe, explain, 
and predict human behavior and social systems. Students must understand the diversities and 
complexities of the cultural and social world, past and present, and come to an informed sense of self 
and others. (Students must fulfill the state statute requirement of the Missouri Constitution.) 

Humanities and 
Fine Arts 

To develop students’ understanding of the ways in which humans have addressed their condition 
through imaginative work in the humanities and fine arts; to deepen their understanding of how that 
imaginative process is informed and limited by social, cultural, linguistic, and historical circumstances; 
and to appreciate the world of the creative imagination as a form of knowledge. 

Mathematics To develop students’ understanding of fundamental mathematical concepts and their applications. 
Students should develop a level of quantitative literacy that would enable them to make decisions and 
solve problems and which could serve as a basis for continued learning. (The mathematics requirement 
for general education should have the same prerequisite(s) and level of rigor as college algebra.) 

Life and 
Physical 
Science 

To develop students’ understanding of the principles and laboratory procedures of life and physical 
sciences and to cultivate their abilities to apply the empirical methods of scientific inquiry. Students 
should understand how scientific discovery changes theoretical views of the world, informs our 
imaginations, and shapes human history. Students should also understand that science is shaped by 
historical and social contexts. 

 

Currently, faculty members in the Associate of Arts 
(AA) program are collaborating with colleagues from 
other Missouri community colleges and universities to 
establish common, statewide, core entry and exit 
outcomes for several freshman- and sophomore-level 

general education courses. This alignment framework 
ensures that general education programs statewide are 
appropriate to the educational offerings and degree 
levels of institutions. The Curriculum Alignment 
Initiative was mandated by Missouri state law. The 
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Missouri Department of Higher Education’s (MDHE) 
new committee on curriculum and assessment is 
building on the common core competency project 
legislated several years ago. This law requires 
assessment to be a part of that project. The next step for 
this group is to explore the feasibility of developing a 
common exit assessment of the English composition 
sequence. If that is successful for English, the group 
plans to continue with math, then with the social 
sciences. A faculty committee for each discipline will be 
formed to develop the common assessment.  

1P2. How do you determine your specific 
program learning objectives? Whom do you 
involve in setting these objectives? 

Figure 1P2.1 Assessing Student Learning Outcomes 
(SLOs) 

 
As shown in figure 1P2.1, student learning outcomes are 
tied to institutional learning outcomes, instructional 
discipline programs, educational objectives and student 
and college services illustrating SFCC’s comprehensive 
approach to determining specific program learning 
objectives. Specifically, program learning objectives are 
established by discipline faculty, usually with input from 
external stakeholders through advisory committees. The 
advisory committees are comprised of representatives 
from business and industry, government and other 

institutions of higher education. These program 
objectives are reviewed and approved in the curriculum 
development process by faculty members of the 
Curriculum Committee. The learning outcomes for 
curricular and co-curricular programs are assessed 
through a systematic outcomes assessment process. 
Curriculum mapping to the ILOs is a recently completed 
action project by the Teaching and Learning 
Improvement Team and provides assurances of meeting 
ILOs within course curricula. The findings and 
improvements from this iterative outcomes assessment 
process are reported to the institution through annual 
program review and this information is also reviewed 
with advisory committees to improve student learning. 

 
1P3. How do you design new programs and 
courses that facilitate student learning and are 
competitive with those offered by other 
organizations? 

The 2012 course catalog featured 15 new short-term 
certificates, seven professional certificates, five new 

Core Component 4B 
The institution demonstrates a commitment to 

educational achievement and improvement through 
ongoing assessment of student learning. (address in 

1P2 and 1P18) 
 The institution has clearly stated goals for 

student learning and effective processes for assessment 
of student learning and achievement of learning goals. 

Addressed in outcomes assessment process link in 1P2; 
addressed and underlined in 1P18 

 The institution assesses achievement of the 
learning outcomes that it claims for its curricular and 
co-curricular programs. Addressed and underlined in 

1P2 and in outcomes assessment process link; 
addressed and underlined in 1P18 

 The institution uses the information gained 
from assessment to improve student learning. 

Addressed and underlined in 1P2 and 1P18 
 The institution’s processes and methodologies 

to assess student learning reflect good practice, 
including the substantial participation of faculty and 

other instructional staff members. Addressed and 
underlined in 1P2and 1P18 

http://www.sfccmo.edu/Include/Planning%20Office/Systems%20Portfolio/Category%201/CurriculumCommitteeProcess.pdf
http://www.sfccmo.edu/Include/Planning%20Office/Systems%20Portfolio/Category%201/CurriculumCommitteeProcess.pdf
http://www.sfccmo.edu/pages/1499.asp
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Associate of Applied Science (AAS) degree programs 
and a new Associate of Science (AS) degree in 
Chemistry. The development of new programs and 
courses is driven by business and industry, as well as 
community and student learning needs. New programs 
and courses are typically designed by college faculty 
with consultation from industry leaders, though 
occasionally curriculum consultants are hired to 
facilitate faculty program development. These faculty 
and consultants have strong discipline and andragogical 
expertise, and with help from advisory committees, have 
access to “best practices” in the discipline.   

Two recent examples illustrate this process. 

• In 2010, the college started a new AAS degree in 
Renewable Energy Technology to support a 
burgeoning local industry in the discipline. The 
college received a large grant, which paid for start-
up equipment, faculty salaries and curriculum 
development. The college sought advice from local 
industry leaders and hired a curriculum developer 
with experience developing energy curriculum at 
several other institutions. The curriculum developer 
collaborated with industry leaders and the faculty 
member hired to teach in the program, as well as 
faculty members in closely related programs to 
produce the curriculum for this program.  

• In 2011, a consortium of Missouri public community 
colleges received a $20 million U.S. Department of 
Labor grant to train unemployed and underemployed 
workers in allied health fields. Through this grant, 
SFCC is starting a Diagnostic Medical Sonography 
program. The new program and its courses are being 
developed by a new faculty member who has 
expertise and experience teaching sonography. 
Faculty will collaborate with industry 
representatives, using guidelines from its 

accreditation agency, to build a program that meets 
industry standards.  

1P4. How do you design responsive academic 
programming that balances and integrates 
learning goals, students’ career needs, and the 
realities of the employment market? 

In its mission statement, State Fair Community College 
acknowledges its role in preparing students and the 
community to succeed in a global society (see mission 
and vision). Today, more than ever, the economy of 
Sedalia and SFCC’s 14-county service area has global 
impact, and society is more diverse. Academic programs 
at SFCC are responsive and adaptive to the changing 
needs of the communities the college serves and its 
residents in order to better prepare them for an 
increasingly diverse and global economy. Systems and 
processes at the college support this mission. The 
Executive Leadership Team (ELT) and all collaborative 
partners consider both internal and external factors when 
developing and approving new academic programs as 
illustrated in the Environmental Scanning Flowchart (see 
figure 1P4.1).  

Core Component 1C 
The institution understands the relationship between its 

mission and the diversity of society. (address in 1P4 
and 1P10) 

 The institution addresses its role in a 
multicultural society. Addressed and underlined in 1P4 

and mission and vision link 
 The institution’s processes and activities 

reflect attention to human diversity as appropriate 
within its mission and for the constituencies it serves. 

Addressed and underlined in 1P4, 1P10 and in 
mission, vision and ILOs. 

http://www.sfccmo.edu/pages/749.asp
http://www.sfccmo.edu/pages/749.asp
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Figure 1P4.1 Environmental scanning flowchart 

Institutional Learning Outcomes (ILOs) (see Figure 
1P1.1) were designed by faculty and staff to ensure that 
students are prepared to successfully compete in this 
rapidly changing, diverse world. Though one outcome, 
Value Others, specifically addresses diversity, all the 
outcomes are important in preparing students for a 
diverse world. Additionally, to help students succeed in 
this global society, both courses in the college’s general 
education core and courses in specific majors contain 
curriculum designed to prepare students for this diverse 
and multicultural global society. 

Programs and services at the institution conduct annual 
program reviews, which are designed to monitor core 
indicators specific to each program and service and tied 
to the college’s mission. If program review dashboards 
show a lagging indicator, more intensive evaluation is 
conducted. For academic and technical programs, 
indicators include retention and completion rates; 
measures of academic rigor; and consistency among 

instructional modalities and locations, including dual 
credit. Through program review the college also 
monitors the success of its graduates, whether they 
pursue advanced study or seek immediate employment. 
Faculty and instructional leaders monitor cumulative 
transfer and placement data by program, with drill down 
available to the individual student. Transfer and 
placement rates below established benchmarks require 
follow up and development of plan for improvement. 

Through program review, faculty and staff also report 
program and institutional outcomes assessment results 
and improvements.  

Though the college’s main campus is in Sedalia, SFCC 
maintains four extended campus sites, an online 
program, and a dual credit program in 31 high schools. 
No matter the site or the modality, the college requires 
consistent curriculum, utilizing the same student 
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learning outcomes, syllabi, prerequisites, textbooks, 
academic rigor, and faculty credential requirements.  

Specialized program accreditation is maintained in 
several programs, primarily in allied health programs 
(see figure 1P4.2). 

 

Figure 1P4.2 Programmatic accreditations 
Program Accrediting/certifying body 
Automotive National Automotive Technicians 

Education Foundation (NATEF), an 
affiliate of the National Institute for 
Automotive Service Excellence (ASE) 

Construction 
Management 

American Council for Construction 
Education (ACCE) 

Dental 
Hygiene 

Commission on Dental Accreditation 
(CODA) 

Nursing Missouri Board of Nursing 
Occupational 
Therapy 

Accreditation Council for Occupational 
Therapy Education (ACOTE) of the 
American Occupational Therapy 
Association (AOTA) 

Radiology Joint Review Committee on Education in 
Radiologic Technology (JRCERT) 

Another key process is curriculum development. 
Curriculum establishes the primary learning outcomes 
for programs of study and individual courses. The 
college’s mission and purpose guide this process and 
ensure standardization among disciplines and courses.  

Faculty members, based on mastery of their discipline, 
scholarship, and expertise in curricular areas, have 
collective responsibility for the curriculum and are 
principally responsible for initiating curriculum 
proposals. All curriculum proposals are considered by 
the college’s Curriculum Committee. For 
communication purposes, the Curriculum Committee 
includes representatives from multiple college 
departments, including the registrar, financial aid, 
advising, etc., but faculty members are the only voting 
members. The Curriculum Committee establishes and 
maintains standards and recommends procedures that 
will ensure professional integrity of for-credit curricula 
consistent with college planning. The committee 
safeguards the integrity and credibility of the catalog and 
all documents related to academic policies and/or 
procedures.  

The Curriculum Committee recommends to the Vice 
President for Educational and Student Support Services 
actions relative to the addition of new, permanent 
courses and programs and degrees, as well as proposed 
changes or deletions of existing courses, programs, and 

Core Component 4A 
The institution demonstrates responsibility for the 

quality of its educational programs. (address in 1P4 
and 1P13) 

 The institution maintains a practice of regular 
program reviews. Addressed and underlined in IP4 

and IP13 
 The institution evaluates all the credit that it 
transcripts, including what it awards for experiential 
learning or other forms of prior learning. Addressed 

and underlined in IP4 
 The institution has policies that assure the 

quality of the credit it accepts in transfer. Addressed 
and underlined in IP4 

 The institution maintains and exercises 
authority over the prerequisites for courses, rigor of 
courses, expectations for student learning, access to 

learning resources, and faculty qualifications for all its 
programs, including dual credit programs. It assures 

that its dual credit courses or programs for high school 
students are equivalent in learning outcomes and levels 

of achievement to its higher education curriculum. 
Addressed and underlined in IP4 

 The institution maintains specialized 
accreditation for its programs as appropriate to its 

educational purposes. Addressed and underlined in 
figure 1P4.2 

 The institution evaluates the success of its 
graduates. The institution assures that the degree or 
certificate programs it represents as preparation for 

advanced study or employment accomplish these 
purposes. For all programs, the institution looks to 

indicators it deems appropriate to its mission, such as 
employment rates, admission rates to advanced degree 

programs, and participation rates in fellowships, 
internships, and special programs (e.g., Peace Corps 
and AmeriCorps). Addressed and underlined in 1P4 

and IP13 
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degrees. The committee also reviews and recommends to 
the vice president actions regarding graduation 
requirements; sets and enforces prerequisites for 
advanced courses; establishes grading standards; 
develops procedures relative to academic integrity; and 
establishes other policies and procedures that directly 
affect the credibility and quality of instructional 
programs. 

The process for ensuring the quality of credit transferred 
into State Fair Community College is comparable to 
equivalent SFCC courses as outlined in college Policy 
and Regulation 6610. Students who have attended other 
colleges (including dual credit courses taken while in 
high school) must request that an official transcript be 
sent to State Fair Community College. Credit is 
evaluated and transcripted from colleges that are 
accredited by a national or regional association (e.g. 
North Central Association of Colleges and Schools). 
Courses completed from colleges that are not accredited 
by one of the national or regional associations may be 
considered for college credit. Course descriptions or 
course syllabi must be submitted to the appropriate dean 
for review. The dean’s decision is final and may be made 
in consultation with the department.  
Processes also are established for awarding credit earned 
through credit-by exam (CLEP, DSST or AP) and from 

nontraditional sources (military experience, standardized 
occupational testing or department exams). This process 
is defined in college Policy and Regulation 6440. 

1P5. How do you determine the preparation 
required of students for the specific curricula, 
programs, courses, and learning they will 
pursue? 

Prerequisites are determined during the program and 
course development process. Preparation is measured 
through the college’s mandatory assessment and 
placement, which restricts enrollment in not only 
college-level English and mathematics courses but also 
in a number of other courses. Placement is based on 
assessment scores in writing, reading and/or 
mathematics. Lead instructors recommend the 
preparation requirements for these courses; program 
coordinators recommend requirements for programs. 
Some programs, such as allied health programs, have 
additional testing requirements as part of the application 
process. These recommendations are considered by the 
Curriculum Committee. 

The Missouri Community College Association (MCCA) 
led a collaborative effort to establish common entry 
standards for college level classes in math, English and 
reading. This project established common placement 
scores among the state’s community colleges. In 
addition, the Missouri Department of Higher Education 
(MDHE) has facilitated the establishment of common 
core outcomes for entry-level college courses in a 
number of disciplines. State Fair Community College 
faculty members have aligned courses to ensure 
congruence with these standards.  

1P6. How do you communicate to current and 
prospective students the required preparation 
and learning and development objectives for 
specific programs, courses, and degrees or 
credentials? How do admissions, student 
support, and registration services aid in this 
process? 

SFCC communicates information about student 
preparation and student learning outcomes, along with 

Core Component 3A 
The institution’s degree programs are appropriate to 

higher education. (address in 1P4 and 1P12) 
 Courses and programs are current and require 

levels of performance by students appropriate to the 
degree or certificate awarded. Addressed and 

underlined in 1P12 
 The institution articulates and differentiates 

learning goals for its undergraduate, graduate, 
postbaccalaureate, post-graduate, and certificate 

programs. Addressed and underlined in 1P4 
 The institution’s program quality and learning 

goals are consistent across all modes of delivery and all 
locations (on the main campus, at additional locations, 

by distance delivery, as dual credit, through contractual 
or consortial arrangements, or any other modality). 

Addressed and underlined in 1P4 

http://www.sfccmo.edu/Include/Planning%20Office/Systems%20Portfolio/Category%201/PolicyAndReg6610.pdf
http://www.sfccmo.edu/Include/Planning%20Office/Systems%20Portfolio/Category%201/PolicyAndReg6610.pdf
http://www.sfccmo.edu/Include/Planning%20Office/Systems%20Portfolio/Category%201/PolicyAndReg6440.pdf
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programs, general college and specific program 
requirements, faculty and staff, costs, control, and 
accreditation through a variety of formats, including 
those listed in figure 1P6.1.  
 
 Figure 1P6.1 Communication formats 
Communication formats for student preparation and 
learning outcomes 
Catalog 
Program brochures 
Website 
Course syllabi 
Online communication via Angel® and mySTAR 
(college portal) 
Classroom presentations by instructors 
Faculty advisors 

Student services areas such as Admissions and the 
Advising and Resource Center, along with Marketing 
and Communications, play key roles in the 
dissemination of this information through the outlets 
identified in figure 1P6.2. 

Figure 1P6.2 Dissemination outlets 
Student Support Services dissemination outlets 
Advising and Resource Center (ARC) 
Core advisors and counselors 
Distribution of program brochures 
Development and delivery of new student orientation 
Development and delivery of targeted communication 
via mySTAR and a targeted letter-flow system 
Student recruiters 

Communication begins in the recruitment process prior 
to prospects becoming students, and includes both 
formal and informal processes. The college recently 
developed College 101, a program through which 
general college expectations and specific programmatic 

expectations are communicated to high schools students 
from districts throughout the college’s service region. 
The program includes sessions designed for sophomores, 
which targets preparedness while students are in high 
school, and sessions for seniors, to help them 
successfully matriculate. 

All new students must meet with a core advisor through 
the Advising and Resource Center to enroll in classes. At 
these sessions, general and programmatic expectations 
also are communicated. These students are then passed 
to faculty advisors for ongoing advisement, which 
continues and further develops the communication 
process for these expectations. 

At the course level, all course syllabi contain certain 
required elements, including designated course 
outcomes, objectives and other expectations. Faculty 
members discuss these requirements at the beginning of 
each course.   

1P7. How do you help students select programs 
of study that match their needs, interests, and 
abilities?  

Students’ needs, interests and abilities are thoughtfully 
considered, quantified, examined, and discussed to 
ensure student success. Mandatory assessment and 
placement, coupled with advisement and counseling 
services, are the primary processes to identify and 
address gaps between a student’s preparation and 
learning styles and the requirements of a particular 
major. While the focus of these processes is heavily 
weighted toward academic preparation and not learning 
styles, faculty often intervene when they detect students 
may lack the knowledge, skills or aptitude to succeed in 
a particular major. 

All new students meet with a core advisor prior to 
enrolling for the first time. These core advisors not only 
direct students to appropriate courses, but also discuss 
career and college planning, and college programs and 
services.  

Additional academic support services are provided to 
help students select programs of study that match their 
needs, interests and abilities, as follows: 

Core Component 2B 
The institution presents itself clearly and completely to 

its students and to the public with regard to its 
programs, requirements, faculty and staff, costs to 
students, control, and accreditation relationships. 

(address in 1P6) 

 Addressed in figures 1P6.1 and 1P6.2 
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• SS108 Career Choices, a college credit elective 
course, presents formal career exploration 
curriculum. 

• SS 104 College Skills, a college credit elective 
course, includes a unit on career exploration and also 
an examination of students’ learning styles. 

• New Student Orientation offers additional 
information about degree, program and career 
pathways. 

• The Testing and Career Center offers free career 
exploration services. 

• Student needs, interests and abilities are informally 
queried as part of the advisement process. 

• Many college publications, as well as the college 
website, contain information for career exploration. 

• Two federally funded TRiO programs, Student 
Support Services and Upward Bound, provide career 
exploration programming for participating students. 

• The career counselor helps students understand the 
career exploration process through individual 
appointments and workshops. 

• The college hosts College 101 for area high school 
students. The program targets two age groups. One 
segment targets sophomores and provides them the 
opportunity to explore career options and learn about 
preparedness expectations for those programs. The 
second segment targets seniors and focuses on the 
college application process. 

• Advantages of College Education (ACE), funded by 
a state grant, is a program that encourages students 
within the college’s service region to attend college. 
Through this program the college hosts an annual 
College and Career Day, where more than 2,300 
high school students explore career options and 
requirements and learn about higher education 
opportunities. In addition, SFCC partners with 
Bothwell Regional Health Center though a Partners 
in Preparation initiative to educate high school 
students about allied health professions and hosts 
other programs that work with students to 
communicate expectations and opportunities for 
postsecondary education.  

All students can access online services, including 
general information, library, student support, financial 
aid, business office, enrollment and advisement and 
more, through mySTAR, SFCC’s portal. Many on-
ground faculty, and all online and hybrid faculty, use the 
online Angel Learning Management System to present 
curricular material. With growing use of digital and 
online resources, technology support is increasingly 
important for students. All students have 24-7 access to a 
technology Help Desk via the phone. In addition, the 
college provides walk-in technology support for students 
in one of two large computer labs on the Sedalia 
campus, as well as in the student-staffed Student Help 
Center. 

 
The college’s facilities represent a strong commitment to 
student learning, including: 

Core Component 3D 
The institution provides support for student learning 

and effective teaching. (address in 1P7 and 1P15) 

 The institution provides student support 
services suited to the needs of its student populations. 

Addressed and underlined in 1P7 
 The institution provides for learning support 
and preparatory instruction to address the academic 

needs of its students. It has a process for directing 
entering students to courses and programs for which 

the students are adequately prepared. Addressed in 1P7 
List of Additional Academic Support Services 

 The institution provides academic advising 
suited to its programs and the needs of its students. 

Addressed and underlined in 1P7 
 The institution provides to students and 

instructors the infrastructure and resources necessary to 
support effective teaching and learning (technological 

infrastructure, scientific laboratories, libraries, 
performance spaces, clinical practice sites, museum 

collections, as appropriate to the institution’s 
offerings). Addressed and underlined in 1P7 

 The institution provides to students guidance 
in the effective use of research and information 

resources. Addressed and underlined in 1P7 and 1P15 
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• The Daum Museum of Contemporary Art, SFCC’s 
largest classroom on campus, is an art museum with 
an internationally renowned permanent collection of 
approximately 1,000 objects, which includes 
paintings, drawings, prints, photographs, ceramics, 
and sculpture created since the mid-20th century. 
The collection features significant works by Andy 
Warhol, Ed Ruscha, Helen Frankenthaler, Robert 
Motherwell, Peter Voulkos, Betty Woodman, Louise 
Bourgeois, Linda Connor, and Ansel Adams. The 
museum is used for educational programming such 
as Visual Thinking Strategies (VTS) and enhances 
the cultural life of the 14-county region served by 
the college. 

• In 2008, the college completed the $8.5 million, 
42,000-square-foot Heckart Science and Allied 
Health Center. This facility houses teaching labs in 
physical science, biological sciences, including 
general biology and anatomy and physiology, 
chemistry, and nursing. 

• In addition to the Stauffacher Theatre, one of the 
best community college theatres in the state, the 
college added in 2011 a flexible space studio theatre. 
SFCC is the only community college in Missouri 
with two theatres. 

• College classrooms, not only at the Sedalia campus 
but also at extended campus locations, are equipped 
with internet-connected computers, smart projectors 
and audio speakers controlled from an instructor 
workstation, allowing high quality multimedia 
classroom presentations. 

• Students can access the portal and course materials 
via high speed wireless connections available in 
public spaces at all SFCC locations. 

All degree-seeking students are required to complete a 
communications course that exposes students to 
effective use of research and information resources. In 
addition, most courses in the general education core, and 
many courses in a student’s major, also expose students 
to research and information resources. 

1P8. How do you deal with students who are 
underprepared for the academic programs and 
courses you offer? 

SFCC is an open access higher education institution with 
multiple services and programs to assist students with 
preparedness. Mandatory assessment and mandatory 
placement are key programs that identify underprepared 
or unprepared students. Most academic college-level 
courses and many technical courses have placement 
scores as prerequisites. Credit-seeking students who 
through mandatory assessment do not place into college-
level classes are required to complete developmental 
studies courses in math, English or reading and must 
earn a grade of C or higher to advance to the next level. 
More than 85 percent of SFCC’s first-time freshmen 
place into at least one developmental studies course.  

The college also has significant structures in place to 
help underprepared students. Students needing assistance 
are referred to the Student Success office for 
intervention.  The Student Success office assesses 
students’ needs and makes referrals to services such as 
free professional tutoring, peer tutoring, instructor-led 
tutoring, study skills, research skills, other relevant 
workshops, or personal counseling.  Additional free 
resources are available through mySTAR.  

The college also has received a federal TRiO Student 
Support Services grant. SFCC’s program, which is 
called Students in TRiO for Educational Preparation and 
Success (STEPS), provides specific services to help 
unprepared students in a cohort of students at risk for 
attrition. Services include skills improvement; academic, 
financial aid and scholarship advising; career, transfer 
and personal counseling; workshops; cultural activities; 
and computer literacy.  

In addition to these programs, students may receive 
support through the college’s Adult Education and 
Literacy Program (AEL). AEL’s mission is to empower 
individuals through education and knowledge and 
promote learning as a lifelong process that is necessary 
for living well in a changing society and workplace. The 
program provides individualized and group instruction. 
Emphasis is placed on developing and improving skills, 

http://www.sfccmo.edu/trio
http://www.sfccmo.edu/trio
http://www.sfccmo.edu/ael
http://www.sfccmo.edu/ael
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especially toward earning the (GED) General 
Educational Development. However, the program is 
open to all individuals who desire assistance with 
individual language arts, reading or mathematics skills, 
whether contemplating further educational opportunities, 
preparing to enter college or improving job placement. 

1P9. How do you detect and address differences 
in students’ learning styles? 

Multi-faceted instructional techniques are integrated into 
course delivery to accommodate student learning styles. 
Faculty have been provided in-service training and 
research materials to support those processes. A large 
percentage of students are taught to recognize and take 
advantage of their own learning styles through SS 104 
College Skills, an elective course, which is 
recommended especially for underprepared students. 

1P10. How do you address the special needs of 
student subgroups (e.g., handicapped students, 
seniors, commuters)? 

Students with special needs may request services 
through the Access office, which provides and 
coordinates appropriate accommodations such as testing 
and note taking services; specialized furniture and 
equipment; and any other campus accommodation.  

The college assesses its efforts to address student needs 
of various other subgroups of students through the Noel-
Levitz® Student Satisfaction Inventory™ (SSI), 
identifying gaps in services. If gaps are identified, 
process improvements are implemented. 

For example, it appeared that there was a gap between 
the number of students who needed specialized student 
services and the number of students who reported they 
accessed those services. The institution’s AQIP Student 
Support Services Improvement Team used quality tools 
to examine the process that students utilized to access 
services. The team discovered that the process was 
incredibly complex and disjointed, potentially 
discouraging students from accessing services. As a 
result of that process analysis, a new improved process 
was created. Today, any student in need of service is 

referred to the Director of Student Success and Retention 
Services, who assesses the student’s need and then 
matches the student with the appropriate on campus or in 
some cases external service. 

SFCC serves area high school students by offering dual 
credit courses to juniors and seniors at 31 high schools 
throughout its service area. Dual credit courses allow 
high school students to simultaneously earn high school 
and college credit, which allows students to save time 
and money and move more quickly toward their 
educational and career goals.  

In order to enhance dual credit opportunities, SFCC’s 
College and Career Readiness office has pursued 
agreements with area high schools to offer Early 
College, which is a program designed to allow high 
school students who qualify to earn dual high school 
credit and college credit by taking on-ground and online 
classes. Students may earn college credits as a high 
school student and graduate with the Missouri general 
education transfer core and/or a two-year Associate of 
Arts, Associate of Arts in Teaching or Associate of 
Science degree from State Fair Community College at 
the same time. 

The college also addresses special needs through student 
organizations. Student support organizations include 
IMAGE which targets minority students for 
membership, HERO, a support group for gay and lesbian 
students; TRiO Student Organization, designed for 
students who meet criteria making them eligible for the 
Students in TRiO for Educational Preparation and 
Success (STEPS) program on campus, and the Non-
Traditional Student Organization, designed to support 
students who are older than 24.  

1P11. How do you define, document, and 
communicate across your institution your 
expectations for effective teaching and learning? 

During the hiring process, candidates for faculty 
positions must offer evidence of effective teaching and 
learning in a number of ways, including a discipline-
specific teaching presentation. Once a faculty member is 
hired, the orientation process, including assignment of a 
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faculty mentor and the faculty evaluation process (see 
figure 1P11.1), communicate expectations and 
emphasize documentation of effective teaching and 
learning. As shown in figure 1P11.1, every year all 
faculty must update their portfolio which is discussed as 
part of the evaluation process to encourage improvement 
of teaching and learning. The faculty evaluation process 
includes the portfolio review (see figure 1P11.2), student 
classroom evaluations and classroom observations. The 
process is designed to result in reflection, definition, 
documentation, analysis and improvement of teaching 
and learning. All classes are submitted for student 
evaluation through an online course evaluation tool. 

The college is committed to free expression and pursuit 
of truth in teaching and learning. College Policy 6110 
gives faculty, based on their mastery of the discipline, 
their own scholarship and their expertise, collective 
responsibility for the curriculum. College policy also 
gives faculty academic freedom, with the following 
qualifications:  

1. The college faculty are entitled to full freedom in 
research and in the publication of the results, subject 
to the adequate performance of their other academic 
duties. Research for pecuniary return should be 
based upon the board’s policies on sabbatical leave, 
professional leave or professional development.  

2. College faculty are entitled to freedom in the 
classroom in discussing their subject; however, they 
should be careful not to introduce controversial 
matters that have no relation to their subject.  

3. College faculty are citizens, members of a learned 
profession and representatives of an educational 
institution. When they speak or write as citizens, 
they should be free from institutional censorship or 
discipline, but their special position in the 
community imposes certain obligations. As scholars 
and professionals, they should remember that the 
public may judge them and the college by what they 
say and do. Therefore, faculty should at all times 
endeavor to be accurate, exercise appropriate 
restraint, and show respect for the opinions of others. 
As private citizens, they should make every effort to 

indicate they are not speaking as representatives of 
the college.  

 
4. For sound andragogical reasons, faculty members 

may decide that it is necessary to use course 
materials that some students may find offensive. 
When these materials include explicit 
representations of human sexual acts or other 
graphic depictions that could reasonably be expected 
to be offensive to some students, a faculty member 
has an obligation to give students, in advance of the 
presentation, information sufficient to enable 
individual students to make a knowledgeable choice 
about whether or not to attend that class period. 
Where possible, the faculty member should provide 
reasonable accommodation to that student. 
Nonetheless, students remain responsible for 
learning class materials and for completing course 
requirements. If a course makes considerable use of 
such material throughout the semester, students 
should receive, no later than on the first day of class, 
information sufficient to enable them to make an 
informed decision about whether or not to take the 
course (see Policy 6210). 

Core Component 2D 
The institution is committed to freedom of expression 

and the pursuit of truth in teaching and learning. 
(address in 1P11) 

 Addressed and underlined in 1P11 
Core Component 2E 

The institution ensures that faculty, students, and 
staff acquire, discover, and apply knowledge 

responsibly. (address in 1P11 and 4P7) 
 The institution provides effective oversight 

and support services to ensure the integrity of 
research and scholarly practice conducted by its 

faculty, staff, and students. Addressed and underlined 
in 4P7 

 Students are offered guidance in the ethical 
use of information resources. Addressed and 

underlined in 1P11 and 4P7 
 The institution has and enforces policies on 

academic honesty and integrity. Addressed and 
underlined in 1P11 and 4P7 

http://www.sfccmo.edu/Include/Planning%20Office/Systems%20Portfolio/Category%201/Policy6110.pdf
http://www.sfccmo.edu/Include/Planning%20Office/Systems%20Portfolio/Category%201/Policy6210.pdf
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Figure 1P11.1 Faculty evaluation process 
SFCC faculty evaluation outline 
New faculty will be on a three-year developmental track and will be evaluated according to the following: 
Step 1 (Year 1):  
• First semester 

o Mentor program 
o Classroom observations: mentor and dean 
o Student feedback in two classes 
o Develop portfolio 

• Second semester 
o Mentor program 
o Revise portfolio/develop plan for next year 
o Classroom observations: mentor (optional) and dean 
o Student feedback 
o Meet with dean  

Step 3 (Year 3):  
• First semester 

o Classroom observation: dean or educational 
services administrator 

o Student feedback 
o Portfolio 

• Second semester  
o Revise portfolio/develop plan for next year 
o Classroom observation: optional 
o Student feedback 
o Meet with dean  

Step 2 (Year 2):  
• First semester 

o Classroom observation: dean or educational services 
administrator 

o Student feedback 
o Portfolio 

• Second semester  
o Revise portfolio/develop plan for next year 
o Classroom observation: dean or educational services 

administrator 
o Student feedback 
o Meet with dean  

Following years: 
• Portfolio 
• Student feedback (one course in the fall) 
• Formal evaluation every third year 
 
Faculty will have a formal evaluation every third year 
which will include a classroom observation, portfolio 
review and a meeting with the dean. 
 
Note: Additional classroom observations and student 
feedback may be required or requested. 

 
Figure 1P11.2 Teaching portfolio requirements 
Professional portfolio 
The professional portfolio provides each faculty member with an opportunity to reflect on the past year’s experience as an 
instructor and document professional development accomplishments and service to the institution and the community. 
Teaching philosophy: 
• A one to two paragraph description of the instructor’s teaching philosophy (required) 

Course planning and classroom instruction: 
• A list of courses taught for the fall/spring term (required) 
• New strategies or technologies used in the classroom during the fall/spring term (optional) 
• A representative sample of course syllabi that includes information about course content and objectives (required) 
• A representative sample of hand-outs including assignment sheets, tests, classroom activities and groups (required)  
• Course examples corresponding to syllabus (optional) 
Assessment of teaching and learning: 
• A representative sample of graded student assessments (e.g., reports, essays, projects and/or tests) (required)  
• Statements from colleagues who have viewed the instructor in the classroom or reviewed his or her portfolio 

(optional) 
Service to the institution and the community: 
• A list of institutional committees and teams on which the instructor serves (required) 
• A list of other institutional responsibilities such as organization sponsor/advisor, program coordinator, lead instructor, 

department chair or other position of responsibility (required) 
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Professional portfolio 
• A list of involvement in community organizations/activities (required) 
• A list of efforts regarding recruiting/marketing (required) 
Professional development activities 
• A list of courses and/or degrees the instructor has completed in the past year (required) 
• A list of professional organizations of which the instructor is a member or holds an office (required) 
• A list of conferences, workshops, seminars or training the instructor has attended (required) 
• A list of presentations the instructor has given or articles he or she has published (required) 
• A list of awards or recognition the instructor has received (required) 
A one to two paragraph reflection from student feedback (required) 
A one to two paragraph reflection on outcomes assessment (required) 
A one to two paragraph reflection from program coordinators/lead instructors on program review (required) 
Reflection section: 
Reflect on two of the four items listed below- 
• How your teaching philosophy has been confirmed or challenged in the past year 
• Your course planning and classroom instruction  
• Your service to the institution and/or community 
• Your professional development activities 

Faculty members have been challenged by the use of 
informational resources by students. Incidents of 
plagiarism have become more prevalent over the last 
several years. As a result, a team of faculty and staff 
examined the issue and suggested improvements. One of 
the improvements implemented was the development of 
a plagiarism curriculum that can be implemented into 
any course at the institution. College policy and 
regulation addressing this issue were also revised and 
improved. 

1P12. How do you build an effective and 
efficient course delivery system that addresses 
both students’ needs and your institution’s 
requirements? 

State Fair Community College offers the Associate of 
Arts (AA) degree, the Associate of Applied Science 
(AAS) degree, and the Associate of Science (AS) 
degree, along with short-term Professional and Skills 
Certificates. The Associate of Arts and Associate of 
Science degrees are designed to parallel the first two 
years of a bachelor’s degree. Specific articulation 
agreements have been developed between SFCC and the 
state’s public and private four-year colleges and 
universities to foster transfer of credits in these degrees 
from the community college to four-year institutions. 

Many of these agreements have been developed through 
faculty-to-faculty interaction to ensure curriculum is 
well-aligned. The Associate of Applied Science degree, 
along with Professional and Skills Certificates, are 
designed to provide technical skill training to prepare 
students for jobs or to improve job skills for the 
underemployed or unemployed. Despite the fact that the 
AAS degrees are designed to prepare students for work, 
some degrees also articulate into specific, related, 
university technical programs. 

All college programs are led by faculty program 
coordinators, who have the required academic 
credentials and professional experience to provide 
expertise to maintain current, rigorous and appropriate 
curriculum. In addition, all courses have been assigned a 
lead instructor, who is responsible for maintaining the 
course curriculum and ensuring that the curriculum is 
consistent across the college, no matter the instructional 
modality, site or instructor’s employment status. A 
project management team is currently examining and 
redesigning the Course Management System process. 
Plans are to develop course shells for all courses, with a 
process to maintain and share shells across the institution 
and support faculty in a process to share required and 
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optional instructional components and pedagogy with 
other instructors in the discipline.  

The majority of courses in the college’s degree and 
certificate programs are taught on-ground in classrooms, 
laboratories and clinical environments; however, classes 
are also taught online, as hybrid courses and through 
Interactive Television (ITV). Courses are offered 
weekdays, evenings and Saturdays at all locations 
throughout the college’s 14-county service area; and at 
high schools hosting the college’s dual credit program. 
The primary format includes 16-week fall and spring 
semesters and an eight-week summer session; however, 
classes are offered in varying formats and times to meet 
the needs of students (see figures 1P12.1 and 1P12.2), 
which includes 4- and 6-week terms and interim 
semesters. 

Figure 1P12.1 Sections by instructional method 

 

Figure 1P12.2 Sections by time of day 

 

Though full-time faculty and program coordinators 
suggest schedules to deans, these administrators are 
tasked with building course schedules to meet student 
and programmatic needs that consider market influences; 
restrictions and opportunities presented by the 
availability of facilities and personnel; and optimal class 
sizes. Educational Student Support Services (ESSS), a 
cross-functional academic and student support services 
team, regularly reviews the schedules to provide 
additional perspectives about whether or not the right 
courses are offered at the right times. The team also 
analyzes enrollment data, including reports of classes 
that are full and of classes that have fewer than 12 
students enrolled, as well as program review data. The 
team makes course schedule recommendations based on 
these reviews. 

The deans and faculty also seek input about student 
needs through periodic assessments of students, some 
done in conjunction with the SSI. Career and technical 
faculty often discuss course scheduling with advisory 
committees. The deans request Student Services staff 
(e.g., counselors, advisors, etc.) to review the schedule in 
advance of publishing. At the conclusion of enrollment 
cycles, staff from Student Services, Educational Services 
and Marketing and Communications meet to analyze 
cycles, and improvements are made based on those 
discussions. Additionally, course schedule data is 
utilized and analyzed in program review. 

A week prior to the start of the semester, the deans 
review sections with fewer than 12 enrolled. Low 
enrollment courses are allowed to be conducted if the 
course is required for graduation and there are no other 
options; if it is a developmental course and there are no 
other developmental options for those students at that 
time and/or location; or if the course is part of a new 
program or extended campus location. 

1P13. How do you ensure that your programs 
and courses are up-to-date and effective? 

Annual program review, conducted each fall by all 
academic and technical programs, provides data to 
college faculty and administration concerning course and 
program efficacy. Program review includes outcomes 
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assessment data and analysis, advisory committee 
reports, external accreditation and licensing reports, and 
analysis data from core indicators in retention, 
completion and graduation, and other measures linked to 
course and program effectiveness. 

Each technical program at the college holds at least two 
advisory committee meetings an academic year. At these 
meetings, professionals from the discipline review the 
curriculum to make sure it is appropriate and up-to-date. 
Members also review outcomes assessment results, 
program review data including retention, completion, 
certification, and licensure and placement rates.  

Every two years, the college produces a new college 
course catalog. Prior to publication, the college 
undergoes an intensive catalog review process, which 
includes a review of the curriculum by program faculty. 

The college also supports an aggressive professional 
development program, through which faculty are 
encouraged to attend discipline-specific state, regional 

and national meetings to help maintain program and 
course relevance and effectiveness. 

Some programs attain separate external accreditation or 
certification which provides discipline-specific criteria 
for program and course relevance and effectiveness (see 
figure 1P4.2). 

1P14. How do you change or discontinue 
programs and courses? 

The college uses annual program and discipline reviews 
as an important process to monitor curriculum relevance. 
Program review utilizes specific data elements, 
including but not limited to, program enrollments, 
number of majors, and graduation, completion and 
placement rates. Outcomes assessment data, 
accreditation reports, and recommendations from 
advisory committees, program coordinators and faculty 
are used in the process. Additionally, the college has 
recently created a program viability matrix for use in this 
process (see figure 1P14.1)

Figure 1P14.1 Program viability matrix 
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Program changes, including program and course 
deletions, are approved by advisory committees and the 
college’s Curriculum Committee. Program deletions also 
require approval of the ELT and the SFCC Board of 
Trustees and then are submitted to the state. 

Additionally, the MDHE annually conducts program 
review. Programs with an average of fewer than five 
graduates over three years receive an exemption based 
on specific criteria, or they must be deleted from the 
inventory. 

1P15. How do you determine and address the 
learning support needs (tutoring, advising, 
placement, library, laboratories, etc.) of your 
students and faculty in your student learning, 
development, and assessment processes? 

Learning support needs are identified through annual 
program and service review. This review utilizes data, 
such as SSI data, which identifies service gaps and 
outcomes assessment, retention and completion data. 
Also, as part of program and service review, all services 
(advising, assessment and placement, library, etc.) 
provide results of stakeholder service assessment, which 
often include needs analysis. 

1P16. How do you align your co-curricular 
development goals with your curricular learning 
objectives? 

The college sponsors a number of co-curricular 
programs, clubs, organizations and activities designed to 
support the curriculum in either a direct or auxiliary way 
(see figure 1P16.1). For example, a department will 
sponsor a club or organization in the same discipline and 
will plan programming to support that discipline. The 
process is dependent on individual faculty members who 
serve as advisors for these programs as well as the 
student leaders of these groups.  

For example, the Ag Club participates in community 
engagement at the Sedalia Area Farmers’ Market by 
selling mums. The Emerging Leaders program engages 
students in service learning projects at places throughout 

the college’s 14-county service area such as Pettis 
County Community Partnership and Open Door.  

 
Figure 1P16.1 Co-curricular programs 
Curricular area Co-curricular area 
Agriculture Ag Club 
Agriculture FFA 
Nursing Nursing Club 
Radiologic Technology Radiography Club 
Dental Hygiene Dental Hygiene Club 
Business and Office PBL 
Institutional Outcomes Emerging Leaders 
Trades Skills USA 
Criminal Justice Lambda Alpha Epsilon 

1P17. How do you determine that students to 
whom you award degrees and certificates have 
met your learning and development 
expectations? 

Students graduating with Associate of Applied Science 
degrees and certificates must complete a technical skills 
assessment prior to the conclusion of their program of 
study. Additionally, prior to receiving any degree or 
certificate, students must sit for an exit exam which 
measures general education outcomes. The results of 
these exit processes are examined by faculty and staff as 
part of outcomes assessment and program review. 
Student performance at transfer institutions is also 
monitored via the college’s annual submission to the 
National Community College Benchmark Project 
(NCCBP), including cumulative first-year grade point 

Core Component 3E 
The institution fulfills the claims it makes for an 

enriched educational environment. (address in 1P16) 

 Co-curricular programs are suited to the 
institution’s mission and contribute to the educational 
experience of its students. Addressed in figure 1P16.1 
 The institution demonstrates any claims it 

makes about contributions to its students’ educational 
experience by virtue of aspects of its mission, such as 

research, community engagement, service learning, 
religious or spiritual purpose, and economic 

development. Addressed and underlined in 1P16 
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average (GPA), average first-year credit hours, and the 
percentage enrolled the next year (see figure 1P17.1) 
Figure 1P17.1 Student performance at transfer 
institutions 
Student Performance at 
Transfer Institutions 

2008-09 
academic 

year 

2009-10 
academic 

year 
Cumulative first-year GPA 3.00 2.96 
Average first-year credit hours 22.84 11.34 
Percent enrolled next year 83.22% 73.02% 

1P18. How do you design your processes for 
assessing student learning? 
As shown in figure 1P18.1, SFCC’s plan for assessing 
student learning outcomes was developed by the AQIP 

Teaching and Learning Improvement Team. The group, 
comprised of faculty, professional staff and the Vice 
President for Educational and Student Support Services, 
conducted research following a systematic method. The 
process began with a review of extant literature, 
supplemented by experiential data obtained from 
attendance at assessment conferences and webinars. 
Additionally, the group utilized continuous quality 
improvement tools and processes (such as work process 
analysis) to strengthen the inquiry. Finally, qualitative 
data was obtained through numerous interviews and 
discussions (formal and informal) with SFCC faculty 
and staff. This method was intended to maximize 
analysis of existing processes and systems.  

Figure 1P18.1 Plan for assessing student learning outcomes 
Identify outcomes and objectives 
1. Instructors identify course-level Student Learning Outcomes (SLOs) and objectives. These outcomes and objectives 

are listed in the course syllabus. (August) 
2. Program, discipline and service coordinators and/or directors identify program-, discipline-, or service-level 

outcomes and objectives. These outcomes and objectives are listed in the course syllabus or other appropriate 
publications. (August) 

3. Instructors and program, discipline, or service coordinators and directors identify which Institutional Learning 
Outcomes (ILOs) are addressed within each course, program, and/or service. These specific outcomes are listed in 
the course syllabus or other appropriate publications. (August) 

Specify assessment processes 
4. Instructors develop methods to assess course-level Student Learning Outcomes (SLOs) and objectives. These 

methods are listed in the course syllabus along with the outcomes and objectives. (August) 
5. Program, discipline and service coordinators and/or directors develop methods to assess program-, discipline-, or 

service-level outcomes and objectives. These assessment methods are listed in the course syllabus or other 
appropriate publications. (August) 

6. Instructors and program, discipline and service coordinators and/or directors develop methods to assess the specific 
ILOs addressed within each course, program, and/or service. The methods for evaluating Institutional Learning 
Outcomes are listed in the course syllabus or other appropriate publications. (August) 

Collect and analyze data 
7. Instructors introduce the course, program, discipline and/or ILOs in the classroom, evaluate outcome attainment, and 

document the results. (fall and spring semesters) 
8. Program and/or service coordinators and directors introduce the appropriate outcomes, evaluate outcome attainment 

and document the results. (fall and spring semesters) 
Share results and make changes 
9. During the August assessment day scheduled in the fall in-service, instructors review results from the previous 

academic year and make plans for improving student performance. Noninstructional program and/or service 
coordinators and directors may conduct their reviews at alternate times. 

10. Instructors report results to program/discipline coordinators for inclusion in the October program reviews. 
(September-October) 

11. Program/discipline/service coordinators and academic and service leaders analyze the results, the current curriculum 
and the improvement plans and make recommendations. (July-December) 
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Although formal and informal assessment of student 
learning has always been a part of the college’s history, a 
more focused approach began in 1999. Assessment 
processes have undergone several iterations as the 
college has responded to revised accreditation standards, 
changes in administrative leadership and the 
restructuring of assessment committees.  

In 2004, SFCC adopted AQIP methodology as a way to 
infuse the principles and benefits of continuous quality 
improvement into the campus culture. Since 2005 the 
AQIP Teaching and Learning Improvement Team has 
completed numerous action projects focused on 
improving campuswide outcomes assessment methods. 
The team has worked with Educational Services faculty 
and staff on all action projects and encouraged input and 
welcomed clarifying feedback as it utilized continuous 
quality improvement processes. The team started its 
review of the process with a Business Process Analysis 
(BPA) of outcomes assessment. The team identified 
several opportunities for improving the process 
including strengths and weaknesses, and developed a 
common assessment language and new Institutional 
Learning Outcomes (ILOs). The ILOs are broad, 
overarching outcomes that all students are expected to 
possess upon completion, regardless of their program of 
study. 

The revised plan, represented in figure 1P18.2, is 
designed for the assessment of outcomes at all levels and 
from all units. They include Institutional Learning 
Outcomes (ILOs), and course, discipline and service 
outcomes. The plan is designed to include the 
assessment of not only outcomes, which are the broad 
statements of skills or knowledge the college expects 
students to attain, but also objectives, which are the 
more specific statements of skills or knowledge that 
students must attain in order to master the outcomes.  

 

 

 

 

Figure 1P18.2 Processes tied to mission, vision and 
values 

 

RESULTS (R) 

1R1. What measures of your students’ learning 
and development do you collect and analyze 
regularly? [1P13] 

SFCC assesses general education and institutional 
learning outcomes through the Measure of Academic 
Proficiency and Progress™ (MAPP), a nationally 
normed instrument produced and designed to assess 
general education outcomes (including assessments in 
critical thinking, reading, writing, mathematics, 
humanities, social sciences and natural sciences). The 
MAPP™ provides a variety of reports, from which 
college personnel extrapolate data for supplemental 
reports. An Outcomes Assessment Committee annually 
analyzes the results and makes recommendations based 
on those results.  

1R2. What are your performance results for your 
common student learning and development 
objectives? 

SFCC uses the MAPP™ to examine general education 
and institutional learning outcomes, examining trends 
and making comparisons to national means on subscores 
in all seven areas.  

Institutional Learning Outcomes  

Student Learning Outcomes  

Program review 

Unit plans 

Strategic plan 
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The state of Missouri has established as a performance 
indicator the percentage of graduates who score at or 
above the 50th percentile. For each of the past three 
years, 90 percent or more of graduates have scored 
above the 50th percentile on the MAPP™ (see figure 
1R2.1). 

The college also looks at trends and makes comparisons 
to national means on subscores in all seven areas (see 
figure 1R2.2).  

SFCC scores in five of the seven areas were above the 
national mean (see figure 1R2.3) 

Figure 1R2.1 Graduates scoring above the 50th percentile 
Year FY11 FY10 FY09 
Completers testing 517 458 392 
Number above 50th percentile 467 424 361 
Percent scoring above the 50th percentile 90.3% 92.6% 92.1% 
 
Figure 1R2.2 Exit exam trend analysis and national comparison, 2008-2011 
 
 

Apr-
08 

Nov-
08 

Apr-
09 

Nov-
09 

Apr-
10 

Jul-10 Nov-
10 

Apr-
11 

Jul-11 Nov-11 

SFCC Mean Exit 
Exam Total  

443.47 441.53 441.77 445.43 444.31 444.95 440.36 442.9 438.65 440.91 

 Critical Thinking 112.32 111.60 111.46 112.23 112.46 113.07 111.02 112.25 110.29 111.41 
 Reading 118.16 118.05 117.84 118.59 118.33 118.38 117.01 117.72 115.80 117.63 
 Writing 114.27 113.70 114.04 115.00 114.74 114.29 113.65 113.85 113.04 113.80 
 Mathematics 112.92 112.36 112.66 113.38 112.88 113.43 112.22 112.83 112.20 110.91 
 Humanities 114.87 114.35 114.33 115.05 115.23 115.43 114.33 115.15 113.77 115.57 
 Social Sciences 113.66 113.62 113.06 114.07 113.84 113.67 112.33 113.33 111.84 113.48 
 Natural Sciences 115.89 115.25 115.40 116.01 115.91 116.64 114.79 115.52 114.25 114.78 
National Mean Total 438.9 438.9 438.9 438.9 438.9 439.1 439.1 439.1    
 Critical Thinking 110.8 110.8 110.8 110.8 110.8 110.8 110.8 110.8 not yet 

available 
not yet 

available 
 Reading 116.8 116.8 116.8 116.8 116.8 116.9 116.9 116.9     
 Writing 112.9 112.9 112.9 112.9 112.9 113.0 113.0 113.0     
 Mathematics 111.7 111.7 111.7 111.7 111.7 111.8 111.8 111.8     
 Humanities 113.9 113.9 113.9 113.9 113.9 114.0 114.0 114.0     
 Social Sciences 112.6 112.6 112.6 112.6 112.6 112.6 112.6 112.6     
 Natural Sciences 114.4 114.4 114.4 114.4 114.4 114.4 114.4 114.4     
 
Figure 1R2.3 Comparison of SFCC subgroup means with national means, 2010-2011 academic year grads 
Results by exam date Total Critical  

thinking 
Reading Writing Math Humanities Social 

Sciences 
Nat Sciences 

SFCC means                  
  Nov 2010 440.36 111.02 117.01 113.65 112.22 114.33 112.33 114.79 
 Apr 2011 442.9 112.25 117.72 113.85 112.83 115.15 113.33 115.52 
  July 2011 438.65 110.29 115.80 113.04 112.20 113.77 111.84 114.25 
National mean 439.1 110.8 116.9 113.0 111.8 114.0 112.6 114.4 
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1R3. What are your performance results for 
specific program learning objectives? 

A summary of performance results for specific programs 
is provided in 1R2. Each program provides performance 
results for specific learning objectives as part of program 
review. Below are examples of these performance 
reports. 

Criminal Justice 
In criminal justice, graduates have been required to 
complete the NOCTI assessment as a condition of 

degree requirements. This assessment has been 
completed by 35 students, with a pass rate of about 65 
percent. The overall scores for SFCC students are higher 
than the national average in all but one area of the 
assessment, even though at least two components of the 
exam, dispatch procedures and medical emergencies, are 
currently not covered in curriculum. The lowest scoring 
area is crime scene handling; changes are being made in 
the curriculum and equipment has been added in the 
department to help improve the scores in this area (see 
figure 1R3.1). 

Figure 1R3.1 Criminal Justice program NOCTI results summary 

 

Nursing 
The nursing program outcomes are linked to courses in 
the nursing curriculum. Lead instructors for each course 
analyze course and program outcomes using student 
feedback from end-of-course evaluations, competency 
assessments, employer surveys, student graduation 
surveys, clinical site feedback, faculty surveys, and 
informal feedback. Additionally, students must complete 
an end-of-course, external assessment, which provides 
not only SFCC results, but nationally normed, 

comparative data. Students also take an end-of-program 
exam prior to taking NCLEX, the licensure exam. All of 
this data is compiled and examined by nursing faculty 
twice each year. The most recent report was a 394-page 
document (see ALL COURSE MATRIX). Many course 
and program improvements are made based on this 
analysis. Since this process was established, NCLEX-
RN pass rates increased by 20 percentage points (from 
80 percent in 2009 to 100 percent in 2011).
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1R4. What is your evidence that the students completing your programs, degrees, and certificates have 
acquired the knowledge and skills required by your stakeholders (i.e., other educational institutions and 
employers)? [1P12, 1R2] 

In 2010, performance results for graduates taking certification exams for licensure indicated that 98 percent of the 
graduates who took certification exams received licensure (see figure 1R4.1). 
Figure 1R4.1 Certification/licensure results, 2010-2011 academic year 
Program Assessment Number tested Number passed 
Practical Nursing NCLEX-PN 35 35 
Associate Degree Nursing NCLEX-RB 44 44 
Dental Hygiene NBDHE 10 10 
Radiologic Technology AART 13 11 
Occupational Therapy NBCOT 11 10 
Total  113 110 
In addition, in 2010, 90 percent of completers passed exit proficiency or certification/licensure exams in 24 programs. In 
2011, 89 percent (199 of the 224 graduates) who were tested passed the exit proficiency and/or licensure/certification 
exam (see figure 1R4.2). 
Figure 1R4.2 Proficiency and certification/licensure exam results, 2011-2012 academic year 
Program Assessment Number tested Number passed 
Accounting SHL 7 7 
Agriculture Portfolio 6 6 
Associate Degree Nursing NCLEX-RB 41 41 
Automotive Mechanics Certificate NOCTI 4 2 
Automotive Technology NOCTI 1 1 
Business Management SHL 19 19 
CAD Ramsay Corp. 4 4 
CIS Programming SHL 1 0 
Criminal Justice NOCTI 22 15 
Dental Hygiene NDBHE 9 9 
Early Childhood NOCTI 19 13 
Electrical Maintenance NOCTI 4 1 
Machine Tool NOCTI 2 2 
Marine Technology Marine Service Technology 1 1 
Marketing SHL 19 19 
Medical Office PreVisor 4 4 
Medical Office Certificate PreVisor 1 1 
Metals Technology NOCTI 2 2 
Networking SHL 1 1 
Occupational Therapy NBCOT 12 12 
Office Management SHL 3 2 
Paraprofessional Educator ParaProPraxis 1 1 
Practical Nursing NCLEX-PN 21 21 
Radiologic Technology AART 12 12 
Web Development SHL 6 1 
Welding AWS 2 2 
Total   224 199 
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In addition to outcomes assessment data, the college also 
examines student success after graduation to provide 
evidence that students have attained the appropriate 
knowledge and skills to succeed. Two measures utilized 
in this assessment include job placement and transfer 
success. 

The college contacts all graduates who earned AAS 
degrees and certificates 180 days after graduation to 
determine if they are employed, in the military or 
pursing additional education. For 2010 graduates, 74 
percent were either employed in a related field or 
pursing additional education in a related field. For 
further detail see figure 1R4.3 for the placement 
summary or click on Placement Table. 

Figure 1R4.3 Placement summary 
Placement Status Number of 

graduates 
Percentage 

Continuing Education – 
2YR Not Related 

1 0.4% 

Continuing Education – 
2YR Related 

34 12.6% 

Continuing Education – 
4YR Not Related 

4 1.5% 

Continuing Education – 
4YR Related 

17 6.3% 

Employed Not Related 36 13.3% 
Employed Related 148 54.8% 
Not Available for 
Placement 

2 0.7% 

Other 24 8.9% 
Unknown 4 1.5% 

Total Graduates 270   

Transfer success is reported as part of the NCCBP. 
Through this project, SFCC submits data on a number of 
performance indicators and benchmark comparisons are 
made available. 

For the 2011 NCCBP, the college reported on a group of 
189 students who transferred to University of Central 
Missouri, the closest public four-year university to State 
Fair Community College. Those students had a 
cumulative first-year-upon-transfer GPA of 2.96, placing 
SFCC in the 70th percentile when compared to the 

national aggregate data. Of those students, 73 percent 
enrolled the next year, placing SFCC in the 41st 
percentile. 

1R5. What are your performance results for 
learning support processes (advising, library and 
laboratory use, etc.)? 

The Student Satisfaction Inventory™, administered 
every other year, provides information about SFCC 
students, and helps the college to determine what matters 
most to students and satisfaction levels. Faculty and staff 
use SSI data in program review as important measures of 
performance results in learning support processes. 

In the SSI, students are asked to rank the level of 
importance and level of satisfaction. A performance gap 
is calculated by subtracting the satisfaction score from 
the importance score. Two of the eight categories of 
analysis address learning support processes—academic 
advising effectiveness and campus services. In 2011, 
there was no statistical significance between SFCC 
student ratings of those two scales and the national 
means of community colleges in those scales (see figure 
1R5.1). 

Figure 1R5.1 SSI results, academic advising 
effectiveness and campus services 
Scale SFCC 

Performance 
Gap 

National Community 
College Performance 

Gap 
Academic 
advising 
effectiveness 

1.02 1.04 

Campus 
services 

0.63 0.65 

In addition to the SSI, the college also administers the 
Campus Quality Survey™ (CQS) every other year. The 
CQS is a Noel-Levitz® product that examines employee 
perceptions of different quality measures, looking at the 
gap between “how it is now” and “how it should be.” 
This survey also asks respondents, using a five-point 
scale, to rate programs, services and activities available 
to students and employees, including learning support 
processes such as counseling and student advisement, 
library and learning resources, and computer information 

http://www.sfccmo.edu/Include/Planning%20Office/2011-2012%20Fact%20Book/3-5%20Placement%20Report%20FB11-12.pdf
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systems and services. As shown in figure 1R5.2, the 
library and learning resources were rated among the top 
five highest rated services for five surveys in a row.  

Figure 1R5.2 Campus Quality Survey, May 2012, select 
learning support services 
Programs, Services, 
Activities 

Mean St. Dev. 

Library and learning resources 3.972 0.690 
Basic skills/ 
developmental/alternative 
programs 3.874 0.718 
Computer information systems 
and services 3.761 0.868 
Media, audio visual, 
technology services 3.560 0.848 
Counseling and student 
advisement services 3.384 0.944 

1R6. How do your results for the performance of 
your processes in Helping Students Learn 
compare with the results of other higher 
education institutions and, where appropriate, 
with results of organizations outside of higher 
education? 

SFCC’s process for measuring performance for helping 
students learn compared to other higher education 
institutions is detailed in Category Seven. Specific to 
student satisfaction of student support services, SFCC is 
comparable to the national mean, according to the 
Student Satisfaction Inventory™ (see figure 1R5.1).  

Much of the data comparing SFCC with other 
community colleges comes from the NCCBP cited 
above, including the following: 

Figure 1R6.1 Completion, retention, placement, and course success results, NCCBP 2012 
 Institution 

reported 
value 

 
Percentage 

rank 

N NCCBP percentiles 
10th 25th Mdn 75th 90th 

FORM 2: Proportions of students that completed a degree or certificate or transferred within three years (fall 2008 
GRS cohort) 
Percentage completed in three years        

Full-time, first-time in fall, 2008 20.71% 52% 261 9.68% 13.48% 20.16% 27.45% 35.11% 
Part-time, first-time in fall, 2008 6.83% 53% 219 2.73% 4.16% 6.50% 11.24% 20.26% 

Percentage transferred in three years        
Full-time, first-time in fall, 2008 15.37% 41% 239 9.49% 12.79% 16.81% 23.12% 28.53% 
Part-time, first-time in fall, 2008 18.54% 86% 195 5.25% 7.60% 10.56% 15.91% 21.01% 

Percentage completed or transferred in three years       
Full-time, first-time in fall, 2008 36.08% 46% 261 24.26% 30.29% 37.49% 44.33% 54.30% 
Part-time, first-time in fall, 2008 25.37% 74% 219 9.38% 13.37% 18.42% 25.49% 36.66% 

FORM 7: Credit, college-level course retention and success rates (fall 2010) 
Retention rate 88.07% 32% 265 84.25% 87.40% 89.85% 92.02% 93.96% 

Enrollee success rate 74.15% 49% 265 69.26% 71.17% 74.31% 77.61% 81.18% 
Completer success rate 84.19% 59% 265 78.06% 80.10% 83.04% 86.40% 88.63% 

FORM 8: Credit developmental/remedial course retention and success rates (fall 2010) 
Math retention rate 76.73% 16% 261 73.50% 80.22% 85.00% 89.18% 93.05% 

Writing retention rate 75.35% 8% 251 76.07% 83.67% 88.10% 91.75% 94.72% 
Reading/writing retention rate - - 55 81.37% 86.29% 90.70% 94.67% 97.73% 

Reading retention rate 84.57% 26% 242 78.30% 84.34% 88.95% 93.11% 95.60% 
Math enrollee success rate 48.66% 15% 261 45.28% 52.12% 57.32% 62.89% 67.98% 

Writing enrollee success rate 52.49% 9% 251 53.16% 58.79% 64.58% 70.29% 76.13% 
Reading/writing enrollee success 

rate 
- - 55 53.10% 60.18% 65.75% 75.30% 80.66% 
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 Institution 
reported 

value 

 
Percentage 

rank 

N NCCBP percentiles 
10th 25th Mdn 75th 90th 

Reading enrollee success rate 61.13% 30% 242 50.48% 58.89% 67.35% 73.00% 79.23% 
Math completer success rate 63.42% 28% 261 55.27% 62.27% 68.84% 75.32% 80.75% 

Writing completer success rate 69.67% 29% 251 60.88% 67.74% 74.23% 81.33% 87.11% 
Reading/writing completer  

success rate 
- - 55 57.94% 65.35% 75.62% 82.41% 87.90% 

Reading completer success rate 72.28% 38% 242 57.79% 67.99% 76.74% 83.78% 89.26% 

FORM 9: Credit developmental/remedial student retention and success in first college-level courses (fall 2009 
cohort) 

Math retention rate 86.92% 53% 236 69.93% 79.11% 86.25% 91.72% 94.08% 
Writing retention rate 92.90% 75% 235 75.90% 83.87% 89.63% 92.78% 95.34% 

Math enrollee success rate 67.09% 56% 236 50.10% 58.15% 65.60% 73.62% 79.06% 
Writing enrollee success rate 72.68% 57% 235 55.41% 65.00% 71.03% 76.67% 81.47% 
Math completer success rate 77.18% 49% 236 66.62% 71.75% 77.43% 83.61% 88.36% 

Writing completer success rate 78.24% 38% 234 70.53% 75.00% 80.58% 85.49% 88.41% 
FORM 10: Career program completers (most recent data) 

Employed in related field 55.19% 45% 195 30.33% 45.98% 57.51% 66.67% 78.25% 
Pursuing education 20.74% 48% 185 5.84% 10.47% 21.43% 36.37% 47.08% 

Employers satisfied with 
preparation 

- - 69 76.80% 84.40% 93.18% 97.59% 100.0% 

FORM 11: Retention/success in core academic skill areas (fall 2010) 
Comp I retention rate 87.71% 40% 265 82.09% 85.47% 88.72% 92.19% 94.44% 

Comp II retention rate 90.42% 81% 251 75.48% 81.18% 85.45% 89.26% 92.49% 
Algebra retention rate 85.47% 63% 261 70.26% 77.58% 83.54% 87.74% 92.92% 
Speech retention rate 92.50% 70% 259 84.06% 87.35% 90.33% 93.04% 95.63% 

Comp I enrollee success rate 70.17% 48% 265 60.29% 65.54% 70.34% 75.25% 80.18% 
Comp II enrollee success rate 75.72% 87% 251 60.58% 64.34% 68.62% 72.86% 76.96% 
Algebra enrollee success rate 67.82% 74% 261 47.86% 52.00% 60.87% 68.00% 77.36% 
Speech enrollee success rate 83.21% 82% 259 67.59% 72.07% 76.77% 81.36% 86.55% 

Comp I completer success rate 80.00% 50% 265 69.23% 74.77% 80.00% 83.74% 88.02% 
Comp II completer success rate 83.75% 67% 251 73.12% 77.27% 81.17% 84.85% 88.50% 
Algebra completer success rate 79.35% 69% 261 59.14% 67.08% 74.17% 82.09% 88.22% 
Speech completer success rate 89.96% 80% 259 77.57% 81.51% 85.57% 88.89% 93.24% 

IMPROVEMENT (I) 

1I1. What recent improvements have you made 
in this category? How systematic and 
comprehensive are your processes and 
performance results for Helping Students Learn? 

All programs, disciplines and services within 
Educational and Student Support Services complete a 
program/discipline/service review each year. Program 

review has systemized outcomes assessment, including 
Institutional Learning Outcomes assessment, in both 
academic and nonacademic units of the college. Program 
review also resulted in cross college initiatives, 
including efforts to curb grade inflation and efforts to 
improve completion rates. 

Efforts to curb grade inflation 
In eight academic disciplines and 12 career and technical 
programs, more than 40 percent of students received 
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grades of A in courses. In response, many faculty now 
are seeking confirmation of the validity of grades by 
utilizing outcomes assessment to help determine if 
students are meeting course and/or program/discipline 
outcomes. In other cases, faculty are working within 
their programs or disciplines to ensure there is 
consistency in course rigor and assessment. The faculty 
are collaborating with faculty and staff at extended 
campus locations to ensure the improvements extend to 
all sites and modalities. In addition, the Brain Café, a 
department that provides technology and andragogical 
training to employees, has collaborated to provide 
training to support the project. 

Efforts to improve completion rates 
The completion rate is on the agenda at educational 
institutions across the country. In Missouri, the 
completion rate will be used by the state as the most 
important performance measure for community colleges 
and will be tied to funding. Many of the college’s 
programs and disciplines had graduation rates less than 
30 percent. As an institution, it is imperative that the 
college improve its completion rate. As faculty and staff 
closely examined their program review data, in some 
cases looking down to the individual student level, the 
college discovered some interesting findings. Many of 
the students who did not complete never took classes in 
their program area. Others had little or no connection 
with a faculty advisor, resulting in some students doing a 
poor job of self-advising. In many cases, students 
changed majors and never officially made the change in 
the system. To address the issues, the college took the 
following actions: 

• Lists of students in the IPEDS cohorts, provided by 
Institutional Research and Student Services offices, 
were sent to faculty, who made connections with 
these students. 

• The Director of Student Success Retention Services 
and the call center contacted students in the IPEDS 

cohorts who were not enrolled. For the spring 2012 
semester, the call center called 2,170 students from 
the 2009, 2010 and 2011 cohorts who had not yet 
enrolled in the spring. These calls resulted in 537 
students enrolled in 5,826 credit hours. 

• Advising and Resource Center advisors were trained 
and connected with program and discipline 
coordinators, which helped advisors learn about 
program requirements and suggested course 
sequencing. Training is planned for faculty advisors, 
and a team is being put together to suggest process 
improvements in ongoing advisement. 

• Math, writing and reading faculty continue to work 
to improve retention and success rates in 
developmental studies and subsequent college-level 
courses, and to move students more quickly through 
the developmental sequences. Pilot projects are 
being conducted that include an individual-paced 
math emporium, bridge classes in math, reading and 
writing that allows student cohorts to have the same 
instructor for two classes in a 16-week semester, and 
mastery learning in math. Additional revisions have 
occurred in these areas, all of which are designed to 
improve retention and success. 

1I2. How do your culture and infrastructure help 
you to select specific processes to improve and 
to set targets for improved performance results 
in Helping Students Learn? 

State Fair Community College’s culture is steeped in 
data-influenced decision-making. At the highest level, 
the college recently developed the SFCC Report Card, a 
grade card for the college with six performance 
indicators: credit hours produced; completion rate; fall-
to-fall retention; financial performance; and customer 
satisfaction. The SFCC Report Card is the primary 
indicator for institutional effectiveness (see figure 1I2.1).  

http://www.sfccmo.edu/Include/Planning%20Office/Doing%20Quality%20Right/Report%20Card%20v080212.pdf
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Figure 1I2.1 SFCC Report Card 

 

Most indicators for program review will support the 
performance indicators measured on the SFCC Report 
Card. The analysis of these indicators, from the high 
level grades, to the individual indicators used in program 
review, influence process improvement initiatives, as 
supported in the program review example in question 
1I1.  

To provide infrastructure to support this demand for 
data, while maintaining a one-and-a-half person 
Institutional Planning and Effectiveness office, the 
college uses Cognos reporting software and has trained 
“power users” and “consumers” in each division of the 
college to develop, produce, and analyze reports to 
improve performance in helping students learn. Category 
Eight details the planning process that SFCC undertakes 
to improve performance in helping students learn. 
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ACCOMPLISHING OTHER DISTINCTIVE 
OBJECTIVES, CATEGORY TWO 

INTRODUCTION 

State Fair Community College takes the word 
“community” in its name seriously and it remains an 
important part of its mission, vision and core values as 
stated in the overview (question 2P1). Maturation in this 
area is high although the SFCC Report Card, Resource 
Diversification Model and strategic plan continue to 
inform these other distinctive objectives allowing for 
assessment and revisions to improve performance 
(questions 2P4, 2P5 and 2P6).  SFCC’s relationship with 
the communities it serves is interdependent, responsive 
and reflexive and processes are integrated to exceed 
stakeholder expectations (questions 2P2 and 2P6). In 
addition to instruction, cultural programming is provided 
by the internationally renowned Daum Museum of 
Contemporary Art (Daum Museum). Community health 
and wellness, as well as physical and athletic 
programming, is provided through the Fred E. Davis 
Multipurpose Center (MPC). Most significantly, the 
SFCC Foundation enlists advocates to raise funds to 
support the college’s mission. These objectives and 
performance toward goals are communicated to 
stakeholders via the internal communication plan 
(question 2P3) and are often highlighted in the 
President’s Pen, a weekly letter to the college 
community in mySTAR. 

The Daum Museum of Contemporary Art opened on 
Jan. 26, 2002 and recently celebrated its 10th 
anniversary. As the premier visual arts provider in the 
region and the largest classroom on campus, the museum 
is perhaps the only lens into the art world that is 
available to most of the college’s rural service area. 
Since 2002, the museum has systematically provided 
programs to SFCC students and stakeholders that are 
aligned with the strategic priorities. More than 180,000 
local, state and national visitors have been exposed to 
the world of contemporary art. More than 700 
elementary students from surrounding counties travel to 

the museum each year for the Daum Escape, a one-day 
educational art immersion program; hundreds of high 
school students attend an annual art symposium; and 
elementary teachers attend curriculum workshops. As 
improvement priorities, the museum will seek museum 
accreditation and improve art acquisition processes.  

The SFCC Foundation, a nonprofit, tax exempt 
organization, was established in 1981 with a gift of 
$2,000 from J. Higdon and Bernice Potter to raise funds 
that align with the needs of SFCC and the students it 
serves. The foundation’s mission is to “support and 
assist the college in serving the community by providing 
accessible, quality educational programs and services.” 
The foundation’s goals and objectives are reviewed 
annually and are aligned with the college’s strategic 
planning process. SFCC Foundation assets have grown 
to more than $10 million. In its 32-year history, the 
foundation has provided more than $14 million from 
bequests, major gifts and endowment fund earnings to 
SFCC. Approximately 95 percent of the college’s 
facilities in Sedalia have been constructed with funds 
generously given to the foundation by area donors. The 
foundation’s improvement priorities are to increase 
annual giving, planned giving and scholarship support 
that provides for the college’s greatest needs and 
promotes financial sustainability. 

PROCESSES (P) 

2P1. How do you design and operate key non-
instructional processes (e.g. athletics, research, 
community enrichment, economic development, 
alumni affairs, etc.) through which you serve 
significant stakeholder groups? 

The college’s planning processes, including strategic 
planning and program review, have been the means 
through which distinctive objectives have been 
identified. The National Community College Benchmark 

http://www.sfccmo.edu/pages/749.asp
http://www.sfccmo.edu/pages/141.asp
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Project (NCCBP), Campus Quality Survey™ (CQS) and 
other data sources help to inform this process. Often 
these initiatives have roots in the community, but all 
levels of the college’s governance structure, including 
the Board of Trustees, are involved. SFCC’s Report 
Card and the college’s strategic plan and tactical plans 
highlight overarching expectations for the Daum 
Museum, MPC and SFCC Foundation in accomplishing 
other distinctive objectives. 

2P2. How do you determine your institution’s 
major non-instructional objectives for your 
external stakeholders, and whom do you involve 
in setting these objectives 

SFCC determines the needs of its external stakeholders 
in accomplishing other distinctive objectives through 
open two-way dialogue both formally and informally; 
community representation on the SFCC Foundation 
board, Daum Museum of Contemporary Art’s 
Acquisition Committee, and Roadrunner Booster Club; 
and membership on advisory committees related to 
programs and services. The college is committed to 
remaining responsive and adaptive to the changing needs 
of its students and communities throughout its 14-county 
service area. Both qualitative (e.g. brainstorming 
sessions, focus groups, advisory committees, etc.) and 
quantitative data (e.g. attendance numbers, donations 
received, preference surveys, etc.) from program reviews 
inform the strategic direction for setting objectives at the 
institutional and program level.   

Faculty and staff complete annual program reviews 
detailing results, goals and needs. The Executive 
Leadership Team (ELT) reviews the data, compares to 
benchmarks outlined in unit and department tactical 
plans, and makes appropriate adjustments to objectives 
to ensure SFCC exceeds student and stakeholder 
expectations as detailed in Goal 4 of the college’s 
strategic plan, The Plan That Shapes Our Future.  

2P3. How do you communicate your 
expectations regarding these objectives? 

Core indicators identified by the ELT and the college’s 
strategic plan make clear the overarching expectations 

for the Daum Museum, MPC and foundation. 
Communication regarding these expectations is 
formalized by the communication plan and 
communicated with internal and external constituencies.  

The college’s communication plan (see Category Five 
for further detail) includes both formal and informal 
processes and provides numerous opportunities for 
faculty and staff to express needs relative to the college’s 
distinctive objectives. Formal processes include strategic 
planning and program review, which are influenced by 
data analysis, surveys, listening posts, forums, etc.  

The plan addresses communication venues including 
face-to face meetings; all-user e-mail; all-college 
meetings; the website; broadcast voice mail; mySTAR, 
the college’s portal; the directory of internal documents; 
president’s annual report; review, recommendation, 
feedback/consensus cycle; and communication liaisons 
through the faculty, professional and classified 
associations.  

2P4. How do you assess and review the 
appropriateness and value of these objectives, 
and who do you involve in these reviews? 

The ELT has identified five core indicators in the SFCC 
Report Card to help the college assess and revise, as 
necessary, objectives important to the institution. Report 
card grades are determined, reviewed and evaluated by 
the ELT and that information is shared with the college 
community through mySTAR, unit meetings, 
presentations to the Board of Trustees, and through the 
college’s website. The ELT uses the SFCC Report Card 
to evaluate and revise initiatives. One specific indicator 
addresses accomplishing other distinguished objectives, 
and is measured by the customer focus category from the 
Performance Horizons Campus Quality Survey™ (CQS) 
gap rating “how it is now” compared to “how it should 
be” as a means of tracking perceived service to its 
customer. The Student Satisfaction Inventory™ (SSI) is 
used to measure student satisfaction with services. Both 
the CQS and SSI measures combined make up 
“customer satisfaction” on the SFCC Report Card. In 
addition, cost per credit hour is benchmarked with 
NCCBP data and includes in broader strokes the 

http://www.sfccmo.edu/Include/Planning%20Office/Doing%20Quality%20Right/Report%20Card%20v080212.pdf
http://www.sfccmo.edu/Include/Planning%20Office/Doing%20Quality%20Right/Report%20Card%20v080212.pdf
http://www.sfccmo.edu/Include/Planning%20Office/Document_Repository/Strategic%20Planning%202013.pdf
http://www.sfccmo.edu/Include/MarComm/InternalCommunicationPlan_4_10.pdf
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financial and business management of the college; 
hence, tracking funding from sources other than tuition 
revenue, property taxes and state appropriations.  

Each unit is responsible for specific data elements, some 
of which are related to community focus. The vice 
president responsible for each unit works with 
appropriate faculty and staff to track performance toward 
goals and to assess and revise initiatives. One important 
element used is community participation, which tracks 
the number of community members who participate in 
various noninstructional programs. SFCC Foundation 
revenue and in-kind gifts are also measures of 
accomplishing other distinctive objectives.  

The SFCC Foundation involves community members in 
reviewing the appropriateness of objectives not only 
with directors but with community members at large. 
For example, a community brainstorming group was 
formed with more than 30 external constituents from the 
Sedalia community to assist in producing the best use for 
a gift of property. The McLaughlin family gifted a 
30,000-plus-square-foot facility (a former furniture 
store) located in downtown Sedalia to the State Fair 
Community College Foundation. This location will serve 
as a future downtown education location for SFCC. 
These groups met three times from September to 
December 2011 to help envision what programs and 
services could be offered in this space, who the college 
should partner with to help make these initiatives 
possible and the potential benefit these ideas could offer 
to SFCC students and communities the college serves. 
The brainstorming sessions provided perspectives and 
qualitative data for the feasibility and sustainability of 
this space and its potential program offerings. The 
McLaughlin building, as a good neighbor gesture and 
per the direction of the SFCC Board of Trustees, is 
currently occupied for one year by the city library. The 
library building has severe inhabitable infrastructure 
issues that forced its relocation. The college intends to 
report the McLaughlin building’s programming use in 
the next Systems Portfolio.  

2P5. How do you determine faculty and staff 
needs relative to these objectives and 
operations? 

Determining faculty and staff needs relative to 
accomplishing other distinctive objectives is 
accomplished both formally and informally. Formal 
processes include strategic planning and program review 
(which are influenced by data analysis, surveys, listening 
posts, forums, etc.) and data from the SFCC Connect. 
The SFCC Connect, detailed in Category Four, is a face-
to-face qualitative interview method between members 
of the ELT and full-time staff and faculty. In addition, 
the communication plan addresses communication 
venues for needs assessment as mentioned in question 
2P3 and detailed in Category Five.  

The program review process is designed to help the 
college assess its operations and make revisions as 
necessary. Program review is conducted by faculty and 
staff and presented to deans and vice presidents. 
Feedback received from the administration is given to 
the program review originators. That information is 
shared with other units and the ELT. For example, the 
MPC staff conducts a review of its programming, 
progress toward goals and objectives and anticipated 
results.  

The MPC, as part of its program review, established 
performance goals based on exceeding student and 
community expectations, which is Goal 4 of the 
college’s strategic plan. To meet the goals, the MPC 
staff worked with community groups to identify needs. 
Together they identified and prioritized community 
wellness as a need. The MPC staff created the Sedalia 
Fitness Challenge, a community event where teams 
compete in a variety of fitness activities. Each year, the 
MPC staff tracks performance measures such as 
participation and revenues and then makes changes for 
improvement. Surveys of fitness challenge participants 
and other stakeholders are utilized to identify and assess 
improvement measures. 



November 1, 2012 STATE FAIR COMMUNITY COLLEGE 
 

 

   Category Two 34 
 

2P6. How do you incorporate information on 
faculty and staff needs in readjusting these 
objectives or the processes that support them? 

As mentioned in question 2P2, faculty and staff 
participate in an annual program review detailing goals, 
results, and needs. The Executive Leadership Team 
(ELT) reviews the data, compares to benchmarks 
outlined in tactical plans, and makes appropriate 
adjustments to ensure SFCC exceeds stakeholder 
expectations as detailed in Goal 4 of the college’s 
strategic plan, The Plan That Shapes Our Future.  

The ELT has two planning retreats per year. The fall 
semester retreat is a review of the college’s three-year 
strategic plan. Data-informed decision-making is the 
central process by which the ELT makes amendments 
and revisions to unit and tactical plans while focusing on 
improvement projects. 

Additionally, the Resource Diversification Model 
(included in Category Eight) is a guiding framework in 
accomplishing other distinctive objectives and exceeding 
stakeholder expectations by developing resources to 
meet diverse needs. 

RESULTS (R) 

2R1. What measures of accomplishing your 
major non-instructional objectives and activities 
do you collect and analyze regularly?  

The three core measures collected and analyzed are 
funds from sources other than tuition, property taxes or 
state appropriations, including federal, state and local 
grants and foundation revenue; community participation 
indicators that track specific noninstructional, 
community-centered programs; and the number of 
participants in those programs. In addition, the MPC 
program review includes data such as number and types 

of programs, number of participants, gross and net 
revenues and pro bono events (revenue waived). 

2R2. What are your performance results in 
accomplishing your other distinctive objectives?  

As illustrated in figure 2R2.1, SFCC has diversified 
funding streams such as restricted and unrestricted funds 
from federal grants, state grants, local grants and the 
SFCC Foundation. Additionally, the SFCC Foundation 
awarded more than $156,000 in scholarships in 2011-
2012 to SFCC students, which is a record high for the 
foundation. 

Figure 2R2.1 SFCC nontraditional funding sources 
Diversified funding streams (not including tuition 
revenue, local property taxes or state appropriations) 
  FY11 FY12 Percent 

change 
Federal 
grants 

$1,417,468.39  $2,550,215.93  79.9% 

State grants $1,614,914.09  $1,575,161.24  -2.5% 
Local 
grants 

$223,832.00  $190,738.44  -14.8% 

Foundation 
donations 
and gifts in-
kind 

$702,542.21  $4,886,017.25  595.5% 

 $3,958,756.69  $9,202,132.86  132.5% 

Charitable gifts from individuals and private foundations 
continue to provide alternative funding for operations 
and special projects (see figures 2R2.2 and 2R2.3). The 
Windgate Foundation granted $80,000 to the Daum 
Museum to support a ceramic exhibition and educational 
opportunities.  Planned gifts such as estate bequests 
continue to provide support for museum operations. 
Fifty percent of a recent estate was bequeathed to the 
museum resulting in a legacy gift of more than $575,000 
for unrestricted operating support. 

http://www.sfccmo.edu/Include/Planning%20Office/Document_Repository/Strategic%20Planning%202013.pdf
http://www.sfccmo.edu/Include/Planning%20Office/Systems%20Portfolio/Category%202/Resource%20Diversification%20Model.pdf
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Figure 2R2.2 Revenue received by the SFCC 
Foundation, 2007-2011 
Fiscal 
Year 

Contributions 
(gifts and gifts 

in-kind) 

Investment Total 
Revenue 

2007 $1,015,081 $860,999 $1,876,080 
2008 $1,265,789 ($155,280) $1,112,108 
2009 $729,749 ($913,539) ($183,790) 
2010 $435,491 $675,429 $1,116,359 
2011 $1,811,831 $1,044,074 $2,860,635 

Total $5,257,941 $1,511,683 $6,781,392 
 
Figure 2R2.3 SFCC Foundation disbursements, 2007-
2011 

 
Two families joined together to make the renovation of a 
former theatre and outdated ITV classroom into a new 
flexible space studio theatre. This performance space 
seats 90 guests in an intimate setting whereby the actors 
perform on a stage only a few feet from audience 
members. This unique setting was made possible due to 
the $160,000 gift from these two families. To date, 
SFCC is the only community college in the state of 
Missouri to have both a traditional-style theatre and a 
flexible-space studio theatre. State-of-the-art facilities 
such as this enhance the college’s educational offerings 

to students and communities while aiding in the 
retention and recruitment of students. 

Endowed scholarships continue to be the primary focus 
of the foundation and its donors. For example, Luerena 
Mathewson See’s estate bequest of $250,000 endowed a 
scholarship in June 2011 for any student who attended 
Warsaw High School and who plans to pursue their 
education at SFCC. A $500,000 estate bequest from Bob 
and Mark Mason endowed a scholarship to support 
SFCC students in March 2012. An average of five new 
scholarship endowment funds are created each year with 
a minimum investment of $10,000 each (2005-2012). 

Nontraditional funding sources continue to increase 
through the efforts of the SFCC Foundation and the 
college’s administrative team. The creation of SFCC’s 
Missouri Center for Waste to Energy is one example of a 
public-private partnership supported by grant funding 
and private monies (see Category Nine for further 
detail). Nontraditional funding sources from FY11 to 
FY12 have increased by 132 percent as of Nov. 30, 2011 
(see figure 2R2.1) due to the development of several 
innovative partnerships. 

Attendance, revenue and institutional mission are 
indicators for accomplishing other distinctive objectives 
(see 2R2.4 for attendance data). As an annual thank you 
to the community for their support the SFCC Foundation 
and college host a free and open to the public holiday 
music event on campus called Jingle on the Green. Since 
its beginning in December 2008, Jingle on the Green has 
brought more than 2,000 community members to 
campus to tour the facilities, enjoy refreshments, walk 
the sidewalks that are lined with luminarias, and listen to 
local holiday music in each building. Attendance results 
continue to demonstrate the relational strength and 
interconnectedness between SFCC and the communities 
it serves. 

$568,550  

$993,362  

$628,525  $567,204  
$657,838  

2007 2008 2009 2010 2011
Fiscal Year 

Foundation Disbursements -  
FY2007-FY2011 



November 1, 2012 STATE FAIR COMMUNITY COLLEGE 
 

 

   Category Two 36 
 

Figure 2R2.4 Community participation 
Program AY 2010-2011 Participation 
Books checked out by community patrons 319 
Books exchanged on interlibrary loan 1,838 
College Fair and Career Day 1,870 
TRiO tutoring/supplemental instruction 1,452 
Daum Museum visitors 12,000 
Daum Museum community volunteer hours 1,070 
Daum Museum website count 48,600 
Arts and Crafts Show 1,500 
Theatre performance attendance 8,263 
Athletic events 33,588 
Walking track 85,548 
Stauffacher Artist & Lecturer Series attendance 139 
Music program attendance 1,283 
Art program attendance 400 
Camp Blue Sky 250 
Foundation events 1,000 
Lifelong Learning community events 3,082 

An equally impressive result is with the revenue 
generated by membership drives and attendance at 
museum events. The Daum Museum of Contemporary 
Art holds its membership drive each year in September. 
Museum membership support hit a record high in 2011 
by securing more than $14,000 in unrestricted operating 
support from its supporters. Museum attendance has also 
increased in recent years. The museum is undergoing an 
organizational assessment (as a first step for 
accreditation) with the American Association of 
Museums’ Museum Assessment Program and the 
Institute of Museum and Library Services (IMLS). 
According to the findings from the 2011 IMLS Final 
Assessment Report, the museum is accomplishing its 
educational objectives, “…the educational aspects of the 
museum are one of its strongest assets.”  

The Fred E. Davis Multipurpose Center (MPC) is a 
health and wellness and activity venue for students and 
community members. The indoor walking track, fitness 
center, sporting events, and pro-bono activities attract 
attendees. The MPC holds campus activities such as 
College Fair and Career Day and pinnings and 
graduations. Community events include, but are not 
limited to, Kaysinger Conference basketball 

tournaments, Show-Me BEST regional robotics 
competition, arts and crafts show, Camp Blue Sky, 
Relay for Life, W-K Shootout, and Cardinal Caravan. 
Attendance at MPC events continues to increase every 
year. 

2R3. How do your results for the performance of 
these processes compare with the performance 
results of other higher education institutions 
and, if appropriate, of organizations outside of 
higher education? 

SFCC tracks attendance at events as “community 
participation” indicated in figure 2R2.4; moreover, these 
data are compared to the market penetration elements 
tracked by the National Community College Benchmark 
Project (NCCBP). The NCCBP data benchmarks 
performance for cultural, public and athletic events (see 
figure 2R3.1). 

Figure 2R3.1 Market penetration: community 
participation, AY 2010-2011 (Source – NCCBP) 
Events Value Percentile 
Cultural activities 27,436 65% 
Public meetings 3,082 18% 
Athletic events 33,588 85% 
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According to a Missouri Department of Higher 
Education (MDHE) Survey, 2007-2008, SFCC has the 
largest foundation of any community college (including 
larger metropolitan colleges) in the state of Missouri (see 
figure 2R3.2). This data alone is strong evidence that the 
college’s focus on accomplishing other distinctive 
objectives pays high dividends. The foundation 
continues to receive monies from annual campaigns and 
planned giving.  
Figure 2R3.2 Missouri community college foundations, 
MDHE Survey, 2007-2008  
College Assets 
SFCC $9,256,693 
Metropolitan (KC) $6,364,958 
St. Charles $2,770,972 
Moberly  $1,373,633 
Three Rivers $ 716,705 
Crowder $ 428,296 

In 2009, the SFCC Foundation partnered with a 
nonprofit group in Clinton, Missouri, to purchase and 
renovate an SFCC location for students who were either 
attending classes at the Clinton Career and Technology 
Center or driving more than an hour to the Sedalia 
campus. Approximately $250,000 in Neighborhood 
Assistance Program (NAP) credits and more than 
$100,000 in private gifts helped to renovate the space 
and create the Truman Regional Education Center 
(TREC). With the opening of the TREC, enrollment 
increased more than 50 percent from fall 2009 to fall 
2010 at the new SFCC-Clinton location. It now serves 
nearly 400 students. 

IMPROVEMENT (I) 

2I1. What recent improvements have you made 
in this category? How systematic and 
comprehensive are your processes and 
performance results for Accomplishing Other 
Distinctive Objectives?  

SFCC currently uses the Process Implementation/ 
Improvement Plan (PIIP) to systematically improve 
systems and processes (see Category Seven on further 
detail regarding the maturation of the PIIP). The SFCC 
Foundation participates in a retreat every two years to 

review its fundraising objectives and tactical plan. The 
college’s strategic plan, improvement process outcomes, 
CQS data and SFCC Report Card inform the 
foundation’s fundraising plan. The improvements 
described in the subsequent paragraphs show the 
systematic and comprehensive nature of processes. 

The SFCC Foundation sets targets based upon the 
college’s funding needs. For example, in summer 2011, 
due to legislation, additional federal PELL grant funding 
was eliminated for students during that specific 
semester. More than 200 students at SFCC were affected 
by this reduction in federal funding. In response to the 
looming funding gap for students, the SFCC 
Foundation’s 2011 annual campaign (June 30, 2011 – 
July 1, 2012) created a summer scholarship fund to 
provide financial resources to students. To date, 
approximately $30,000 has been raised for the fund. 

Similarly, the Daum Museum of Contemporary Art’s 
2011 IMLS Final Assessment Report provides strengths 
and opportunities for upholding characteristics of 
excellence in U.S. museums: (1) public trust and 
accountability; (2) mission and planning; (3) leadership 
and organizational structure; (4) collections stewardship; 
(5) education and interpretation; (6) financial stability; 
and (7) facilities and risk management. The final report 
provides feedback and guidance to strengthen the 
museum’s performance in these areas. As a result of this 
report, the museum will seek accreditation and look to 
improve acquisition processes to preserve the integrity 
of the permanent collection.  

2I2. How do your culture and infrastructure help 
you to select specific processes to improve and 
to set targets for improved performance results 
in Accomplishing Other Distinctive Objectives? 

State Fair Community College has a culture of Doing 
Quality Right and its mission guides employees to 
exceed the expectations of students and communities. 
The intangible adherence to Goal 4 of the college’s 
strategic plan is pervasive and central to how the college 
continues to succeed in this endeavor. Employees and 
community members give of their time, talent and 
treasure to ensure that SFCC provides both high-quality, 
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accessible educational programs in both the instructional 
and noninstructional capacities. SFCC’s quality culture, 
embracing tenets of service and giving, makes this a 
distinguishing trait in and of itself.  

The quality infrastructure at SFCC centers on data-
influenced, participatory decision-making. Cross-
representation in quality groups, boards and committees 

is evidence of purposeful construction of how quality is 
maintained and performance is reviewed. The use of 
quality tools (e.g. Process Implementation/ Improvement 
Plan) and adherence to overall measures (e.g. SFCC 
Report Card) ensures methods and reviews are thorough 
and thoughtful. Overall, accomplishing other distinctive 
objectives is the result of collective action by internal 
and external stakeholders. 
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UNDERSTANDING STUDENTS’ AND OTHER 
STAKEHOLDERS’ NEEDS, CATEGORY THREE 

INTRODUCTION 

State Fair Community College’s continuous quality 
improvement system has matured and is moving toward 
the alignment and integration of processes relative to 
key student stakeholder groups, as illustrated in 
questions 3P1, 3P2, 3P3, 3P5, and 3P6. The college has 
redesigned processes based on input from student 
stakeholders to improve the support of student success 
across departments, divisions and units. However, as 
illustrated in question 3P4, processes involving other 
important stakeholders are less mature and more 
systematic.  

Priorities for improvement in Category Three center on 
aligning and integrating processes that address the needs 
of major stakeholder groups, including students, 
potential students and business and industry. For 
example, a team is developing interdepartmental plans 
for retention and enrollment management and new 
infrastructure and processes are being developed to 
assess and address business and industry stakeholder 
needs.     

PROCESSES (P) 

3P1. How do you identify the changing needs of 
your student groups? How do you analyze and 
select a course of action regarding these needs? 

SFCC identifies and responds to changing student needs 
through qualitative and quantitative data from course 
evaluations, program reviews, outcomes assessment, 
program and service advisory committees, placement 
surveys of career and technical program graduates, and 
faculty and staff contact with employers and transfer 
institutions. These educational improvement processes 
involve programs, services, departments and/or units 
with specific analysis and response mechanisms initiated 
by the employee who is responsible.  

Student stakeholder needs data are collected through the 
use of two external survey instruments, the Noel-
Levitz® Student Satisfaction Inventory™ (SSI) and the 
Community College Survey of Student Engagement 
(CCSSE). These surveys are administered every other 
year, alternating between the two. 

 
The SSI asks students to rate the “importance” and 
“satisfaction” of 58 items. A performance gap is 
calculated based on the difference between the two 
ratings. The smaller the performance gap the closer the 

Core Component 4C 

The institution demonstrates a commitment to 
educational improvement through ongoing attention to 

retention, persistence, and completion rates in its 
degree and certificate programs. (address in 3P1) 

 The institution has defined goals for student 
retention, persistence, and completion that are 

ambitious but attainable and appropriate to its mission, 
student populations, and educational offerings. 

Addressed and underlined in 3P1 
 The institution collects and analyzes 

information on student retention, persistence, and 
completion of its programs. Addressed and underlined 

in 3P1 
 The institution uses information on student 

retention, persistence, and completion of programs to 
make improvements as warranted by the data. 

Addressed and underlined in 3P1 
 The institution’s processes and methodologies 

for collecting and analyzing information on student 
retention, persistence, and completion of programs 

reflect good practice. (Institutions are not required to 
use IPEDS definitions in their determination of 
persistence or completion rates. Institutions are 

encouraged to choose measures that are suitable to 
their student populations, but institutions are 

accountable for the validity of their measures.) 
Addressed and underlined in 3P1 
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college is to meeting students’ expectations. The college 
analyzes the survey results, using the following 
indicators to set priorities and courses of action: 

• The largest performance gaps at the institution; 
• A performance gap statistically lower than the 

national mean and other comparison groups; 
• Items with high importance and low satisfaction, 

especially those with performance gaps larger than 
1.0; and  

• Summary items, which ask impressions of overall 
experience. 

The CCSSE was administered for the first time in spring 
2012 and results were made available in late summer. 
While the SSI has more general satisfaction measures, 
the CCSSE is designed to collect information used by 
institutions to improve student learning, retention and 
attainment. The CCSSE examines five benchmarks of 
effective educational practice: active and collaborative 
learning, student effort, academic challenge, student-
faculty interaction, and support for learners. Results for 
the measures are benchmarked against similar 
institutions. Survey results also provide analysis of the 
five items across all benchmarks for which the college 
scored the highest and the five items for which the 
college scored the lowest in comparison to the 2012 
CCSSE cohort. Various college units and groups, 
including the Executive Leadership Team (ELT), student 
and academic support services units, and academic and 
technical units, are analyzing the results and will 
develop improvement plans.  

Other reports are utilized to monitor changing student 
needs. Two important reports are the Integrated 
Postsecondary Education Data System (IPEDS) reports 
and the National Community College Benchmark 
Project (NCCBP). Both reports contain institutional data, 
which can be tracked longitudinally to detect trends, as 
well as reports comparing the college with similar 
institutions, which provide SFCC with a percentile 
ranking among similar higher education institutions. 

At the forefront of the IPEDS and NCCBP reports are 
data sets dealing with retention, persistence and 
completion rates for the college’s degree and certificate 

programs. Areas in which the college falls below 
national and cohort means are identified for scrutiny. As 
a result, improvement projects or new objectives in the 
strategic plan are created.   

As discussed in Category One, the college monitors core 
indicators of institutional effectiveness. Progress toward 
goals is analyzed by the ELT, quality teams, and faculty 
and professional staff. From the macro view of the 
SFCC Report Card to the micro view of annual program 
and service reviews conducted by academic and student 
support programs and services, data are available that 
identify students’ needs. Demonstrating a commitment 
to educational improvement, two of the measures on the 
SFCC Report Card address retention and completion 
rates in degree and certificate programs. Performance 
indicators in most program and service reviews are 
linked to these two measures. Retention data is 
benchmarked using the NCCBP. Based on benchmark 
data for community colleges, goals were set for degree 
completion (40 percent), within semester retention (70 
percent) and fall-to-fall retention (50 percent). These 
goals are part of program review.  

In addition to the quantitative data above, the college 
also relies on qualitative data to determine stakeholder 
satisfaction. Sources of qualitative data includes analysis 
of complaints, suggestions, issues and observations from 
students, faculty, administrators, staff and/or other 
stakeholders, and social media postings. 

As discussed above, examination is initiated when 
indicators fall below national and/or cohort means and 
internal benchmarks. This inquiry includes initiatives to 
determine problems using quality tools such as Business 
Process Analysis (BPA) and process improvement 
activities.  

3P2. How do you build and maintain a 
relationship with your students? 

SFCC has solid partnerships with K-12 educational 
providers throughout its 14-county service area. Student 
engagement and relationship development begins early 
through the Daum Museum of Contemporary Art’s 
Daum Escape for fifth-graders; children’s theatre; Kids 
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College; College Fair and Career Day; community 
expos; recruitment events; and dual credit offerings. 
Relationship building continues with prospective 
students and their families. 

Research suggests that establishing relationships with 
students early in their educational experience improves 
retention. Relationship engagement with students often 
begins in the recruitment process and continues after 
graduation. College recruiters begin relationships with 
students at high school visits, career fairs, college 
exploration events and through other venues. These 
relationships are strengthened through recruitment and 
marketing materials, as well as letters from the 
President, program coordinators, and student services 
offices and programs. After students are accepted, they 
are required to meet with a trained Advising and 
Resource Center (ARC) core advisor. Though the 
ultimate purpose of this meeting is to enroll students, the 
process is intended to further establish relationships with 
students. Faculty often are key to building student 
relationships and are encouraged to establish rapport in 
the first class. Strong relationships are often formed 
between faculty and students in the classroom once 
students are enrolled. Relationships are built through 
active learning, faculty support and mentoring, regular 
faculty office hours, student need referrals, and other 
interpersonal techniques and opportunities. After core 
advisement, students are assigned a faculty advisor, 
which strengthens relationships and improves student 
retention. Many faculty sponsor student organizations, 
which strengthen student engagement, and these 
organizations form the Student Government Association, 
which fosters relationships among students.  

The college uses mySTAR, a web-based portal, as well 
as Facebook pages and other social media to 
communicate with students, which is important in 
building and maintaining relationships. 

In an attempt to engage students early in student life, the 
college established a program featuring a variety of 
student activities offered every day during the first two 
weeks of the fall and spring semesters. The program, 
“Your First Two Weeks,” provides activities that appeal 

to traditional and nontraditional students, commuters and 
residents, the physically inclined, and students who want 
social interaction. 

The college is working on maintaining relationships with 
alumni. The SFCC Foundation builds and maintains 
relationships with alumni in a variety of ways including 
events, correspondence, interactive media, volunteerism, 
and personal relationships. When the college celebrated 
its 40th anniversary, it involved alumni in planning a 
yearlong series of celebrations. Likewise, the SFCC 
Foundation board of directors includes six alumni. The 
annual Distinguished Alumni Award is given each year 
during the commencement ceremony. The college also 
has established an alumni Facebook page and LinkedIn 
group to foster relationships and improve 
communication with alumni. 

3P3. How do you analyze the changing needs of 
your key stakeholder groups and select courses 
of action regarding these needs? 

Figure 3P3.1 Mission statement 
College mission statement 
State Fair Community College is an accessible, learning-
centered institution, enriching its students and 
community by providing skills, knowledge and 
perspectives essential for a changing world. 

The college’s mission (see figure 3P3.1) focuses the 
institution on enrichment by educating two key 
stakeholder groups—students and the community. SFCC 
is an open-access, public community college. Admission 
is open to anyone who has a high school diploma or who 
has passed the General Educational Development 
(GED). Access is important to accomplishing the 
mission; the college ensures financial access through 
low tuition, and geographic access at extended campus 
locations and an online learning program. SFCC’s 
mission to serve its students and communities is primary 
to all other secondary interests such as specified in 
Criterion 1D. 
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Analysis of stakeholder needs is both quantitative and 
qualitative. The college gathers and examines 
demographic and other data about key stakeholders and 
the community. These points of connection are detailed 
in figure 3P4.1. Communication with advisory 
committees, task forces, discipline groups, etc., enriches 
the quantitative data with qualitative data. This 
information is used in formulating strategic objectives 
and tactical plans across the institution.  

3P4. How do you build and maintain 
relationships with your key stakeholders? 

Regular and consistent two-way communication is 
central to building and maintaining stakeholder 
relationships. As described above, the college fosters 
varied, frequent and multiple opportunities to seek input 
from stakeholders to determine needs, including student 
and employee surveys that measure satisfaction, 
engagement and quality.  

Below are key stakeholder groups and methods used to 
connect with these groups: 

Figure 3P4.1 Points of connection with key stakeholders 
Stakeholders Connections Results 
Students Surveys such as SSI, CCSSE; evaluations Improved programs, services; increase in student 

activities 
Employees Campus Quality Survey™; SFCC Connect; 

employee events; employee correspondence; 
continuing education opportunities 

Brain Café; professional development day; Supervisor 
101; Leadership Challenge®; employee holiday party; 
President’s annual report to the campus community; 
Central Methodist University tuition waiver 

Board of 
trustees 

Monthly meetings; quarterly retreats; 
professional conferences 

Good dialogue; informed board; strong leadership 

Foundation 
board 
directors 

Quarterly meetings; annual gala; scholarship 
luncheon; capital and program campaigns 

$10 million in assets; 90 percent of buildings on SFCC’s 
Sedalia campus are built with donations to the SFCC 
Foundation 

Civic 
organizations 

Employee membership in civic organizations 
(e.g. Rotary International, Whiteman Air 
Force Base Community Council) 

Scholarships for students; community support 

Donors SFCC Foundation correspondence and 
solicitation; on-campus events 

More than $14 million in disbursements from the SFCC 
Foundation to the college as of FY12 for facilities, 
scholarships, and program support 

Taxpayers Public facilities, events and community 
participation within the two-county 
taxpaying district 

Commencement ceremony; United Way participation; 
indoor walking track; Daum Escape; Voluntary Income 
Tax Assistance (VITA); free fluoride treatments through 
the Dental Hygiene program 

 
Core Component 1D 

The institution’s mission demonstrates commitment to 
the public good. (address in 3P3 and 3P5) 

 Actions and decisions reflect an understanding that 
in its educational role the institution serves the 

public, not solely the institution, and thus entails a 
public obligation. Addressed and underlined in 

3P3, figure 3P4, and 3P5 
 The institution’s educational responsibilities take 

primacy over other purposes, such as generating 
financial returns for investors, contributing to a 

related or parent organization, or supporting 
external interests. Addressed and underlined in 

3P3 
 The institution engages with its identified external 

constituencies and communities of interest and 
responds to their needs as its mission and capacity 

allow. Addressed and underlined in 3P3, figure 
3P4, and 3P5  
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Stakeholders Connections Results 
Legislators Relationships with state and federal agencies 

and legislators 
Performance funding formula for Missouri community 
colleges 

Sending 
schools 

Secondary, post-secondary faculty discipline 
meetings; regular contact and collaboration 

Improved matriculation; college preparedness programs; 
Kids College; College 101; math matriculation project; 
project to improve high school student math skills 

Missouri 
community 
college 
consortia 
partners 

Missouri Health Professions Consortium; 
MoHealthWINs; MoManufacturingWINs  

Occupational Therapy Assistant program; new allied 
health programs; new advanced manufacturing programs 

Receiving 
colleges and 
universities 

Collaborative agreements Reverse transfer; electronic transcript sharing; 
collaborative agreements such as joint admissions; shared 
facilities; new articulation agreements 

Business and 
industry/ 
employers 

Advisory committees; customized training 31 new certificate and degree programs; curriculum 
changes; meeting employer needs 

3P5. How do you determine if you should target 
new student and stakeholder groups with your 
educational offerings and services? 

SFCC determines if new stakeholder groups should be 
targeted with educational offerings and services through 
environmental scanning (see Category One), program 
review and strategic planning processes. 

SFCC’s Resource Diversification Model also provides a 
decision-making framework for how new programs and 
services are funded to serve the needs of stakeholders 
(see Category Eight for further details).  

3P6. How do you collect complaint information 
from students and other stakeholders? How do 
you analyze this feedback and select courses of 
action? How do you communicate these actions 
to your students and stakeholders? 

All complaints, whether from students or other 
stakeholders, are directed to a single collection point, the 
Dean of Student and Academic Support Services. The 
dean documents and considers the complaint and works 
to facilitate timely resolution. The complaint and 
resolution documentation is reviewed annually by the 
ELT. Multiple complaints about a single issue, process, 
etc., merit further review, analysis and process 
improvement. Changes are typically communicated 

through the campus portal, mySTAR. Stakeholders also 
have an opportunity to share issues during monthly 
Board of Trustees meetings when the agenda calls for 
citizens’ comments.  

RESULTS (R) 

3R1. How do you determine the satisfaction of 
your students and other stakeholders? What 
measures of student and other stakeholder 
satisfaction do you collect and analyze 
regularly? 

The college regularly assesses and analyzes the 
satisfaction of students, employees, and business and 
industry through surveys and focus group meetings. The 
college monitors stakeholder satisfaction through the 
SFCC Report Card. 

Student satisfaction is measured through the Student 
Satisfaction Inventory™ (SSI), a Noel-Levitz® 
instrument, and the Community College Survey of 
Student Engagement (CCSSE), a product from the 
Center for Community College Student Engagement at 
the University of Texas, Austin. Each assessment is 
administered every other year, resulting in an annual 
assessment of student satisfaction. 

http://www.sfccmo.edu/Include/Planning%20Office/Systems%20Portfolio/Category%202/Resource%20Diversification%20Model.pdf
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An external, nationally normed instrument, Noel-
Levitz’s Campus Quality Survey™ (CQS), is used to 
assess employee satisfaction. This assessment is 
administered every other year as well. 

Business and industry satisfaction is measured at a 
programmatic level through advisory committees. Every 
career and technical program sponsors at least two 
advisory committee meetings each year. The results of 
these meetings are reported and analyzed in annual 
program review. In addition, employer satisfaction 
feedback is sought. Surveys administered to business 
and industry partners that host internships provide 
feedback on interns’ academic and technical preparation. 
Customized training satisfaction levels are obtained at 
the end of the contract to measure participants’ 
satisfaction.  

Recently, the college collaborated with the local 
economic development group to host a manufacturer’s 
roundtable. Representatives of local industry, primarily 
plant managers, met with college leadership and 
workforce training faculty and staff to examine the 
group’s training needs. A survey was developed based 
on this initial discussion, and a follow-up meeting 
examined survey results. Specific training programs are 
being developed for these industries. 

The AQIP Community Relations Team examined the 
process for determining satisfaction of business and 
industry and community members and concluded the 
processes outlined above do not provide consistent, 
comprehensive data. The process for collecting 
information from business and industry has been 
assigned to the Dean of Technical Education and 
Workforce Innovation as a priority for improvement. 

3R2. What are your performance results for 
student satisfaction? 

Question number 60 on the SSI asks students to rate 
overall satisfaction with their experience at SFCC using 
a seven-point scale, with 7 representing “very satisfied” 
and 1 representing “not satisfied at all.” The fall 2010 
SSI results indicated that the student satisfaction rating 
was 5.38, down slightly from 2008 (5.42) and 2007 
(5.43) ratings (see figure 3R4.1). 

The CCSSE does not have a question reflecting overall 
satisfaction. However, the college is utilizing CCSSE 
results to further analyze student expectations related to 
student engagement. The CCSSE utilizes five overall 
measures. SFCC’s most recent CCSSE results from 
spring 2012 are provided in figure 3R4.2. 

Figure 3R4.1 Overall student satisfaction, SSI 
Summary item Fall 2010 

National 
Cohort 

Fall 2010 
SFCC 

Fall 2008 
SFCC 

Fall 2007 
SFCC 

Rate your overall satisfaction with your experience here thus far. Avg. 4.80 Avg. 5.38 Avg. 5.42 Avg. 5.43 
1=Not satisfied at all 1% 1% 0% 0% 
2=Not very satisfied 2% 3% 2% 1% 
3=Somewhat dissatisfied 6% 6% 7% 5% 
4=Neutral 11% 11% 11% 14% 
5=Somewhat satisfied 17% 19% 20% 18% 
6=Satisfied 42% 46% 47% 44% 
7=Very satisfied 20% 14% 13% 15% 
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Figure 3R4.2 CCSSE benchmarks of effective practice 

 
*Top-performing colleges are those that scored in the top 10 percent of the cohort by benchmark. Notes: Benchmarking scores are 
standardized to have a mean of 50 and a standard deviation of 25 across all respondents. For further information about how 
benchmarks are computed, please visit http://www.ccsse.org. 
 

SFCC conducts a post-graduation 180-day follow-up 
telephone survey with graduates. Results from academic 
year 2011-2012 indicate that 74 percent of graduates 
found employment or are continuing their education in 

their field of study (see figure 1R4.3 on page 26). This 
indicator shows SFCC’s performance in student goal 
attainment and subsequent satisfaction with educational 
experience.  

3R3. What are your performance results for building relationships with your students? 

Student participation in activities has more than tripled since the 2008-2009 academic year (see figure 3R3.1). 

Figure 3R3.1 Student participation in activities by academic year 
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As discussed previously, one of the five benchmarks of 
student engagement in the CCSSE is student-faculty 
interaction. This benchmark is one measure used to 
assess effectiveness of building relationships with 

students. In the 2012 CCSSE, the college’s weighted 
factor in student-faculty interaction was 50.4. Figure 
3R3.2 shows the results of individual items used in the 
student-faculty interaction benchmark. 

 

Figure 3R3.2 Results of individual items in the CCSSE student-faculty interaction benchmark 
Item SFCC Mean Medium 

Colleges Mean 
2012 Cohort 

Mean 
Item4: In your experiences at this college during the current school year, about how often have you done each of the 
following? 
1=Never, 2=Sometimes, 3=Often, 4=Very often 
4k. Used e-mail to communicate with an instructor 2.95 2.81 2.81 
4l. Discussed grades or assignments with an instructor 2.66 2.60 2.59 
4m. Talked about career plans with an instructor or advisor 2.07 2.09 2.08 
4n. Discussed ideas from your readings or classes with instructors 
outside of class 1.71 1.77 1.77 
4o. Received prompt feedback (written or oral) from instructors on 
your performance 2.64 2.70 2.70 
4q. Worked with instructors on activities other than coursework 1.42 1.43 1.43 

3R4. What are your performance results for stakeholder satisfaction? 

As stated in question 3R1, the college monitors stakeholder satisfaction through the SFCC Report Card (see figure 3R4.1). 

Figure 3R4.1 Stakeholder satisfaction results, SFCC Report Card
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The results of student stakeholder satisfaction are 
presented in question 3R2. 

Satisfaction results for employees are measured using 
the CQS. Like the SSI, the CQS asks employees to rate 
overall satisfaction with employment at the college using 
a five-point scale, with 5 representing “very satisfied” 
and 1 representing “not satisfied at all.” The employee 
average from the 2012 CQS results was 4.31, up nearly 
1.0 from spring 2010. 

Finally, as detailed in Category Two, the SFCC 
Foundation’s donations and disbursements to the college 
continue to grow demonstrating stakeholders’ 
satisfaction and willingness to support the college’s 
efforts through philanthropic contributions.  

3R5. What are your performance results for 
building relationships with your key 
stakeholders? 

Performance results for building relationships with 
students and employees are reflected in satisfaction 
results discussed in questions 3R3 and 3R4.  

For business and industry and public schools and 
universities, one result of stakeholder relationships is the 
connection with and responsiveness to business and 
industry needs (see figure 3P4.1). 

3R6. How do your results for the performance of 
your processes for Understanding Students’ and 
Other Stakeholders’ Needs compare with the 
performance results of other higher education 
institutions and, if appropriate, of organizations 
outside of higher education? 

In the CQS, respondents are asked to rate “how it is 
now” and “how it should be” on 50 items. The 
difference between the two ratings is a performance gap. 
Noel-Levitz® recommends the greatest attention should 
be paid to performance gaps greater than 1.000. In 
SFCC’s 2012 CQS results, only 19 of 50 items, or 38 
percent, had a performance gap greater than 1.000. 
Comparatively, the national norm for two-year colleges 

with performance gaps greater than 1.000 in 2012 was 
28 of 50, or 56 percent.  

The CQS groups the 50 survey items into eight 
categories. SFCC’s “how it is now” ratings are higher 
than the two-year college national norm in all eight 
categories. 

In terms of student stakeholders, the SFCC’s mean 
response to the SSI question, “how would you rate your 
satisfaction…” was 5.38. The national mean was 5.48; 
however, the -0.10 difference was not statistically 
significant. 

Stakeholder support is evidenced by two primary 
factors: The SFCC Foundation’s assets exceed the 
holdings reported by all other community colleges in the 
state of Missouri (Missouri Department of Higher 
Education Survey, 2007-2008), and the college’s local 
property tax rate is the highest local support received by 
any community college in Missouri. 

IMPROVEMENT (I) 

3I1. What recent improvements have you made 
in this category? How systematic and 
comprehensive are your processes and 
performance results for Understanding Students’ 
and Other Stakeholders’ Needs? 

In 2010, program review data suggested large numbers 
of students remained undecided about their major, and 
IPEDS and NCCBP data suggested the college was 
underperforming in retention and completion. In 
December 2010, the AQIP Student Support 
Improvement Team completed an action project on 
“Helping Undecided Students Choose a Major, Degree, 
Certificate or Career Goal.” The team utilized a BPA to 
examine the process for changing majors and discovered 
the process was cumbersome and not easily accessible, 
especially to students off campus. Additionally, the 
process contained little incentive to maintain up-to-date 
major declaration. In 2011, the AQIP Student Support 
Improvement Team examined the process for students to 
declare college goals and discovered similar findings. 
These processes were re-engineered based on process 
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analyses. As a result, students are now required to 
confirm or declare a major and a college goal, as well as 
to update their contact information, at the beginning of 
each semester before receiving portal access to enroll in 
classes or conduct other college business. 

Another improvement also was initiated by the AQIP 
Student Support Improvement Team. Based on SSI 
results, the team conducted a BPA to identify the 
resources available to students and the referral processes 
that existed for students. The process analysis revealed 
complexities that were difficult, if not impossible, to 
navigate. The process was re-engineered, with a simple 
single point of contact for access and referral to all 
services.  

Though all programs and most services have initiatives 
related to retention, the Retention Team has focused 
institutional projects on improving retention. Some 
examples of retention improvements include: 

• Improving student success in developmental studies. 
Several initiatives focused on improving within 
semester retention and student success in 
developmental math, writing and reading, as well as 
success in subsequent courses in math and writing. 
Mastery learning and emporium, and accelerated, 
cohort-based course models were piloted. 
Curriculum was revised with a goal of improving 
matriculation. 

• Creating a call center. The call center was 
established to contact students to improve retention 
and success. It is used to contact students who were 
previously but not subsequently enrolled, students 
who miss class, students who need support services, 
etc.  

• A Student Success Center was created as a tutoring 
facility and was centrally located in the primary 
classroom building next to the library on the Sedalia 
campus. The center provides supplemental 
instruction to students and engages them in their 
coursework and supports their success. 

• Campus Activities Board (CAB) was developed by 
SFCC students as a student-led engagement 

organization to promote on-campus activities and 
student interaction.  

• Cyber Café was a foundation-led initiative, 
established by a donor, and created to engage 
students and community members in a relaxed 
environment where conversation, coffee, food, and 
wireless access are available. 

SFCC’s processes and performance results for 
understanding student and employee needs are well 
established and documented. The college continues to 
enhance its system and processes for understanding the 
needs of employers, business and industry and the 
communities the college serves.  

3I2. How do your culture and infrastructure help 
you to select specific processes to improve and 
to set targets for improved performance results 
in Understanding Students’ and Other 
Stakeholders’ Needs? 

SFCC has made a concerted effort to alter its culture and 
infrastructure to more systematically collect and utilize 
data in its decision-making processes. This maturation 
has resulted in a significant increase and reliance on the 
use of data and in-depth inquiry in order to establish 
improvement initiatives and desired performance results.  

As supported throughout Category Three, the college 
consistently collects data about students and other 
stakeholders, especially employees, and follows specific 
and consistent processes for communication and inquiry. 
When survey results are made available, the results are 
analyzed by the Institutional Planning and Effectiveness 
office, Executive Leadership Team, and appropriate 
units. Results are communicated directly to units and to 
all employees through mySTAR, in-service sessions and 
other presentations. Much of the data also is included in 
the SFCC Report Card and in program review with 
specific targets. Process improvements and additional 
targets are selected by the ELT in collaboration with 
departments and units responsible for specific activities 
and services.  
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VALUING PEOPLE, CATEGORY FOUR 

INTRODUCTION 

State Fair Community College is committed to 
continuous quality improvement and distinctively 
organized to ensure student success. Processes and 
structures related to valuing people range in maturity 
levels from systematic to integrated. SFCC’s 
Organizational Chart represents the five organizational 
units: (1) President’s Office; (2) Academic and Student 
Support Services; (3) Educational Services; (4) Finance 
and Administration; and (5) Educational Technology 
Services. Faculty and classified or professional staff are 
the job categories assigned to each position throughout 
the organization. Each job classification and job 
description is aligned and tied to the college’s mission 
statement and comprehensively outlines specific job 
duties and responsibilities to ensure student success 
(question 4P1). At the systematic toward aligned level, 
hiring qualified and committed individuals and 
providing up-to-date, relevant professional development 
are two of the most important aspects to carrying out 
SFCC’s mission, vision, core values and strategic plan 
(questions 4P2, 4P3 and 4P4).  

Though SFCC’s employee profile is larger than reported 
in the 2008 Systems Portfolio—faculty total 376 (69 
full-time; 307 part-time) and staff total 150 (112 full-
time; 38 part-time), as of fall 2012—SFCC is still very 
much a family of committed, qualified individuals 
working together in service to students and communities 
(question 4P7). Category Four underscores the strategic 
priority of integrated efforts in valuing people for their 
service, commitment to student success, and quality 
initiatives (figures 4P11.1, 4P11.2 and 4P12.1). 
Improvements to valuing people and the current 
movement toward addressing opportunities in Category 
Four make clear its current maturity between systematic 
and integrated levels.  

The primary measure for valuing people is the Campus 
Quality Survey™ (CQS), which provides satisfaction 
results in the form of performance gaps (question 4P13). 
As mentioned throughout the Systems Portfolio, the 

CQS is given every other academic year and employees 
are encouraged to participate collaboratively to improve 
work processes (see figure 4P6.1). Performance gaps 
have led to numerous quality initiatives including 
employee recognition; professional development; and, 
most recently, redesign and alignment of annual 
performance reviews (question 4P10). Upon receiving 
additional employee feedback pertaining to employee 
recognition, a secondary improvement became clear, 
“Professional development is a form of recognition at 
SFCC!” Thus, a professional development committee 
was formed and offerings were enhanced. The Brain 
Café, an employee technology training center, was 
created for just-in-time training needs; Supervisor 101 
was launched to provide greater consistency among 
administrators in implementing policies; the Leadership 
Challenge® was instituted to provide pathways to 
succession (question 4P5); and convocation schedules 
were enhanced to support institutional knowledge 
sharing (questions 4P4, 4P8 and 4P9). Professional 
development, employee technology training and 
employee rewards and recognition continue to be 
improvement initiatives at SFCC to close the 
performance gap between “how it is now” and “how it 
should be.”  

PROCESSES (P) 

4P1. How do you identify the specific 
credentials, skills, and values required for 
faculty, staff, and administrators? 

The SFCC Human Resources office (HR) uses standard 
hiring guidelines as well as market analyses to determine 
appropriate job classifications for faculty, classified and 
professional staff. HR works with hiring managers to 
identify specific credentials, values, knowledge, 
technical and interpersonal skills, and abilities required 
to perform job duties.  

http://www.sfccmo.edu/Include/Planning%20Office/2011-2012%20Fact%20Book/6-1-a%20Organizational%20Chart%20SFCC.pdf
http://www.sfccmo.edu/Include/Planning%20Office/2011-2012%20Fact%20Book/6-1-a%20Organizational%20Chart%20SFCC.pdf
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4P2. How do your hiring processes make certain 
that the people you employ possess the 
credentials, skills, and values you require? 

The hiring process is a comprehensive and systematic 
process. The hiring manual is available online as well as 
through HR. The document clearly defines the procedure 
to select and hire new employees who demonstrate the 
specific credentials and skills required (see figure 
4P2.1). Prior to HR posting vacancies, the position 
description is reviewed and updated by the appropriate 

vice president before being approved by the president. 
All postings include SFCC’s mission and vision. As 
shown in figure 4P2.1 the hiring process is detailed to 
ensure quality. A current process improvement action 
project is underway to create efficiencies among and 
between steps 14 through 19 which SFCC defines as 
employee onboarding. SFCC onboarding is the phase 
from request to hire (step 14) to the employee’s first day 
(step 19). Results and improvements from this process 
will appear in the next Systems Portfolio.

Figure 4P2.1 SFCC hiring process 
Step Description 

1. Create vacancy posting – HR 
2. Send to hiring manager/HR director for review/approval 
3. Post vacancy announcement on SFCC website and other publications, as necessary– HR 
4. Provide all materials to hiring manager for search, forms, manual, etc. – HR 
5. Create interview committee – hiring manager then submits to HR 
6. Meet with interview committee – HR conducts training/review 
7. Screen applicants – HR for minimum, hiring manager and committee for interviews 
8. Identify final candidates – hiring manager and search committee 
9. Schedule testing of candidates (if applicable) – HR 

10. Schedule interviews – HR 
11. Interviews – hiring manager and search committee 
12. Reference checks – HR 
13. Background check – HR 
14. Complete documentation for request to hire forms – HR and hiring manager 
15. Offer position – HR 
16. Prepare packet for Board of Trustees approval – HR/President’s office 
17. Send letter of appointment/acceptance – HR/President’s Office 
18. Prepare hire documents – supervisor 
19. Employee’s first day – HR 
20. Orientation – HR/supervisor 
21.  Continuous mandatory training – HR/supervisor 

The search committee and interview format, including 
questions, are approved by the HR director. HR 
coordinates all hiring and provides a checklist so that 
proper hiring procedures are consistently and 
systematically followed. The HR director provides 
guidelines to search committees including information 
related to legal/illegal questions, personnel policies and 
regulations, and other board policies. Sample interview 
questions and standard formats are provided. 

Performance-based interview questions are developed to 
assess the candidate’s attitude and knowledge about 
student centeredness, the college’s vision and purpose, 
and quality customer service. Additional questions are 
asked to ascertain the candidate’s integrity, 
professionalism and commitment to continuous quality 
improvement. Credentials and skills must be 
commensurate with the posted job description. HR staff 
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screen applications to ensure that minimum credentials 
are met.  

Prospective faculty and professional and classified staff 
undergo formal interviews conducted by search 
committees; candidates for faculty positions must also 
make a discipline-specific teaching presentation. Various 
other assessments, such as writing samples, portfolio 
reviews and skills assessments are also utilized to ensure 
that faculty can carry out both the classroom and 
nonclassroom roles such as establishment of academic 
credentials for instructional staff, student assessment and 
course development, if needed. References are checked 
for the final candidate or candidates.  

In collaboration with academic administration, HR 
ensures occupational and academic faculty meet state 
and career and technical standards/certification, as well 
as Core Component 3C for accreditation as defined by 
the Higher Learning Commission (HLC). Career and 
technical faculty are those who teach in programs and 
courses directly related to jobs in their occupational area. 
Academic faculty are those who teach courses in subject 
areas such as math, social sciences, English, and science. 
Adjunct faculty, dual-credit instructors and consortia 
partners must meet the same credential requirements as 
full-time faculty.  

4P3. How do you recruit, hire, and retain 
employees? 

The recruitment and hiring of employees begins with a 
well-defined job description that clarifies essential duties 
and responsibilities. Up-to-date job descriptions and 
vacancy request forms assist HR staff in recruiting 
competent and qualified applicants. Job vacancy 
announcements are promoted using a variety of 
electronic postings such as the SFCC website and the 
Missouri Job Bank. Targeted mailings, ads in higher 
education periodicals and postings in local/regional 
newspapers are additional venues utilized depending on 
the position that is being filled. Employees are hired 
based on required skills, qualifications, certification (if 
applicable), and references, as well as the talents the 
individual brings to the position and organization. All 
qualified applicants being considered for employment 
must be personally interviewed.  

Once hired, initial orientation for new employees is 
currently the responsibility of HR. Payroll and benefits 
paperwork is the responsibility of the payroll staff. 
Every new employee has access to the college’s policies 
and regulations, the strategic plan, Doing Quality Right 
material, and other significant documents via the 
employee tab on mySTAR or on the college’s website.  

In 2004-2005, HR conducted a compensation and 
benefits survey that compared SFCC to other local 
employers, Missouri community colleges and similar-
type service organizations. This type of comparative 
analysis, in addition to providing a safe, healthy and 

Core Component 3C  
The institution has the faculty and staff needed for 

effective, high-quality programs and student services. 
(address in 4P2 and 4P10) 

 The institution has sufficient numbers and 
continuity of faculty members to carry out both the 

classroom and the non-classroom roles of faculty, 
including e.g., oversight of the curriculum and 

expectations for student performance; 
establishment of academic credentials for 

instructional staff; involvement in assessment of 
student learning. Addressed and underlined in 4P2 
 All instructors are appropriately credentialed, 

including those in dual credit, contractual, and 
consortia programs. Addressed and underlined in 

4P2 
 Instructors are evaluated regularly in accordance 

with established institutional policies and 
procedures. Addressed and underlined in 4P10 

 The institution has processes and resources for 
assuring that instructors are current in their 

disciplines and adept in their teaching roles; it 
supports their professional development. 

Addressed and underlined in 4P10 
 Instructors are accessible for student inquiry. 

Addressed and underlined in 4P10 
 Staff members providing student support services, 

such as tutoring, financial aid advising, academic 
advising, and co-curricular activities, are 

appropriately qualified, trained, and supported in 
their professional development. Addressed and 

underlined in 4P10 
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beautiful work environment, has supported strong 
employee retention and minimized turnover. Additional 
factors include: 

• competitive benefits package; 
• generous time off for personal/life situations; 
• pooled sick leave policy; 
• availability of health and wellness programs; 
• free access to indoor and outdoor walking track and 

fitness center; 
• state-of-the-art technology support and services; 
• 50 days of vacation, personal, holiday and sick days; 
• SFCC tuition benefits (credit and noncredit) and 

reciprocal agreements with Central Methodist 
University (CMU) for baccalaureate and graduate 
credit courses for employees and families; 

• grievance processes for dispute resolution; 
• bookstore and food service discounts;  
• professional development; 
• career advancement opportunities; and 
• degree completion monetary incentives.  

There is a strong sense of community that contributes 
significantly to employee retention. Information 
regarding employees and their families is shared in 
mySTAR, the college’s portal. Birthday celebrations, ice 
cream socials, holiday parties, Roadrunner Roasts, 
retirement parties, and food fests hosted by building 
groups are a favorite tradition and contribute to the 
“personal touch” as it relates to employees and the 
strong sense of family that is shared by everyone who 
works and learns at SFCC. 

4P4. How do you orient all employees to your 
institution’s history, mission, and values? 

SFCC orientation, an assimilation day, is coordinated 
and implemented by HR every semester. Orientation 
brings all new employees together for a daylong 
assimilation where they meet administrators who 
represent each unit of the college; learn about SFCC’s 
history, mission and core values; campus safety and 
security processes; employee giving campaigns; 
Marketing and Communication office expectations; 
payroll; HR-related issues; and employee benefits.  

In addition, all new employees are introduced during 
spring and fall convocations; given a tour of the campus; 
and provided many informal activities and opportunities 
to be assimilated into the campus community. New 
employee orientation includes a newly-developed 
training tree that establishes specific training 
requirements by position. 

In 2011, a mentoring program for each new full-time 
employee was implemented, wherein new full-time 
employees are paired with employees who have been 
employed at SFCC for at least one year. A three-year 
mentoring program pairs new full-time faculty with 
experienced faculty to ensure a successful classroom 
experience for both employees and students. Upon 
successful and thorough implementation of the full-time 
faculty mentoring program, the administration plans to 
implement a similar service for adjunct faculty. At this 
time, adjunct faculty are connected with lead instructors 
in the specific discipline. A new course management 
system has been purchased to strengthen that 
relationship as well.  

4P5. How do you plan for changes in personnel? 

SFCC has recently adopted a defined professional 
development pathway for leadership succession. A well-
structured succession plan would ensure the continued 
effectiveness of college operations; provide 
uninterrupted services to students and stakeholders; 
provide time for the college to review replacement op-
tions; and provide professional development that 
supports in-house advancement and promotion. The 
professional development pathways are the most formal 
element of the succession plan to date. 

A professional development track has been created for 
future leaders at SFCC who desire to advance in their 
current position. The Leadership Challenge®, a 
proprietary leadership program, is held twice a year for 
20 SFCC employees who are identified or who self-
identify as key personnel in succession planning. This 
training focuses on five principles of leadership that 
resonate with SFCC’s mission, vision, and core values: 
Model the Way; Inspire a Shared Vision; Challenge the 
Process; Enable Others to Act; and Encourage the Heart. 
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In order for the administration to plan for staffing 
changes, college policy requires that employees who 
plan to retire or resign provide 30 days advance notice 
allowing the administration to realign, fill or eliminate 
the position. Personnel Services Policy 4140, 4710 and 
4715 detail the process for exempt and nonexempt 
employee appointment and separation from SFCC. 
Similarly, faculty contracts must be signed prior to 
graduation ceremonies in May. Professional staff must 
sign contracts prior to June 30. Classified staff are 
expected to provide a two-week notice prior to leaving 
the college’s employment.  

Additionally, the program review process (see Category 
One) is critical in planning for necessary personnel 
changes, especially in terms of eliminating or adding 
programs or services and realigning or assigning faculty 
and staff to accommodate necessary change.  

4P6. How do you design your work processes 
and activities so they contribute both to 
organizational productivity and employee 
satisfaction? 

SFCC’s commitment to continuous quality improvement 
and AQIP projects has significantly changed work 
processes and activities over the last nine years. At any 
given time, employees are directly or indirectly involved 
in decision making and change processes that contribute 
to improved communication, cooperation, higher- 
performance innovation, empowerment, organization 
learning, and skill sharing. Additionally, cross-
representational work teams and hot teams are created to 
conduct Business Process Analyses (BPAs), implement 
AQIP projects and develop strategies to meet 
institutional strategic goals and objectives. 

For example, the 2011/2012 – 2013/2014 strategic plan 
identifies a primary owner of the strategy as well as 
secondary owners, units and departments responsible for 
implementation and evaluation of results. Often, 
multiple units or departments are secondary owners and 
are held accountable for improvement processes, 
implementation and evaluation.  

The SFCC Board of Trustees and the administration 
believe strongly in participatory governance and 
decision making. While participatory governance can be 
at times trying and time consuming, employees are 
encouraged to actively engage in the development of a 
culture that supports this type of governance structure.  

Implementation of the program review process has 
contributed significantly to communication, cooperation 
and high performance innovation and the empowerment 
of faculty. Please see Category One for detailed 
information about the process.  

The communication plan discussed extensively in 
Category Five and the professional development plan 
discussed in question 4P8 support organizational 
learning and skill sharing.  

As stated in the overview, SFCC was built by and for the 
community and that strong sense of community 
continues today. The SFCC community often refers to 
themselves as a “family.” The SFCC family responded 
to a call to create a summer scholarship fund to address 
the funding gap due to the reduction of PELL grants 
available in 2012. The fund raised $30,000 for student 
scholarships. The SFCC family functions on 
communication, cooperation, and peer-to-peer service 
and support as demonstrated in figure 4P6.1.

Figure 4P6.1 Examples of cooperative work processes, 2009-2012 
Activity Results Owners 
Enrollment management Planned growth Educational Services, Student Services 
Campus communication 
plan 

Improved one-way and two-way 
communication 

ELT, Marketing and Communications 

Retention plan Improved student goal attainment Educational Services, Enrollment 
Management Group 

ETS strategic plan Technology infrastructure in support of the 
strategic plan 

ETS Advisory Council, ELT 

http://www.sfccmo.edu/Include/Planning%20Office/Systems%20Portfolio/Category%204/Policies4140_4710_4715.pdf
http://www.sfccmo.edu/Include/Planning%20Office/Systems%20Portfolio/Category%204/Policies4140_4710_4715.pdf
http://www.sfccmo.edu/Include/Planning%20Office/Document_Repository/Strategic%20Planning%202013.pdf
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Activity Results Owners 
Development of the 
Systems Portfolio 

Continuous quality improvement Institution, cross-representational writing 
team 

Energy savings project Campus beautification; improved learning 
environment; cost savings  

Board of Trustees, ELT, institution 

Strategic planning Long-term sustainability and viability ELT, institution, Quality Council, President’s 
Council 

Annual fund Increased revenue and funding for special 
projects  

SFCC Foundation, president, external 
stakeholders 

Budget development Exemplary stewardship of private and 
public funding 

ELT, budget manager and directors, Vice 
President for Finance and Administration 

4P7. How do you ensure the ethical practices of 
all of your employees? 

Board Policy and Regulation 4410 under Professional 
Activities, Training and Professional Growth uphold the 
Standards of Professionalism for SFCC employees. This 
policy and regulation guide institutional operations and 
employee conduct to ensure integrity in its financial, 
academic, personnel, and auxiliary functions.  

Each year, every full-time SFCC employee must attend 
mandatory training related to the Office of Civil Rights 
requirements, safety and security, sexual harassment, 
and discrimination. These training sessions allow 
employees to acquire knowledge that leads to improved 
ethical awareness, decision making, and responsible 
application.  

The annual employee evaluation process is a significant 
opportunity to reinforce ethical practices and standards 
of professionalism stated in board policy.  

Additionally, students must abide by the academic 
standards of honesty and integrity as specified in Policy 
and Regulation 6480. Course syllabi advance this policy 
by making information on plagiarism and academic 
misconduct available to students and enforced in the 
classroom. Guidance on the ethical use of information 
resources is provided to students by faculty members as 
well as library staff during plagiarism workshops.  

SFCC’s partnership with the University of Central 
Missouri’s (UCM) Institutional Review Board (IRB) 
ensures that all research is conducted responsibly and 
ethically. The UCM IRB reviews all human subjects 

research conducted at SFCC pertaining to grant funding 
and also on an ad hoc basis. 

 

4P8. How do you determine training needs? How 
do you align employee training with short- and 
long-range organizational plans, and how does it 
strengthen your instructional and 
noninstructional programs and services? 

The college determines its training needs in several 
ways, including annual program reviews and employee 

Core Component 2A  
The institution operates with integrity in its financial, 

academic, personnel, and auxiliary functions; it 
establishes and follows fair and ethical policies and 

processes for its governing board, administration, 
faculty, and staff. (address in 4P7) 

 Addressed and underlined in 4P7 

Core Component 2E  
The institution ensures that faculty, students, and staff 

acquire, discover, and apply knowledge responsibly. 
(address in 4P7) 

 The institution provides effective oversight and 
support services to ensure the integrity of research 

and scholarly practice conducted by its faculty, 
staff, and students. Addressed and underlined in 

4P7 
 Students are offered guidance in the ethical use of 

information resources. Addressed and underlined 
in 4P7 

 The institution has and enforces policies on 
academic honesty and integrity. Addressed and 

underlined in 4P7 

http://www.sfccmo.edu/Include/Planning%20Office/Systems%20Portfolio/Category%204/PolicyAndReg4410.pdf
http://www.sfccmo.edu/Include/Planning%20Office/Systems%20Portfolio/Category%204/PolicyAndReg6480.pdf
http://www.sfccmo.edu/Include/Planning%20Office/Systems%20Portfolio/Category%204/PolicyAndReg6480.pdf
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evaluations, feedback received during SFCC Connect 
(face-to-face ELT to employee meetings), surveys 
administered by the Brain Café, and Banner training 
needs identified by the Banner functional team leads. 

For example, last academic year eight Cognos power 
users were identified and trained to create customized 
queries of Banner student data and needs associated with 
their functional areas. In fall 2012, nearly 100 Cognos 
consumers were identified and training sessions held. 
Additional training will be held in the spring semester 
and ultimately these users will also be able to run data 
reports directly related to their areas. This 
decentralization of access to data empowers employees 
to seek the information they need when they need it and 
they can make decisions and implement changes more 
quickly. This training process also helps the college 
identify additional training needs.  

Goal 2 in The Plan That Shapes our Future, the college’s 
strategic plan, includes an objective to improve 
processes and systems that enhance job performance. 
The college places great value on identifying employee 
training needs and providing professional development. 
A well-equipped and knowledgeable workforce can then 
focus on helping students learn to the best of their 
ability.  

The college has identified the following long-term 
strategic planning objectives as it works to continuously 
improve processes and systems in support of helping 
students learn and accomplishing other distinctive 
objectives.  

Objective for strategic goal 1 – To remove all barriers 
to student success 

Objective for strategic goal 2 – To create an 
institutional environment that supports continuous 
quality improvement  

Objective for strategic goal 3 – To ensure the long-
term financial viability of college programs and 
activities 

Objective for strategic goal 4 –To ensure programs and 
services are timely and responsive to the rapidly 

changing needs and demographics of the 
communities we serve 

Training needs are identified in support of these 
objectives as shown in figure 4P8.1. 

Figure 4P8.1 Institutional objectives aligned with 
professional development opportunities 
Objectives Professional development 
To remove all barriers to 
student success. 

Professional development 
program offerings 

Create an institutional 
environment that 
supports continuous 
quality improvement. 

Technology training; Brain 
Café; professional 
development program 
offerings; Leadership 
Challenge®; Supervisor 101 

To ensure the long-term 
financial viability of 
college programs and 
activities. 

Budget development; 
resource development 
training; management 
training  

To ensure programs and 
services are timely and 
responsive to the rapidly 
changing needs and 
demographics of the 
communities we serve.  

Professional development 
program offerings; a 
professional development 
day; convocation twice a 
year; technology training 

 
SFCC employees work cooperatively to determine 
employee development needs through a collection of 
training assessments including Campus Quality Surveys 
(CQS); supervisor and employee feedback; federal/state 
mandates; legal requirements; implementation of new 
campus technologies; evaluations of professional 
development offerings; employee performance reviews; 
and institutional strategic initiatives and AQIP projects. 

Feedback regarding additional training needs is 
requested at the completion of every training session 
workshop. At the conclusion of every Leadership 
Challenge® and Supervisor 101 (which will be 
subsequently described), participants provide oral 
feedback and are asked to complete extensive evaluation 
forms. In both cases, improvements are made based on 
feedback from participants. Additionally, the college 
utilizes ETS help desk reports, technology annual 
assessment surveys and feedback from Brain Café 
training to identify technology training needs.  

http://www.sfccmo.edu/Include/Planning%20Office/Document_Repository/Strategic%20Planning%202013.pdf
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Every year, the ELT works in retreat to identify areas of 
focus for improvement and potential AQIP projects. 
Once the focus area is determined, campuswide input is 
sought regarding the kinds of learning opportunities 
employees need in order to successfully support the 
identified focus area. In some instances, training is 
provided for entire departments; in other instances, 
individualized training is provided (e.g., online course 
development for faculty).  

It should be noted that SFCC professional development 
extends beyond the formal program to include retreats, 
campus colloquia, and other gatherings that encourage 
campuswide dialogue and understanding of institutional 
culture, commitment and quality service.  

4P9. How do you train and develop all faculty, 
staff, and administrators to contribute fully and 
effectively throughout their careers with your 
institution? How do you reinforce this training? 

HR provides employees with a structured training and 
educational programs to support their personal and 
professional success. This is accomplished through 
credit and noncredit SFCC course offerings; workshops, 
seminars and conferences; state and national 
conferences; the SFCC Leadership Challenge; 
Supervisor 101; AQIP strategy forums; campus 
technology offered in the Brain Café; and a day-long, 
all-campus professional development day. 

Tuition waivers and flex time are given to eligible 
employees who wish to take courses (credit and 
noncredit) related to job responsibilities and 
advancement. Employees may also have expenses 
reimbursed for attending job-related or career-oriented 
seminars, workshops or other activities as approved by 
their supervisor and in accordance with determined 
guidelines. SFCC and CMU’s reciprocal agreement 
created in spring 2012 allows employees from each 
institution to take credit courses tuition free. SFCC 
employees can attain graduate course credits at CMU on 
the Sedalia campus.  

Educational Technology Services (ETS) allocates 
resources to the Brain Café, an employee technology 

training center, which provides open access and just-in-
time training for faculty and staff to integrate technology 
and enhance job skills whenever it is most appropriate to 
do so in support of institutional focus and initiatives. The 
Brain Café was implemented in 2009 with the primary 
goal of supporting collegewide technologies and 
strategic initiatives to faculty and staff by offering 
instructional design support, technology training and 
course development services. These services are offered 
through multiple delivery modalities including self-
guided tutorials, web-conferencing, and online and on-
ground courses. The establishment of the Brain Café 
reinforced the institution’s commitment to training and 
developing its employees. Over the past two years, the 
Brain Café has offered approximately 500 hours of 
training and support services to more than 1,200 
attendees through regularly scheduled workshops, 
seminars, boot camps, and one-on-one training. 

The new faculty orientation program includes basic 
training on SFCC classroom and administrative 
technology systems.  

Professional development participants complete 
evaluations at the end of every session. This quantitative 
data, along with employee performance reviews, and 
input and results of the CQS, are used by the 
administration to determine subsequent training needs. 
Supervisors are randomly selected for qualitative 
feedback on behavioral and attitudinal changes.  

Professional development training and participation is 
encouraged and reinforced during performance 
evaluations and in educational planning with 
supervisors. Supervisors are provided annual 
participation reports for their employees.  

Additionally, professional development and training is 
reinforced formally and informally through campus 
recognition programs; kudos posted on mySTAR; 
personal notes written by supervisors and administrators; 
presidential recognition at board meetings and in the 
President’s Pen posted weekly on mySTAR; and through 
traditional and nontraditional advancement (Policy and 
Regulation 4509) opportunities that include appropriate 
salary increases.  

http://www.sfccmo.edu/pages/939.asp
http://www.sfccmo.edu/Include/Planning%20Office/Systems%20Portfolio/Category%204/PolicyAndReg4509.pdf
http://www.sfccmo.edu/Include/Planning%20Office/Systems%20Portfolio/Category%204/PolicyAndReg4509.pdf
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4P10. How do you design and use your 
personnel evaluation system? How do you align 
this system with your objectives for both 
instructional and non-instructional programs and 
services? 

The college’s personnel evaluation system for faculty, 
staff and administrators is primarily formative in nature 
and is tied directly to training, professional development 
and lifelong learning opportunities that enable all 
employees to succeed. At SFCC it is paramount that 
faculty remain current in teaching disciplines and adept 
in teaching roles and modalities (online, on-ground and 
hybrid courses). Professional development both on-
campus and off-campus is available to all employees to 
remain skilled and current. Individual performance and 
program review provide data for the evaluation system. 

Employee evaluations include a review of institutional 
strategies as they relate to helping students learn and 
accomplishing other distinctive objectives. The ultimate 
goal of every evaluation is to provide meaningful and 
relevant feedback so that all employees are clear on their 
role and responsibilities to job duties and outcomes, the 
college’s mission and vision and continuous quality 
improvement. 

Every employee has an indirect or direct responsibility 
for Institutional Learning Outcomes (ILOs), improving 
job core competencies and accomplishing other 
distinctive objectives. For example, valuing others, 
utilizing technology and communicating effectively are 
addressed in every evaluation process. Individualized 
professional development plans and training addresses 
any identified improvement needs.  

Similarly, every employee is encouraged to support and 
be actively engaged in community service activities and 
projects. Many activities are directly related to the Fred 
E. Davis Multipurpose Center (MPC), the Daum 
Museum or the SFCC Foundation. As previously stated 
in Category Two, the SFCC family (comprised of 
faculty and staff) raised $30,000 to establish a summer 
scholarship fund for students so that they could afford to 
attend school even with the reduction of PELL grant 
funding. 

The nonteaching professional staff evaluation system 
aligns staff performance and action plans with the 
direction of the college and focuses on activities that 
support a learning college environment and successful 
fulfillment of job responsibilities. The nonteaching 
professional staff evaluation system is currently under 
review and was a process improvement action project for 
the AQIP Valuing People Improvement Team (VPIT) 
during the 2011-2012 academic year (results and 
improvements are further detailed in question 4I2). The 
college’s leadership, in its deployment of strategic 
initiatives, assigns staff specific responsibilities in 
support of the strategies identified. Employees are 
evaluated on level of effort and success in supporting the 
initiatives, meeting agreed upon goals and objectives, 
and/or fulfilling improvement or professional 
development plans. Supervisors, in coordination with the 
employee and HR, are responsible for creating 
individualized employee job-specific training and 
professional development or educational plans. For 
example, staff members providing student support 
services, such as tutoring, financial aid advising, 
academic advising, and co-curricular activities, are 
appropriately qualified, trained and supported in their 
professional development. Performance evaluations, 
especially for administrators, align with strategic plans, 
distinctive objectives and student learning. Each staff 
member (nonfaculty), working with their respective 
supervisor identifies goals and job targets and reports 
accomplishments in the first evaluation session. Progress 
is reviewed and monitored in the second evaluation 
session. By the following evaluation session, a staff 
member moves into an improvement plan process if 
goals or performance improvements were identified but 
not accomplished.  

New noninstructional employees are evaluated during a 
six-month probationary period. During the first three 
months of employment, new employees receive training 
based upon the core competencies of the job that are 
linked to department and institutional strategies. The 
following three months of the probationary period is a 
continuous training and orientation period for the 
employee. Supervisors work closely with new 
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employees to orient them to processes, technology and 
institutional learning outcomes. Following the six-month 
probationary period the employee is evaluated based on 
core competencies and job performance. Successful 
completion of the probation period begins the next phase 
of employment that includes additional training, 
professional development and educational goal planning. 

Faculty have an evaluation system that aligns with the 
mission of the college and is constructed to address 
expectations for new full-time faculty, faculty and 
adjunct faculty. New full-time faculty are evaluated once 
each year during their first three years. The evaluation 
cycle includes a faculty mentoring program; classroom 
observations by an assigned mentor and respective dean; 
student feedback from two classes; development of an 
instructional portfolio; an education achievement 
plan/accomplishments; and a performance evaluation. 
Once the first three-year cycle is complete, portfolios 
must be updated annually and reviewed by the respective 
dean. Thereafter, faculty employees are evaluated every 
three years. Adjunct faculty are evaluated by a division 
chair or respective dean during their first semester 
teaching at SFCC. All full-time faculty and adjunct 
faculty must hold regular office hours (virtually or on 
ground) that are posted on office doors, on syllabi, 
and/or in the learning management systems (e.g. Angel); 
specifically, faculty evaluations place an importance 
upon regular faculty office hours and the availability for 
student inquiry. 

4P11. How do you design your employee 
recognition, reward, compensation, and benefit 
systems to align with your objectives for both 
instructional and non-instructional programs and 
services? 

The college’s recognition, reward and compensation 
systems contribute to accomplishing college objectives. 
The college provides staff with a variety of benefits, 
services and salary compensation as identified in figure 
4P11.1. In addition, SFCC has enhanced its educational 
achievement policy that provides monetary recognition 
for the completion of a degree program. 

Figure 4P11.1 Employee compensation and benefits 
package 
Benefit Provider 
Health insurance Provided by SFCC 
Dental insurance Provided by SFCC 
Employee assistance program Provided by SFCC 
Life insurance Provided by SFCC 
Vision coverage Optional/paid by 

employee 
Missouri retirement programs 100% match by SFCC 
AFLAC Optional/paid by 

employee 
403B retirement plans Paid by employee 
Two-week winter holiday Provided by SFCC 
Identity theft  Optional/paid by 

employee 
Generous vacation days Provided by SFCC 
Paid sick leave with pooled 
sick day plan 

Provided by SFCC 

Tuition waivers for 
employees, spouses, 
dependent children 

Provided by SFCC 

SFCC Bookstore discounts Provided by SFCC 
Free admission to most 
SFCC-sponsored events 

Provided by SFCC 

Employee health and wellness 
programs and facilities 

Provided by SFCC 

Social events Provided by SFCC 
Accessible parking Provided by SFCC 

The formal employee recognition program (see figure 
4P11.2) is structured to reward employees for supporting 
the college’s mission, vision and values and institutional 
focus on student centeredness and quality improvement. 
For example, the President’s Mission Award recognizes 
the employee who best reflects the mission of the 
college through selfless service, personal time, positive 
attitude, and adherence to the principles of AQIP. The 
STARS Club (Sharing Talents and Raising Standards) 
was formed to recognize individuals who contribute 
toward positive organizational changes, show leadership 
responsibility, exhibit creativity, work well with others, 
and adhere to the principles of AQIP. 

 

http://www.sfccmo.edu/Include/Planning%20Office/Systems%20Portfolio/Category%204/PolicyAndReg4509.pdf
http://www.sfccmo.edu/Include/Planning%20Office/Systems%20Portfolio/Category%204/PolicyAndReg4509.pdf
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Figure 4P11.2 Employee recognition and rewards 
program in alignment with Category One and Category 
Two 
Employee recognition AQIP categories 
Full-time faculty of the 
year 

Helping Students Learn 

Full-time staff member of 
the year 

Helping Students Learn 

Adjunct faculty of the 
year 

Helping Students Learn 

Service awards Helping Students Learn and 
Accomplishing Other 
Distinctive Objectives 

Sizzle Award (peer-to-
peer award recognizing 
outstanding quality 
service) 

Accomplishing Other 
Distinctive Objectives 

President’s Mission 
Award (exemplary 
service in support of the 
college’s mission) 

Helping Students Learn 

STAR Club awards 
(recognizes participation 
on improvement teams) 

Helping Students Learn and 
Accomplishing Other 
Objectives 

SFCC Foundation 
employee campaign  

Accomplishing Other 
Distinctive Objectives 

In addition, SFCC personnel enthusiastically participate 
in informal employee recognition events and gatherings 
to celebrate success and achievement beyond 
institutional roles and responsibilities. External 
community involvement and participation by employees 
is often recognized at board meetings and on mySTAR. 

HR implemented a new process in November 2009 to 
begin analyzing and reviewing compensation scales for 
each new nonfaculty employee who is hired to ensure 
that internal equity, experience and education are all 
taken into consideration to place an employee 
appropriately on the pay scale. 

Additional benefits include a structured professional 
development program and the Leadership Challenge®; 
the Employee Assistance Program (EAP) for personal 
assistance; and health and wellness programs and 
screenings available at no cost. 

4P12. How do you determine key issues related 
to the motivation of your faculty, staff, and 
administrators? How do you analyze these issues 
and select courses of action? 
SFCC uses the CQS as a longitudinal data collection 
instrument to evaluate the campus climate and to 
identify the top 10 performance gaps. Employee rewards 
and recognition is a core category in this survey. Year-
to-year comparative data sets help to measure the 
effectiveness of initiatives implemented to address 
monetary and nonmonetary recognition programs. 
The results of the CQS and other sources of information 
are carefully analyzed by the ELT and the AQIP VPIT. 
Courses of action are identified, prioritized and assigned 
to an appropriate unit, department, an AQIP 
improvement team or hot team.  
In addition to the CQS, the college utilizes several other 
methodologies to determine key issues related to the 
motivation of employees. The following matrix 
demonstrates the depth and breadth of resources 
available to the ELT and supervisors in determining 
employee motivation and satisfaction (see figure 
4P12.1). 
Figure 4P12.1 Resources to identify employee 
motivation 
Source Frequency 
Quality Council improvement 
recommendations 

Ongoing 

SFCC Connect Ongoing 
Focus group sessions As needed 
President’s Council  Monthly 
One-on-one conversations (formal 
and informal) 

Ongoing 

Faculty Association meetings Bi-annually 
Professional Staff Association 
meetings 

Bi-annually 

Classified Staff Association 
meetings 

Every two months 

Departmental meetings Bi-weekly 
Advisory committee meetings One per semester 
Mentoring programs Ongoing 
Institutional surveys Ongoing 
Performance reviews Annually 
360-degree evaluations Annually 
Supervisor/employee meetings As needed 
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4P13. How do you provide for and evaluate 
employee satisfaction, health and safety, and 
wellbeing? 

Employee satisfaction is supported with a work 
environment that encourages positive communication; 
institutional transparency; shared governance; consensus 
building; data-influenced decision making; recognition 
and rewards based on individual, departmental and 
institutional success; work-friendly environments; peer-
to-peer customer service; and a safe and healthy work 
environment. Employee satisfaction is measured by the 
CQS and the data is monitored, evaluated and analyzed 
via the SFCC Report Card to support Goal 2 of the 
strategic plan.  

Beginning in August 2011, a full-time safety and 
security officer was hired to address parking, violations 
to the smoking policy, vandalism or aberrant behavior, 
and other unlawful activities on campus. The SFCC 
Connect, face-to-face meetings with members of the 
ELT and full-time staff, illuminate safety and security 
needs; safety and security meetings (as detailed in 
Category Six) evaluate the safety on campus; and CQS 
data evaluate safety and security measures.  

In addition, as of November 2011, the HR Advisory 
Committee approved optional employee identity theft 
coverage to address the safety of employees’ personal 
information and was made available to employees in fall 
2012. 

RESULTS (R) 

4R1. What measures of valuing people do you 
collect and analyze regularly? 

As stated previously, the Institutional Planning and 
Effectiveness office administers the CQS to all full-time 
employees. The results are analyzed by job classification 
and then aggregated. In addition, qualitative data from 
SFCC Connect, the face-to-face meetings between 
members of the ELT and full-time employees, provides 
additional people-centered qualitative data to inform the 
CQS data. 

4R2. What are your performance results in 
valuing people? 

Throughout the years, employee satisfaction has been 
high as demonstrated by strong employment retention 
rates, average length of service and the minimal number 
of grievances or complaints filed with HR. Full-time 
employee participation in professional development 
opportunities is 100 percent and 99.9 percent of full-time 
employees voluntarily supported the foundation’s most 
recent capital campaign.  

In the most recent quality structure, prior to the advent 
of AQIP 2.0 (see Category Eight for further detail), the 
Valuing People Improvement Team focused on 
examining systems and processes that impact 
employees, professional development, and leading and 
communicating. The results of the 2010 CQS (see figure 
4I2.1) showed that there was a large gap between “how 
it is now” and “how it should be” to the statement, 
“employees are rewarded for outstanding job 
performance.” The team researched best practices and 
brainstormed ideas to improve employee recognition at 
SFCC. Ultimately, the team recommended to the AQIP 
Oversight Team to include part-time employees in 
acknowledgement of annual years of service, offer more 
opportunities for employees to provide feedback and 
participate in professional development activities, and 
provide additional supervisor training.  

As a result, part-time employees are now recognized 
annually for their years of service to the college, SFCC 
Connect was implemented, a Professional Development 
Committee and professional development day were 
created, and Leadership Challenge® and Supervisor 101 
training began and is currently being offered to 
employees and supervisors on an annual basis.  

The aforementioned 2010 CSQ results were then 
compared to the most recent 2012 CQS, as represented 
in figure 4I2.1 to measure the impact of quality efforts to 
improve this performance gap. Comparisons show the 
VPIT action projects have decreased the indicator’s 
performance gap. The performance gap for “employees 
are rewarded for outstanding job performance” in 2010 
was 2.163 compared to 1.696 in 2012; thus, results show 

http://www.sfccmo.edu/Include/Planning%20Office/Doing%20Quality%20Right/Report%20Card%20v080212.pdf
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a significant reduction of 0.467 between “how it is now” 
and “how it should be.” 

4R3. What evidence indicates the productivity 
and effectiveness of your faculty, staff, and 
administrators in helping your achieve your 
goals? 

Student enrollment, completion and retention at SFCC 
are three clear measures of the productivity and 
effectiveness of the new processes and systems that have 
been put in place in support of employees (see figure 
4R3.1).  

 
 
 

Figure 4R3.1 Three-year enrollment, completion and retention trends; 2010-2012 NCCBP 
 2010 NCCBP 2011 NCCBP 2012 NCCBP 
Form 1: Institution Information 

IPEDS enrollment  3507 Fall 2008 4263 Fall 2009 4823 Fall 2010 
Full-time credit headcount  1866 Fall 2008 2455 Fall 2009 2815 Fall 2010 
Part-time credit headcount 1641 Fall 2008 1808 Fall 2009 2008 Fall 2010 
FORM 2: Proportions of Students That Completed a Degree or Certificate or Transferred within Three Years 
(Fall IPEDS GRS Cohort) 
% Completed or Transferred in Three Years 

Full-time, first-time 46.86% Fall 2006  42.98% Fall 2007 36.08% Fall 2008 
Part-time, first-time 27.69% Fall 2006  21.55% Fall 2007 25.37% Fall 2008 

FORM 4: Fall Credit Students Who Enrolled Next Term and Next Fall 
Fall-fall persistence rate 50.49% Fall 2008 Cohort 49.90% Fall 2009 Cohort 50.52% Fall 2010 Cohort 

Next-term persistence rate 71.73% Fall 2008 Cohort 71.93% Fall 2009 Cohort 73.88% Fall 2010 Cohort 
 
4R4. How do your results for the performance of 
your processes for Valuing People compare with 
the performance results of other higher 
education institutions and, if appropriate, of 
organizations outside of higher education? 

SFCC has participated in the National Community 
College Benchmark Project (NCCBP) for the past six 
years. SFCC compares itself to similar institutions based 
upon a national aggregate of all community colleges 
which participate in the benchmark project. In addition 
to the aggregate report, Missouri community colleges 
have participated in the NCCBP for the past three years 
in order to get statewide benchmark comparisons. 

National and Missouri aggregated NCCBP results may 
be accessed at http://www.sfccmo.edu/pages/1492.asp. 
When ranked against all other community colleges who 

participated in the project, SFCC achieved at or above 
the 85th percentile in “campus climate” associated with 
student satisfaction and engagement and “fiscal year 
business and industry productivity” associated with  
business and industry duplicated headcount. 

SFCC began participating in the NCCBP with Johnson 
County Community College in 2007 and data are being 
analyzed and acted upon to improve processes impacting 
students, including those directly related to valuing 
people. Student success measures benchmarked against 
similar institutions include graduation rates, retention 
rates, student satisfaction, and academic success. 
Baseline data were established for the 2007-2008 
academic year. Trend lines are analyzed and reviewed 
for appropriate changes and improvements (see figure 
4R4.1). 

 
 
 
 

http://www.sfccmo.edu/pages/1492.asp
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Figure 4R4.1 Graduation, retention, and student satisfaction trends; 2007-2012 NCCBP 
 2007 NCCBP 2008 NCCBP 2009 NCCBP 2010 NCCBP 2011 NCCBP 2012 NCCBP 
FORM 2: Proportions of Students That Completed a Degree or Certificate or Transferred within Three Years 
(Fall IPEDS GRS Cohort) 
% Completed in Three Years 
Full-time, first-

time  
25.83% Fall 

2003 
24.87% Fall 

2004 
25.61% Fall 

2005 
23.35% Fall 

2006  
22.60% Fall 

2007 
20.71% Fall 

2008 
Part-time, first-

time 
5.88% Fall 

2003 
3.45% Fall 

2004 
3.14% Fall 

2005 
9.50% Fall 

2006  
7.18% Fall 

2007 
6.83% Fall 

2008 
FORM 5: Student Satisfaction and Engagement (Most Recent Data) 
Noel-Levitz Summary Items 

College 
experience met 

expectations 

4.6 Fall 
2006 

4.7 Fall 
2007 

4.6 Fall 
2008 

4.6 Fall 
2008 

4.6 Fall 
2010 

4.6 Fall 
2010 

Overall 
satisfaction 

with 
experience 

5.3 Fall 
2006 

5.4 Fall 
2007 

5.4 Fall 
2008 

5.4 Fall 
2008 

5.4 Fall 
2010 

5.4 Fall 
2010 

Would enroll 
here again 

5.5 Fall 
2006 

5.7 Fall 
2007 

5.7 Fall 
2008 

5.7 Fall 
2008 

5.6 Fall 
2010 

5.6 Fall 
2010 

Noel-Levitz Satisfaction Scales 
Academic 
advising/ 

counseling 

5.1 Fall 
2006 

5.4 Fall 
2007 

5.3 Fall 
2008 

5.3 Fall 
2008 

5.2 Fall 
2010 

5.2 Fall 
2010 

Admissions 
and financial 

aid 

5.1 Fall 
2006 

5.3 Fall 
2007 

5.4 Fall 
2008 

5.4 Fall 
2008 

5.4 Fall 
2010 

5.4 Fall 
2010 

Campus 
climate 

5.5 Fall 
2006 

5.7 Fall 
2007 

5.8 Fall 
2008 

5.8 Fall 
2008 

5.8 Fall 
2010 

5.8 Fall 
2010 

Campus 
support 
services 

5.3 Fall 
2006 

5.5 Fall 
2007 

5.5 Fall 
2008 

5.5 Fall 
2008 

5.6 Fall 
2010 

5.6 Fall 
2010 

Instructional 
effectiveness 

5.4 Fall 
2006 

5.5 Fall 
2007 

5.6 Fall 
2008 

5.6 Fall 
2008 

5.5 Fall 
2010 

5.5 Fall 
2010 

Registration 
effectiveness 

5.3 Fall 
2006 

5.5 Fall 
2007 

5.5 Fall 
2008 

5.5 Fall 
2008 

5.6 Fall 
2010 

5.6 Fall 
2010 

Safety and 
Security 

5.0 Fall 
2006 

5.1 Fall 
2007 

5.4 Fall 
2008 

5.4 Fall 
2008 

5.1 Fall 
2010 

5.1 Fall 
2010 

Student 
Centeredness 

5.4 Fall 
2006 

5.5 Fall 
2007 

5.6 Fall 
2008 

5.6 Fall 
2008 

5.7 Fall 
2010 

5.7 Fall 
2010 

Though specific results related to increased student 
satisfaction and goal attainment are more clearly 
described in Categories One and Three, a Category Four 
indicator of “employee training and recognition” in the 
CQS is benchmarked against higher education 
institutions (see figure 4R4.2). As the figure illustrates, 

SFCC’s gaps are smaller when compared to all other 
institutions and two-year colleges. Although the gap is 
smaller, “employee training and recognition” continues 
to be a priority at SFCC. This result is attributed to the 
work of the AQIP VPIT that is discussed in questions 
4R2 and 4I1.  
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Figure 4R4.2 2012 Campus Quality Survey (CQS) employee training and recognition national comparisons 

 
 
IMPROVEMENT (I) 

4I1. What recent improvements have you made 
in this category? How systematic and 
comprehensive are your processes and 
performance results for Valuing People? 

SFCC currently adheres to the Process 
Implementation/Improvement Plan (PIIP), though it is in 
its next phase of maturation. The PIIP consists of eight 
steps including: (1) identify improvement need; (2) 
assign ownership; (3) identify root cause; (4) develop 
solution; (5) implement/pilot approach; (6) measure 
impact; (7) disseminate results; and (8) evaluate the 
process. The VPIT has followed the PIIP as it analyzed 
data from the CQS. Category Eight further details the 
planning and continuous quality improvement methods 
taken to ensure a systematic and comprehensive process 
for valuing people. The CQS survey data, available 
every two years, informs valuing people initiatives. This 
systematic and comprehensive process has resulted in 
improved valuing people performance particularly in 
“employee training and recognition” as shown in figure 
4I1.1. Results from the 2012 CQS in this category show 
the significant decrease in the performance gap from the 
largest gap in 2010 (1.707) to the smallest on record in 
this category in 2012 (1.232). As previously noted, this 
improvement is credited to the effective action projects 
from the VPIT. 

Figure 4I1.1 2012 CQS employee training and 
recognition category – performance gaps 
 SFCC 

Performance 
Gap 

All 
Institutions 

Performance 
Gap 

Two-Year 
College 

Performance 
Gap 

2006 1.304 1.324 1.347 
2007 1.352 1.313 1.347 
2008 1.283 1.303 1.331 
2010 1.707 1.281 1.322 
2012 1.232 1.251 1.306 

In 2008 and 2010, the CQS identified employee 
recognition and communication between departments as 
performance gaps. The VPIT evaluated the CQS data 
and recommended supplemental questions to further 
define employee recognition. In addition, the team 
identified the need for qualitative data to make clear 
employee perceptions and experiences. Within the same 
academic year, the President’s Council recommended 
the utilization of evidence-based leadership and a 
process in healthcare management called “rounding.” 
SFCC Connect, SFCC’s version of “rounding” combines 
the President’s Council’s recommendation for evidence-
based leadership and the improvement team’s call for 
qualitative data to further explain the quantitative data 
within the CQS.  

Members of the Executive Leadership Team (ELT) 
began connecting in spring 2011. Each ELT member 

1.31 

1.25 

1.23 

3.18 

3.25 

3.23 

4.48 

4.50 

4.46 
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All Other Institutions

State Fair Community College

Employee Training & Recognition 
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was randomly assigned approximately 25 full-time 
employees. Each full-time employee connected with an 
ELT member within the spring semester. Connecting is a 
natural avenue for identifying improvement 
opportunities at both the individual and systems-level. 
Specifically, it improves communication between and 
among institutional levels, ascertains employees’ needs 
for professional development and training and tools and 
equipment; identifies employees for rewards and 
recognition; and recognizes safety and security concerns. 
ELT members reported out findings during the team 
meeting the first Tuesday of every month. The President 
will continue SFCC Connect with all new employees. 

SFCC Connect has improved access to employee input, 
provided qualitative data and placed an importance on 
face-to-face communication. It has ultimately led to 
employees feeling more valued and understood. 
Managers feel empowered with information to make 
positive organizational changes to meet the needs of 
SFCC employees. The ELT has determined that SFCC 
Connect should be conducted every other year.  

4I2. How do your culture and infrastructure help 
you to select specific processes to improve and 
to set targets for improved performance results 
in Valuing People? 

SFCC has four years of results from the CQS. Data 
obtained from the survey responses are reviewed and 
analyzed by the ELT and appropriate units or 
departments and the Quality Council. This includes 
analysis of the following areas: 
• smallest and largest performance gap items; 
• results of the composite averages of survey items; 
• results of survey data items showing ratings of 

institutional programs, services and activities; and 
• staff ratings for employee satisfaction and 

impression of quality. 

Overall composite data are compared to averages from 
other participating institutions, and the college especially 
looks at results from other community colleges. Data are 
compared with previous surveys and trend lines are 
identified. Employee comments and suggestions are 
reviewed and responded to through strategies developed 
in the institutional strategic plan and unit goals and 
objectives.  

The 2010 and 2012 CQS data show that although great 
improvements have been made in valuing people, Item 
26 “employees are rewarded for outstanding job 
performance” continues to be a significant gap. This 
indicator has been dissected by the improvement team in 
multiple ways through action projects as follows: 
rewards and recognition (2009 -2010); professional 
development (2010 -2011); and professional nonfaculty 
performance evaluation tool (2011- 2012). The 2009 
VPIT action project addressed employee training and 
recognition process improvement needs based upon data 
from the CQS and found that SFCC employees see 
professional development as a form of recognition. 
Beginning in fall 2009, a Professional Development 
Committee was formed and a cross-representational 
group was charged with the responsibility of creating 
training tracks and pathways for fall and spring 
convocation. Results from the convocation evaluation 
indicate areas for improvement.  

Many of the improvement team’s action projects have 
decreased the indicator’s performance gap. As shown in 
figure 4I2.1, gap trends from 2006 to 2012 show a 
reduction in the performance gap of 2.163 in 2010 to a 
gap of 1.696 in 2012. However, item 26 rose to the 
second largest performance gap in 2012 from the third 
largest performance gap in 2010. This continues to be a 
focus at SFCC as improvement plans are implemented.  
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Figure 4I2.1 CQS performance gap trends on Item 26 “Employees are rewarded for outstanding job performance” in 
overall campus responses 
Item 26: Employees are 
rewarded for outstanding job 
performance 

SFCC 
Should Be 

SFCC 
Now 

SFCC 
Gap 

2-Year 
National 

Norm 
Should Be 

2-Year 
National 

Norm  
Now 

2-Year 
National 

Norm  
Gap 

2012 
2010 
2008 
2007 
2006 

4.527 
4.391 
4.459 
4.416 
4.435 

2.830 
2.228 
2.668 
2.733 
2.507 

1.696 
2.163 
1.771 
1.683 
1.928 

4.517 
4.521 
4.521 
4.522 
4.524 

2.742 
2.723 
2.727 
2.719 
2.722 

1.774 
1.796 
1.795 
1.803 
1.801 

Further investigation on Item 26 was taken by the VPIT 
during summer 2011 with a survey sent to all full-time 
nonfaculty professional staff to determine employee 
performance evaluation needs. This survey was 
developed and disseminated by the VPIT after 
recognizing that the term “outstanding job performance” 
was a selection field on the performance evaluation form 
and that respondents may not feel they are receiving 
recognition on their performance evaluation for 
“outstanding job performance.” It was also reported in 
testimonials and focus groups held by the VPIT that 
continuity among how to perform an employee 
performance evaluation did not exist among supervisors. 
Figure 4I2.2 shows the results of responses from the 
VPIT 2011 survey, in that 72 percent of respondents 
“strongly agreed” or “agreed” that supervisor training for 
the employee evaluation process would be helpful. As a 
result, an improvement was made to incorporate this 
training into the Supervisor 101 program led by HR.  

Figure 4I2.2 Supervisor training for the employee 
evaluation process 

 

The culture and infrastructure at SFCC keeps the ELT 
and Board of Trustees focused on decreasing the 
performance gaps in valuing people and Doing Quality 
Right. Targets for improvement are developed based on 
comparative data from similar community colleges 
through the NCCBP as well as the gap analysis based on 
national norms presented in the CQS results. The 2012 
survey indicates that targets for improvement include: 

• processes for selecting, orienting, training, 
empowering and recognizing employees are 
carefully planned;  

• employee rewards and recognition for outstanding 
performance; and 

• there are effective lines of communication between 
departments.  

Results of the surveys with subsequent action plans and 
improvement projects are shared via the campus 
communication plan which utilizes a number of 
communication venues as described in Category Five. 
Results of this year’s survey were shared in the 
President’s Pen on mySTAR and during fall 
convocation. Detailed follow-up information was 
provided through the vice presidents during unit and 
departmental meetings. The Campus Quality Survey™ 
Interpretive Guide and Results, which includes overall 
composite observations and recommendations, is also 
available to employees on mySTAR.

36% 

36% 

14% 

9% 
5% 

Supervisor training for the employee 
evaluation process would be helpful 

Strongly agree

Agree

Neither agree nor
disagree
Disagree

Strongly disagree

http://www.sfccmo.edu/Include/Planning%20Office/Reports%20Tab/Internal%20Reports/Campus%20Quality%20Survey/StFaircqs2012.pdf
http://www.sfccmo.edu/Include/Planning%20Office/Reports%20Tab/Internal%20Reports/Campus%20Quality%20Survey/StFaircqs2012.pdf
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LEADING AND COMMUNICATING,  
CATEGORY FIVE  

INTRODUCTION 
The college has made progress in Category Five since 
submitting its last Systems Portfolio. In 2008, the 
Systems Portfolio Appraisal Team identified three 
opportunities for improvement in this category, which 
included communication issues, available leadership 
opportunities and succession planning.  

In 2012, the processes for leading and communicating 
exhibit a range of maturity levels. Processes related to 
defining mission and values, setting direction, and 
making data-informed decisions are well aligned at State 
Fair Community College (questions 5P1, 5P2, 5P3, 5P4, 
5P5, 5P6). Stable systems and processes are in place that 
regularly assess improvements, and processes are 
communicated and coordinated across divisions and 
departments. 

While communication was noted as an improvement 
opportunity in the appraisal of the college’s 2008 
portfolio, systems and processes relating to 
communication (questions 5P7 and 5P8) have improved 
and also are well aligned. The improvement is a result of 
the ongoing implementation and revision of the internal 
communication plan and a shared goal at the Executive 
Leadership Team (ELT) level to provide transparency 
and communication in and between college divisions. 
The SFCC Connect is the newest qualitative method of 
gathering data, improving communication and aligning 
processes. The college recognizes that communication 
will always be an improvement area and continues to 
focus on it as a priority in moving SFCC toward a 
greater level of maturation in this area.  

The processes for employee professional development, 
leadership opportunities and succession planning are 
more systematic (questions 5P9 and 5P10). Human 
Resources has been tasked with the development of a 
robust professional development program, which 
includes semi-annual convocations, supervisor and 

leadership training, an all-staff professional development 
day and other opportunities made available to employees 
throughout an academic year.  

The SFCC Leadership Challenge is a professional 
development opportunity that identifies and supports 
employees who wish to assume greater responsibility. It 
is a good first step toward development of a formal 
succession plan; however, to fully create a formal plan, 
next steps will include identifying key positions where 
leadership succession needs to be defined, determining 
key skills and leadership experiences in improving 
systems and processes, and developing a process for 
selection. In 2012, the Human Resources Manager was 
promoted to Director of Human Resources and has been 
given more direction and responsibility to make 
improvements in this area.  

Other improvement areas in leading and communicating 
include fostering a culture of continuous quality 
improvement and improving college communication, 
especially between and among departments. The results 
of a recent employee communication survey will be 
analyzed and improvements will be recommended and 
implemented.  

PROCESSES (P) 

5P1. How are your institution’s mission and 
values defined and reviewed? When and by 
whom? 

The college’s current vision, mission and core values 
were defined collectively by all employees who attended 
a series of focus groups in 2004, and the final statements 
were approved by the SFCC Board of Trustees. They are 
reviewed every fall by the Executive Leadership Team 
(ELT) during the strategic planning process and revised 
as needed and submitted to the board for approval. The 
vision, mission and core values are widely 
communicated in a number of internal and external 

http://www.sfccmo.edu/pages/749.asp
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venues, e.g. website, reports, posters, catalog, schedules, 
etc., and deference is always made to them when 

supporting academic programs and student support 
services, setting priorities and making strategic 
decisions.  

5P2. How do your leaders set directions in 
alignment with your mission, values, and 
commitment to high performance? 

The SFCC Board of Trustees serves as the college’s 
governing board and performs three basic functions in 
the management of the college: legislative, executive 
and appraisal. The board exercises full, and autonomous 
from undue influence, legislative rule and management 
authority for the college by adopting policy necessary 
for the governance of the college’s educational and 
administrative responsibilities; delegating to the 
president the responsibility of implementing all board 
policy; and determining the effectiveness of policy 
implementation through evaluation of operations, 
practices and program outcomes. The Board of Trustees 
delegates day-to-day operations to the ELT and expects 
faculty to oversee academic matters.  

The board is comprised of six elected members who 
serve six-year terms and meets monthly for regular 
meetings, twice a year for strategic planning purposes 
and at other times deemed necessary. The board adheres 
to “Board of Trustees Organization” policies 0310 
through 0316 which include board purpose and roles; 
statement of practices; board elections; board officers; 
resignation; filling board vacancies; oath of office; code 
of ethics; nepotism, conflict of interest; conflict of 
interest; board compensation; board travel; and board 
committees.  The Board of Trustees’ deliberations, 
reviews and decisions are data-informed through both 
internal and external sources and set forth to preserve 
and enhance the programs and services at SFCC in 
service to the students and communities (evidence of 
such understanding is found in the aforementioned 
policies).  

Through the planning process, the Board of Trustees, 
administration, faculty and staff set directions that are in 
alignment with the college’s mission, vision and values. 

Core Component 1A 
The institution’s mission is broadly understood within 

the institution and guides its operations. (address in 
5P1 and 5P2) 

 The mission statement is developed through a 
process suited to the nature and culture of the 

institution and is adopted by the governing board. 
Addressed and underlined in 5P1 

 The institution’s academic programs, student 
support services, and enrollment profile are consistent 

with its stated mission. Addressed and underlined in 
5P1 

 The institution’s planning and budgeting priorities 
align with and support the mission. (This 

subcomponent may be addressed by referenced to 
the response to 5.C1.) Addressed and underlined in 

5P2 

Core Component 2C  
The governing board of the institution is sufficiently 
autonomous to make decisions in the best interest of 
the institution and to assure its integrity. (address in 

5P2) 

 The governing board’s deliberations reflect 
priorities to preserve and enhance the institution. 

Addressed and underlined in 5P2 
 The governing board reviews and considers the 
reasonable and relevant interests of the institution’s 

internal and external constituencies during its 
decision-making deliberations. Addressed and 

underlined in 5P2 
 The governing board preserves its independence 
from undue influence on the part of donors, elected 

officials, ownership interests, or other external 
parties, when such influence would not be in the 

best interest of the institution. Addressed and 
underlined in 5P2 

 The governing board delegates day-to-day 
management of the institution to the administration 

and expects the faculty to oversee academic 
matters. Addressed and underlined in 5P2 
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The college’s planning processes, including strategic 
planning and program review, have been the processes 
through which opportunities for improvement have been 
identified. The SFCC Report Card, core indicators, 
National Community College Benchmark Project 
(NCCBP), Campus Quality Survey™ (CQS), and other 
data sources help to inform these processes.  

Strategic planning at SFCC is about systematically 
determining the future rather than reacting and adapting 
to it and highlighting overarching expectations for 
improving programs and services. The planning process 
is a methodical and comprehensive development and 
communication system designed to anticipate and 
respond to the changing needs of students and other 
stakeholders. SFCC’s philosophical approach to 
planning requires looking at current performance and 
analyzing the gaps between present conditions and the 
envisioned future. Strategic planning, as well as unit 
goals and objectives, increases effectiveness and 
develops consensus and commitment to important issues 
related directly to student learning. The implementation 
of strategic initiatives is a series of ongoing processes 
linked to AQIP action projects, budget development and 
continuous quality improvement. Often these initiatives 
have roots in the community, but all levels of the 
college’s governance structure, including the Board of 
Trustees, are involved. To ensure high performance at all 
levels of the institution, program review and annual 
performance reviews are examples of when employees 
can recommend quality initiatives and action projects as 
well as at other times throughout the year. Employee 
annual performance reviews are tied to the mission and 
strategic plan. Every SFCC employee meets annually 
with his or her direct supervisor to review performance 
toward goals to ensure high-quality performance at the 
individual level (more detail found in Category Four).  

5P3. How do these directions take into account 
the needs and expectations of current and 
potential students and key stakeholder groups? 

As demonstrated in figure 5P3.1, student and other 
stakeholder needs are identified. It is the mission of 
SFCC to provide skills, knowledge and perspectives to 

Core Component 5C 
The institution engages in systematic and integrated 

planning. (address in 5P2 and 5P6) 

 The institution allocates its resources in 
alignment with is mission and priorities. Addressed 

and underlined in 5P2 
 The institution links its processes for 
assessment of student learning, evaluation of 

operations, planning and budgeting. Addressed and 
underlined in 5P2 

 The planning process encompasses the 
institution as a whole and considers the perspectives of 
internal and external constituent groups. Addressed and 

underlined in 5P2 
 The institution plans on the basis of a sound 

understanding of its current capacity. Institutional 
plans anticipate the possible impact of fluctuations in 

the institution’s sources of revenue, such as enrollment, 
the economy and state support. Addressed and 

underlined in 5P2 and 5P6 
 Institutional planning anticipates emerging 

factors, such as technology, demographic shifts and 
globalization. Addressed and underlined in 5P2 and 

5P6 

Core Component 1B 
The institution engages in systematic and integrated 

planning. (address in 5P3 and 5P8) 

 The institution clearly articulates its mission 
through one or more public documents, such as 
statements of purpose, vision, values, plans, or 

institutional priorities. Addressed and underlined in 
5P3 

 The mission document or documents are 
current and explain the extent of the institution’s 

emphasis on the various aspects of its mission, such as 
instruction, scholarship, research, application of 
research, creative works, clinical service, public 
service, economic development, and religious or 

cultural purpose. Addressed and underlined in 5P8  
 The mission document or documents identify 

the nature, scope, and intended constituents of the 
higher education programs and services the institution 

provides. Addressed and underlined in 5P8 
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those the college serves. To account for these needs and 
monitor progress toward goals, the ELT created the 
SFCC Report Card. The SFCC Report Card helps the 
college assess and revise, as necessary, benchmarks 
important to the institution, students and stakeholders. 
These high-level core indicators include credit hours 
produced; completion rate; fall-to-fall retention; 
financial performance; and customer satisfaction, which 
comprise employee and student satisfaction. These core 

indicators are benchmarked against Missouri and 
national aggregated reports from the NCCBP. Grades 
from the SFCC Report Card are reviewed and evaluated 
by the ELT and shared with the college community 
through mySTAR, unit meetings, presentations to the 
Board of Trustees, and through the college’s website. 
The ELT uses the SFCC Report Card to evaluate and 
revise initiatives.  

Figure 5P3.1 Primary stakeholder groups and identified needs 
Stakeholder Need determination Key needs Responsible unit 
Students Surveys; assessment of 

Student Learning Outcomes 
(SLO); program review; 
advisory committees 

Accessibility; quality instruction; 
current technology; support 
services; safe campus; student 
goal attainment 

President; ELT  

 Employers Advisory committees; direct 
contact with employers 
through business and industry 
training; employer satisfaction 
surveys 

Work force development and 
training for entry-level 
employment in specific fields; 
retraining; basic skills; work 
ethics; communication skills 

Educational Services and 
Student Support Services; 
business and industry training; 
SFCTC 

Transfer 
institutions 

Articulation agreements SFCC curriculum for transfer; 
students prepared to succeed 

Vice President for Educational 
Services; Dean of Academic 
Affairs 

High schools College-ready students Curriculum alignment; dual 
enrollment; SFCTC 

Vice President for Educational 
and Student Support Services; 
Dean of Academic Affairs; 
Director of College and Career 
Readiness 

State legislature, 
Coordinating 
Board for Higher 
Education, state 
agencies 

Legislative hearings; direct 
contacts with legislators; 
meeting with the CBHE; 
participation on statewide 
initiatives/mandates 

Accountability and stewardship 
of state funding; statewide KPIs; 
integrated plan for higher 
education 

President; 
ELT 

Taxpayers Cost effectiveness; 
stewardship of local funding 

Meeting community needs; 
quality programs and services 

Board of Trustees; President; 
Vice President for Finance and 
Administration 

Donors Feasibility studies; direct 
contact; SFCC Foundation  

Exemplary stewardship of gifts President; Executive Director of 
SFCC Foundation 

The college’s strategic plan sets the direction for a 
number of other planning documents that define and 
require pursuit of new opportunities for partnerships, 
programming and services. These planning documents 
represent institutional priorities.  SFCC’s planning 
documents include the following: 

 

• academic plan; 
• annual action project plan; 
• ETS strategic plan; 
• facilities master plan; 
• communication plan; 
• three-year plan for extended campus locations;  
• three-year plan for revenue/expense forecasting; 
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• institutional assessment plan; 
• marketing plan; 
• professional development plan; 
• fundraising plan; 
• resource development plan; 
• recruitment and enrollment management plan; 
• retention plan; 
• annual unit tactical plan, goals and objectives; and, 
• institutional three-year budget assumptions.  

 

5P4. How do your leaders guide your institution 
in seeking future opportunities while enhancing 
a strong focus on students and learning? 

The college’s strategic plan determines institutional 
direction and in so doing incorporates the vision for the 
future. That vision creates the need to seek future 
opportunities that will sustain a quality learning 

environment for students in a rapidly changing and 
competitive market. The strategic plan and the vision 
statement provide direction and necessary flexibility so 
that the college can move quickly and respond with 
agility while sustaining a quality learning environment. 
Ongoing dynamic relationships and partnerships with 
area schools, community organizations and businesses 
also provide direction for future opportunities. For 
example, the college has established a College and 
Career Readiness office in response to growing requests 
from area high schools to expand dual credit and early 
college programming for high school students.    

5P5. How do you make decisions at your 
institution? How do you use teams, task forces, 
groups, or committees to recommend or make 
decisions, and to carry them out? 

Participatory leadership and collaborative decision 
making is a valued and significant aspect of 
organizational development and learning at SFCC. 
Including the ELT, there are a number of standing 
committees and hot teams that are comprised of faculty, 
professional and classified staff and students when 
appropriate. The standing teams meet regularly while hot 
teams are empowered for short periods to investigate one 
specific process for improvement. Many teams are 
empowered to make decisions and carry them out, while 
others take into consideration how decisions may impact 
others on campus. Because of this, decisions are vetted 
and discussed in appropriate venues. While sometimes 
this lengthens the decision-making process, it eliminates 
questions and duplication and promotes understanding 
and collaboration.  The process is supported through the 
communication plan and carried out by the ELT, 
divisions and departments (see figure 5P5.1).

 

Core Component 1B 
The institution engages in systematic and integrated 

planning. (address in 5P3 and 5P8) 

 The institution clearly articulates its mission 
through one or more public documents, such as 
statements of purpose, vision, values, plans, or 

institutional priorities. Addressed and underlined in 
5P3 

 The mission document or documents are 
current and explain the extent of the institution’s 

emphasis on the various aspects of its mission, such as 
instruction, scholarship, research, application of 
research, creative works, clinical service, public 
service, economic development, and religious or 

cultural purpose. Addressed and underlined in 5P8  
 The mission document or documents identify 

the nature, scope, and intended constituents of the 
higher education programs and services the institution 

provides. Addressed and underlined in 5P8 
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Figure 5P5.1 Typical decision-making process 

 

 

As stated in question 5P2, the college’s Board of 
Trustees provides legislative, executive and appraisal 
oversight of the college. The college values decision 
making at all levels and places significant importance on 
involving employees in the development and review of 
policies, regulations and processes. Members of the ELT 
oversee the regular review of policies and regulations 
and utilize the “review, recommendation, 
feedback/consensus process” in the college’s internal 
communication plan to solicit and engage employees’ 
comments and feedback during the review process. All 
policies are recommended to the Board of Trustees for 
its review and approval.  

5P6. How do you use data, information, and 
your own performance results in your decision-
making processes? 

SFCC’s Institutional Planning and Effectiveness office 
has become an integral part of the day-to-day and year-
to-year decision making and planning processes. Use of 

Core Component 5B 
The institution’s governance and administrative 

structures promote effective leadership and support 
collaborative processes that enable the institution to 

fulfill its mission. (address in 5P5 and 5P9)  

 The institution has and employs policies and 
procedures to engage its internal constituencies—

including its governing board, administration, faculty, 
staff, and students—in the institution’s governance. 

Addressed and underlined in 5P5 
 The governing board is knowledgeable about 

the institution; it provides oversight for the institution’s 
financial and academic policies and practices and 

meets its legal and fiduciary responsibilities. Addressed 
and underlined in 5P5  

 The institution enables the involvement of its 
administration, faculty, staff and students in setting 

academic requirements, policy, and processes through 
effective structures for contribution and collaborative 

effort. Addressed and underlined in 5P5 and 5P9  
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the data warehousing system and Cognos reporting 
system has empowered staff and “power users” to access 
and analyze data. A Reports tab, accessible by all 
employees, was added to mySTAR, the college’s portal. 
The tab provides college and program-level reports and 
information useful in establishing objectives and tactics. 
The next-generation of data collection at the college is 
Business Intelligence (BI). BI is a tool developed by 
SFCC Educational Technology Services (ETS) that 
delivers analytic reports in a meaningful way that allows 
the administration to work with their respective units and 
departments to make data-informed decisions. SFCC’s 
BI tool stores reports and provides timely data such as 
longitudinal trends and day-by-day progress toward 
goals. The SFCC Report Card is another instrument in 
the college’s data toolkit that highlights important 
indicators of effectiveness and gauges performance 
against other institutions. Perhaps the most telling and 
informative are the results of nationally normed surveys 
including the Campus Quality Survey™ (CQS), Student 
Satisfaction Inventory™ (SSI) and the Community 
College Survey of Student Engagement (CCSSE) that 
SFCC utilizes to assess satisfaction among students and 
employees. Administration, faculty and staff review and 
evaluate survey results and develop improvement 
initiatives.  

These data are used during the strategic planning review 
process, program review and the development of 
division tactical plans. Data-informed planning allows 

SFCC employees to take into account trends and 
fluctuation in enrollment, student goal attainment, 
completion rates, economic factors, demographic shifts, 
and alternative sources of funding.   

5P7. How does communication occur between 
and among the levels and units of your 
institution? 

The ELT, which meets weekly, sets the tone for 
institutional communication. All divisions are 
represented on the team and members are required to 
share relevant information with members of their 
respective divisions. Since 2008, more faculty, staff and 
students have been asked to attend ELT meetings to 
either report on projects or discuss initiatives. Including 
these colleagues enhances transparency and promotes 
vertical and horizontal communication throughout the 
campus community. The divisions have regular 
information-sharing meetings and several stand-up 
meetings have been established in front-line offices and 
across departments. Formal communication to the 
campus occurs weekly via the President’s Pen on 
mySTAR, by semester at convocation events, and 
annually by a summer President’s Report, which is 
mailed to all part- and full-time employees in July. Other 
communication occurs as needed through mySTAR 
announcements and channels, and in the case of more 
urgent messages, “all-users” e-mails or broadcast 
voicemails as represented in figure 5P7.1.

Figure 5P7.1 Key communication systems 
PRINT OR ELECTRONIC COMMUNICATIONS 
Communication 
Vehicle 

Description Author Frequency 

mySTAR Collegewide portal that contains announcements and 
information channels 

Marketing and 
Communications 

Updated on 
a daily basis 

Doing Quality 
Right newsletter 

AQIP newsletter sent to all employees Institutional Planning and 
Effectiveness; Marketing 
and Communications 

Bi-annually 

E-mail A variety of different e-mail groups exist to facilitate 
communication to all employees, all administrators, all 
faculty, or specific offices or committees. 

All employees Daily 

President’s Pen Electronic letter to all employees, appearing on 
mySTAR detailing current initiatives 

President Weekly 

http://www.sfccmo.edu/Include/Planning%20Office/Doing%20Quality%20Right/Report%20Card%20v080212.pdf
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President’s 
Report 

Printed newsletter sent to all full- and part-time 
employees at home during the summer semester 

President; Marketing and 
Communications 

Annually 

All-users e-mails Time-sensitive or urgent communication to all SFCC 
employees 

Marketing and 
Communications 

As needed 

Broadcast 
voicemails 

Time-sensitive or urgent communication to all SFCC 
employees via broadcast phone system 

Marketing and 
Communications 

As needed 

MEETINGS 
Meeting Purpose Facilitator Attendees Frequency 
Board of 
Trustees’ 
meetings 

Review of operations, 
programs, personnel, and plans 
for the continued development 
of the college 

Board chair Trustees, employees, public Monthly 

Executive 
Leadership 
Team 

To discuss issues of importance 
to the college in an environment 
which provides for an in-depth 
review 

President Executive administrators Weekly 

President’s 
Council 

To discuss issues pertinent to 
higher education and to serve as 
a “think tank” for the college 

President Cross-representational group 
from the campus community 
appointed annually 

Monthly 

Quality 
Council 

To serve an advisory capacity 
for AQIP initiatives across the 
campus 

Quality Council 
Chair 

Cross-representational group 
from the campus community 

Frequency 
changes 
according to 
AQIP 
projects 

ESSS/ESSS 
Plus 

To provide a forum for the 
coordination of academic and 
student support services 

Vice President 
for Educational 
and Student 
Support Services 

ESSS members are deans, 
extended campus site 
coordinators, Director of SFCC 
Online, and Registrar; ESSS Plus 
membership is expanded to 
functional area employees under 
the direction of ESSS members 

Every other 
week 

Administrative 
services 
meetings 

To discuss information related 
to respective department 

Department 
heads 

Department staff As needed 

Faculty 
Association 

To discuss issues of relevance 
to full-time and part-time 
faculty 

Faculty 
Association 
President 

Full-time and part-time faculty Monthly 

Professional 
Staff 
Association 

To discuss issues of relevance 
to professional staff 

Professional Staff 
Association 
President 

Professional staff Monthly 

Classified 
Staff 
Association 

To discuss issues of relevance 
to classified staff 

Classified Staff 
Association 
President 

Classified staff Monthly 

Convocation A contractual week that 
encourages professional 
development through a series of 
activities promoting educational 
growth and collegiality 

Professional 
Development 
Committee; 
Human 
Resources 

All employees Twice a 
year 



November 1, 2012 STATE FAIR COMMUNITY COLLEGE 

 

 

   Category Five 74 
 

Professional 
Development 
Day 

A day devoted to promoting the 
professional development of all 
staff faculty and administrators 

Human 
Resources 

All employees Annually 

In spring 2011, as a result of a recommendation from the 
President’s Council, SFCC established the SFCC 
Connect program. Each member of the ELT was asked 
to personally meet with 25 full-time employees over the 
semester and ask a series of questions specific to the 
strategic plan. The program was designed as a vehicle 
for staying in touch with one another, recognizing great 
employee work, improving employee relations, 
assessing professional development needs, and gathering 
information to improve college processes and systems. 
Specifically, it improves communication between and 
among institutional levels; helps to recognize 
employees’ needs for professional development and 
training, tools and equipment; provides opportunities for 
rewards and recognition; and provides a venue for safety 
and security concerns. Comments were collected 
monthly and reviewed by the ELT. It was an opportunity 
for the ELT to have one-on-one candid conversations 
and answer questions, provide clarification, and in many 
cases, respond to simmering or unknown issues. The 
response to the program was overwhelmingly positive, 
and the President has continued the practice with all new 
employees.  

In an effort to ensure that every SFCC employee has the 
opportunity to bring ideas and issues of concern to the 
attention of administration, the presidents of the faculty, 
professional, and classified staff associations serve as 
communication liaisons between employees and the 
President.  

Informal communication venues among and between 
departments also exist and enhance the college’s core 
value of “having fun.” Employee holiday parties, 
Halloween costume and decorating contests, Cyber Café 
gatherings, and food fests are just a few of the informal 
channels that employees have to gather and 
communicate (see Category Four for more detail).  

 

5P8. How do your leaders communicate a shared 
mission, vision and values that deepen and 
reinforce the characteristics of high performance 
organizations? 

College leaders use electronic and in-person 
communication systems to convey institutional direction, 
strategic focus, vision, mission, and values. 
Communication is constantly evolving between 
departments, administrators, students, and community 
stakeholders. Communication begins with weekly ELT 
meetings. Key points discussed in these meetings are 
shared with functional units and departments through the 
vice presidents and members of the ELT. The President 
shares key issues discussed in weekly ELT meetings in 
the President’s Pen on mySTAR, the college portal.  

Convocations are held at the beginning of fall and spring 
semesters and they start with a quality-focused all-
college meeting. At this meeting new employees are 
introduced, updates on relevant issues are provided, 
employees are recognized for their years of service and 
contributions to the success of students and the college, 
and significant objectives and themes are introduced. 
This meeting energizes faculty and staff by reinforcing a 
united and collective approach to Doing Quality Right, a 
cultural term used at SFCC to mean commitment to 
quality. Convocation and the all-college meeting 
solidifies SFCC’s stance as a high-performing 
organization and sharpens the focus on student success 
and service to communities the college serves. In 
addition, divisions and departments schedule meetings 
during convocation to discuss issues and share 
information with appropriate audiences. 

http://www.sfccmo.edu/Include/Planning%20Office/Systems%20Portfolio/SFCC%20Connecting%20Guide%2011%2016%202010.pdf
http://www.sfccmo.edu/Include/Planning%20Office/Systems%20Portfolio/SFCC%20Connecting%20Guide%2011%2016%202010.pdf
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5P9. How are leadership abilities encouraged, 
developed and strengthened among your faculty, 
staff and administrators? How do you 
communicate and share leadership knowledge, 
skills and best practices throughout your 
institution? 

A professional development track has been created for 
SFCC employees who desire to advance in their current 
position. The Leadership Challenge®, a proprietary 
leadership program, is held annually for employees 
(faculty, staff and administrators) who are identified or 
self-identified as key personnel interested in 
advancement. The training focuses on five principles of 
leadership that resonate with SFCC’s mission, vision and 
core values: Model the Way; Inspire a Shared Vision; 
Challenge the Process; Enable Others to Act; and 
Encourage the Heart. The two-day workshop is an 
“intense discovery process that demystifies leadership 
development and approaches it as a measurable, 
learnable and teachable set of behaviors, establishing a 
unique underlying philosophy that leadership is 
everyone’s business.”  

Additionally, a three-day Supervisors 101 seminar is 
offered to team leaders, supervisors and managers. The 
four-hour sessions, which include True Colors™; 
Teaming/STTAR; It’s Okay to be the Boss I and II; 
Problem Solving and Decision Making; and Human 
Resource Issues, can be experienced independently or 
taken as a complete seminar. 

The Human Resources office communicates with full- 
and part-time faculty and staff the availability of these 
and other professional development offerings available 
throughout the year as identified by the Professional 
Development Committee. This committee seeks to 
uphold best practices in educational leadership and to 
provide opportunities that make training both 
measurable and meaningful. Since the last Systems 
Portfolio, a Professional Development channel was 
created in mySTAR, where employees can access the 
process and form to request professional development 
funds and view upcoming professional development 
opportunities (see Category Four for further detail).  

A large component of professional development is 
convocation held prior to the beginning of each fall 
semester, and to a lesser extent, the spring semester. 
Convocation has evolved over the last several years as a 
welcome to each term, a time to recognize milestones 
and accomplishments, and an opportunity to share 
knowledge and best practices. Convocation includes 
tracks in Professional Development, Technology 
Training, Teaching and Learning, AQIP, and Human 
Resources. Employees are encouraged to share their 
knowledge, skills and experiences with their peers, 
whether it’s been gleaned from external professional 
development or is a new initiative in a department or 
classroom. This encourages faculty and staff to develop 
their leadership skills and also provides internal 
professional development. Mini convocation sessions 
also are held later in the academic year to ensure that all 
employees have an opportunity to participate. 
Convocation schedules are made available in the 
mySTAR Professional Development channel. In 
addition, a professional development day is held in the 
spring semester and the college is closed to the public 
for a day-long focused, forward-thinking presentation 
and retreat.  

Faculty, staff and administrators also are encouraged by 
the leadership to join pertinent professional 
organizations and participate in off-campus professional 
development opportunities. Funds for these 
memberships, workshops and conferences are either 
provided by the SFCC Foundation or requested in 
division budget requests.   

5P10. How do your leaders and board members 
ensure that your institution maintains and 
preserves its mission, vision, values, and 
commitment to high performance during 
leadership succession? How do you develop and 
implement your leadership succession plans? 

SFCC continues to recognize the need for a formal 
succession plan. Consequently, a number of employees 
have been given opportunities to accept new and 
additional responsibilities in support of the college’s 
mission. For example, the former Director of Student 
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Life and Development was recently promoted to the 
Dean of Student and Academic Support Services after 
serving in an interim capacity, and a 25-year veteran 
faculty member was recently promoted to Dean of 
Academic Affairs. Maintaining and preserving the 
college’s mission, vision, values, and commitment to 
high performance during these changes have been 
relatively easy, as employees are already versed in the 
college’s history and current activities and deeply 
involved in campus life.  

Creating a formal succession plan will be an 
improvement opportunity for this category. The SFCC 
Leadership Challenge is a professional development 
opportunity that identifies and supports employees who 
wish to assume greater responsibility. Next steps will 
include identifying key positions where leadership 
succession needs to be defined, determining key skills 
and leadership experiences in improving systems and 
processes, and developing a process for selection.  

 

 

RESULTS (R) 

5R1. What performance measures of leading and 
communicating do you collect and analyze 
regularly? 

The CQS has been distributed every two years for the 
last six years to all full-time employees. There are eight 
major categories of a quality management system that 
include questions directly related to leading and 
communicating. Specifically, the top management 
leadership and support category serves as an indicator of 
“how it is now” versus “how it should be” at the 
institution and how the college can decrease the gap. As 
seen in figure 5R1.1, 2012 results show an all-time high 
in top management leadership and support and exceed 
for the first time the national norm among two-year 
colleges.  

Additionally, a communication survey was administered 
along with the CQS in 2012. Questions were intended to 
augment the CQS and designed to assess the importance 
and effectiveness of employee communication and 
results are addressed in question 5R2.  

Figure 5R1.1 CQS top management leadership and support: “how it is now” 
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5R2. What are your results for leading and 
communicating processes and systems? 

The spring 2010 CQS presented SFCC’s 10 smallest and 
largest performance gaps. The smallest gaps pertaining 
to leading and communicating were: “Administrators 
treat students as their top priority.” (smallest gap number 
four); “The institution listens to its students.” (smallest 
gap number five); “The mission, purpose and values of 
this institution are familiar to employees.” (smallest gap 
number nine); and, “I know what is expected of me.” 
(smallest gap number 10). 

The largest performance gaps in this category were, 
“There are effective lines of communication between 

departments. (largest gap number two); “Administrators 
pay attention to what I have to say.” (largest gap number 
six); and, “This institution involves its employees in 
planning for the future.” (largest gap number 10).  

As shown in figure 5R2.1, results show a significant gap 
decrease between “how it is now” and “how it should 
be” in the survey statement, “There are effective lines of 
communication between departments.”  In 2010 there 
was a gap of 2.326 and in 2012 there was a gap of 1.577. 
SFCC attributes this significant gap reduction to the 
SFCC Connect project which was a recommendation 
from the President’s Council in 2009.

Figure 5R2.1 Performance gaps trends for “There are effective lines of communication between departments” 

The spring 2012 CQS also presented SFCC’s 10 smallest 
and largest performance gaps. The smallest gaps 
pertaining to leading and communicating were: “The 
mission, purpose and values of this institution are 
familiar to employees.” (smallest gap number five); “My 
department meets as a team to plan and coordinate 
work.” (smallest gap number six); “This institution uses 
teams to solve problems.” (smallest gap number seven); 
and “This institution listens to its students.” (smallest 
gap number eight).  

The largest performance gaps in this category were: 
“There are effective lines of communication between 
departments.” (largest gap number three) and “It is easy 
to get information at this institution.” (largest gap 
number eight).  

The survey also asked employees to rate their perception 
of quality for 30 standard services at the college. The 
programs and services most closely associated with 
leading and communicating were: communicating with 
legislators and other politicians (number 1); marketing, 
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advertising and public relations (number 12); 
relationships with the private sector and business 
community (number 15); and communication with other 
departments (number 30). 

The spring communication survey asked four questions:  

1. What employee communication is most important to 
you? 

2. Which current employee communication and 
respective methods are most effective? 

3. If a monthly employee newsletter was added to 
existing communication methods, would you read it? 
What content would you most like to read? 

4. Open-ended comments 

Overall, results show that the college is providing the 
types of communication that are important to employees 
and that it is effective in the methods in which the 
communication is provided. Areas for communication 
improvement include departmental; technology training 
and professional development opportunities; and 
recognition. Marketing and Communications staff 
continues to analyze the survey results and will be 

recommending changes or additions to the internal 
communication plan.  

5R3. How do your results for the performance of 
your processes for leading and communicating 
compare with the performance results of other 
higher education institutions and, if appropriate, 
or organizations outside of higher education? 

The 2012 CQS provides information that compares 
SFCC’s results with averages from all other higher 
education institutions that have completed the survey. 
Figure 5R3.1 compares SFCC results in all eight survey 
categories of “how it is now” to all other institutions of 
higher education and a cohort of two-year colleges. 
SFCC’s “how it is now” results outperform two-year 
college results in every category and outrank all other 
institutions in all but one category—employee training 
and recognition. 

As represented in figure 5R3.2, when comparing our 
CQS results to the national norms for two-year colleges, 
SFCC has lower performance gaps in five of the six 
questions that pertain to this category.

Figure 5R3.1 Comparison with all national norms in eight main survey categories – all campus staff perceptions of 
“how it is now” 
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Figure 5R3.2 CQS Performance gaps for survey items associated with leading and communicating 

SFCC currently does not have any comparison data for 
leading and communicating to organizations outside of 
higher education.  

IMPROVEMENT (I) 

5I1. What recent improvements have you made 
in this category? How systematic and 
comprehensive are your processes and 
performance results for leading and 
communicating? 

In fall 2009, a President’s Council was formed to engage 
a cross-representational group of employees in 
discussions related to issues, challenges and 
opportunities that require campuswide dialogue and 
feedback. The council meets monthly and membership 
changes annually. As stated in question 5P7, the college 
established the SFCC Connect program in spring 2011 
as a result of a recommendation from the President’s 
Council. The program provides for deliberate one-on-
one dialogue in a communication venue not previously 
available.   

A large component of this category is the college’s 
continuous quality improvement journey. In February 
2012, SFCC completed an AQIP Quality Checkup visit 

and received a successful report in March. This 
milestone helps to inform the next steps in Doing 
Quality Right, SFCC’s “brand” for its continuous quality 
improvement efforts. While AQIP is the college’s 
reaccreditation process, an equally important piece is 
fostering a culture of continuous quality improvement at 
the college. The AQIP Oversight Team recognized that 
the college was ready to review its quality program and 
take it to the next level. The team commissioned a Re-
engineering Team to develop a more mature approach to 
quality integration. The basic premise to the re-
engineering is a movement toward increased employee 
involvement in day-to-day decision making. The team 
set the following goals to address this premise: 

• Better integration of the quality structure throughout 
the institution;  

• Training and communication in quality processes 
and tools; 

• A data-informed quality audit or assessment; and 
• Improved project management and documentation of 

quality initiatives. 

The college’s second version of AQIP—AQIP 2.0—
will, through structure, function and education, change 
how continuous quality improvement happens at SFCC. 
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It will empower all employees and committees to 
participate in initiatives and become more involved in 
day-to-day decision-making processes. 

As a result of a major reorganization in 2009, 
professional development had been the responsibility of 
several different offices, but is now fully focused in 
Human Resources. A concerted effort has been made to 
provide more organized and regular professional 
development opportunities including the annual 
Leadership Challenge®, Supervisor 101 training, and 
robust convocation schedules.   

The weekly President’s Pen in mySTAR has evolved to 
include monthly guest pens from various departments 
and programs on campus, thus increasing awareness of 
departments and initiatives across campus that are from 
a personal perspective and include more depth and 
information.   

The President’s Summer Report which debuted in 2007 
has grown from two pages to 12. It includes a letter from 
the president; information on legislative and state 
funding updates; hot topics, e.g. enrollment, academics, 
safety and security, facilities, and technology; special 
projects and partnerships; foundation updates; extended 
campus news; and people. It has grown from a one-
dimensional presidential perspective to a comprehensive 
overview of the college and sets the direction for each 
coming year.  

Marketing and Communications has added the magazine 
Career Focus to its cadre of publications. The first issue 
in 2011 was mailed to about 25,000 households in the 
college’s service area, and in 2012 to about 48,000 
households. Editorial has featured programs and services 
with a focus on increasing awareness and enrollment.  

In fall 2011, the college launched an institutional 
Facebook page to reach current and prospective students 
and community members in the social media arena. 
Since spring 2012, additional Facebook pages for the 
Daum Museum, alumni, athletics, Davis Center, 
Advising and Resource Center, and SFCC-Clinton have 
been created. Additionally, the college has a Twitter 
account and LinkedIn and Pinterest pages.   

The ELT is ultimately responsible for ensuring that the 
college is systematically engaged in improving processes 
and systems for leading and communicating. Units, 
teams and departments are tasked with utilizing the 
eight-step PIIP (this quality tool is currently being 
reviewed and improved; see Category Seven for further 
detail). Along with qualitative data that pertain to this 
category, i.e. Campus Quality Survey™ and 
communication survey, quantitative data in the form of 
focus groups and all-college forums could be added to 
more fully assess processes and identify areas for 
improvement. Additionally, the SFCC Report Card 
currently in use includes an indicator for customer 
satisfaction, which includes employees, students, 
business and industry, and the communities the college 
serves. At this time, processes only exist to gauge 
employee and student satisfaction. An improvement area 
is the development of assessment tools to determine 
baseline satisfaction for employers who hire the 
college’s graduates and for community members who 
utilize programs and services.  

5I2. How do your culture and infrastructure help 
you to select specific processes to improve and 
to set targets for improved performance results 
in leading and communicating? 

The college’s culture and infrastructure of continuous 
quality improvement help set the course to select 
processes to improve and establish targets for results in 
this category. Specifically, the CQS’s performance gaps 
and results from the communication survey identify 
measurable improvement opportunities. Gaps are 
rectified through utilization of the PIIP as divisions and 
departments determine the root cause, develop solutions, 
implement a pilot approach, measure impact, 
disseminate results, and evaluate the process. As stated 
previously, Category Seven details how the PIIP is 
currently being restructured using the tenets of Six 
Sigma to improve efficiency and conciseness. This 
improved model will be an exemplar of Doing Quality 
Right at SFCC.  The results of this new project 
management model will be addressed in the college’s 
next Systems Portfolio. 

http://www.sfccmo.edu/Include/Planning%20Office/Doing%20Quality%20Right/PIIP.pdf
http://www.sfccmo.edu/Include/Planning%20Office/Doing%20Quality%20Right/Report%20Card%20v080212.pdf
http://www.sfccmo.edu/Include/Planning%20Office/Doing%20Quality%20Right/PIIP.pdf
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SUPPORTING INSTITUTIONAL OPERATIONS, 
CATEGORY SIX  
INTRODUCTION  

State Fair Community College ensures that institutional 
support processes are integrated into day-to-day 
operations as well as into long-term strategic goals to 
provide a learning environment that exceeds student and 
stakeholder needs. Supporting institutional operations 
and processes range in maturity; however, actions taken 
in recent years, including restructuring and quality 
improvement initiatives, have systematically identified 
student and stakeholder needs and allowed for a more 
proactive service stance. These improvements resulted in 
higher student and stakeholder satisfaction amidst 
enrollment growth for 16 of the last 18 semesters since 
spring 2007.  

SFCC’s integrated approach to identifying student and 
stakeholder support service needs includes: (1) the 
Community College Survey of Student Engagement 
(CCSSE), (2) the Noel-Levitz® Student Satisfaction 
Inventory™ (SSI), (3) and the Campus Quality Survey™ 
(CQS) (questions 6P1 and 6P2). Additional 
supplemental surveys throughout departments measure 
the effectiveness of integrated tactical goals in meeting 
student and stakeholder needs. In addition to surveys, 
SFCC has many opportunities to gather qualitative data 
through focus groups, campuswide forums and advisory 
councils. 

Qualitative and quantitative data have informed 
processes related to the physical safety and security of 
those the college serves (question 4P3). The SFCC 
Connect project (see Category Four) has allowed for 
continuous improvement in this area based on feedback 
received from full-time employees. Current safety and 
security measures address response plans from the 
macro systemwide level to the micro individual and 

building preparedness plans; however, strategies range 
from systematic to aligned. A concerted effort is being 
placed on these emergency preparedness plans to fully 
integrate them into the college’s culture.  

SFCC focuses on quality in all processes and is working 
toward integrated documentation rather than being 
reactive (see Category Seven) to provide knowledge 
sharing and better understanding of how to deploy 
tactics to enhance the learning environment (question 
6P5). As shown in question 6R2, data results indicate 
there are improvement opportunities in the nonacademic 
responsibility support and social development of 
students. Improvement priorities in figure 6I2.1 show 
examples (student retention, preparedness, professional 
development and technology) of how a constant state of 
quality improvement and integrated efforts places SFCC 
in a more proactive rather than reactive state.  

PROCESSES (P) 

6P1. How do you identify the support service 
needs of your students and other key stakeholder 
groups (e.g., oversight board, alumni, etc.)? 

Five major support service areas with associated 
responsibilities help to enable a process of identifying 
and delivering timely, quality services to SFCC students 
and other key stakeholders. SFCC key stakeholders, 
including students, are detailed in Category Three (see 
figure 3P4.1) and are considered recipients of the 
college's five-part comprehensive service plan: (1) 
student support services, (2) academic services, (3) 
administrative and campus services, (4) technology 
services and (5) community services. Figure 6P1.1 
details the primary functions and responsibilities in each 
major support service area.  
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Figure 6P1.1 Major support service areas and responsibilities 
Major Support Service Area Primary Functions and Responsibilities 
Student Support Services • Recruitment 

• Admissions and records 
• Student registration process 
• Transcripts and student records 
• Advising and Resource Center 
• Orientation 
• Transfer information 
• Financial aid assistance and scholarships 
• Career planning 
• Disability services 
• Student activities 
• Student government 
• Clubs and organizations 
• Athletics 
• Child care center 
• Residence hall 

Academic Services • Academic success center 
• Assessment center 
• Internships 
• Library 

Administrative and Campus Services • Facilities 
• Safety and security 
• Food services 
• Bookstore 
• Business services 
• SFCC Foundation 
• Marketing and communications 
• Human resources 
• Resource development and legislative affairs 
• Institutional planning and effectiveness 

Technology Services • Academic technology and user services 
• Network and technical services 
• Brain Café 

Community Services • Daum Museum of Contemporary Art 
• Stauffacher Center for the Fine Arts 
• Fred E. Davis Multipurpose Center 
• Public relations 
• Alumni relations 
• Lifelong Learning 
• Adult Education and Literacy programming (GED, ESL) 
• Customized training 
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SFCC takes seriously its commitment to ensure quality 
operations for the students and communities it serves. 
Identifying student and stakeholder needs is essential to 
developing and adapting quality services to exceed their 
expectations in a timely manner. Several quantitative 
and qualitative methods are employed to identify support 
service needs.  

As described in Category One, the Noel-Levitz® 
Student Satisfaction Inventory™ (SSI), currently 
administered every other fall, with the next inventory 
being completed in fall 2012, is an essential tool to 
understanding the satisfaction levels of students. 
Through students’ responses on the SSI the college is 
able to identify student and stakeholder needs relative to 
today’s learning environment.  

SFCC utilized the Community College Survey of 
Student Engagement (CCSSE) for the first time in the 
spring 2012. SFCC chose to use this particular 
instrument to help assess the level of student interaction. 
The theoretical assumption of engagement is that it 
assists in student learning, retention and goal attainment. 
The CCSSE was distributed in the classroom; classes 
were selected at random and the survey was 
administered by staff members. Analysis of the CCSSE 
results allows SFCC to measure and benchmark active 
and collaborative learning, student effort, academic 
challenge, student-faculty interaction, and support for 
learners. CCSSE results are discussed in question 6R5.  

The college will also continue to use enrollment and 
retention data to determine students’ support service 
needs. When appropriate, the Student Government 
Association (SGA), as well as other student 
organizations and clubs, are used as focus groups to give 
students a direct voice in determining support needs. 

In the area of business and industry, alumni and other 
outside stakeholders, surveys are conducted by 
respective departments. Alumni needs are assessed by 
the SFCC Foundation, and business and industry needs 
are collected by the Dean of Technical Education and 
Workforce Innovation. 

6P2. How do you identify the administrative 
support service needs of your faculty, staff, and 
administrators? 

Administrative support services are established and 
identified through external and internal qualitative and 
quantitative data. Externally, comparative data through 
benchmarking, Missouri Key Performance Indicators 
(KPIs), and state and federal regulations and 
requirements provide the foreground for requisite 
administrative support deliverables. Internally, faculty, 
staff and administrators have qualitative and quantitative 
methods for providing a data-informed case for support. 
Figure 6P2.1 demonstrates the communication venues 
available to access needs via qualitative measures 
including dialogue, testimonials, focus groups, and 
question-and-answer sessions.  

The following opportunities for communication and 
collaboration on needs assessment are available 
throughout the year: 

Figure 6P2.1 Qualitative communication venues and 
meeting frequency 
Venue Frequency 
President’s Council Monthly 
Faculty Association Bi-annually and as 

needed 
Professional Staff 
Association 

Bi-annually and as 
needed 

Classified Staff Association Every two months and as 
needed 

Division and departmental 
meetings/strategic planning 

Monthly 

ELT Weekly 
ETS Advisory Council Monthly 
Campus forums and 
colloquia 

As needed 

AQIP Quality Council As needed 
Hot teams As needed 
Retreats Bi-annually 

Quantitative measures are also used to identify support 
service needs. For example, SFCC distributes a Campus 
Quality Survey™ (CQS) every other spring, with the last 
survey administered in spring 2012. The CQS asks 
participants to rate particular services at the college as 
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“how it is now” and as “how it should be.” These results 
produce a number that is the performance gap between 
the scores. The greater the gap, the greater the need for 
improvement; thus, a support service need is identified 
and improvements can be made. One example of 
improvement results occurring from the identification of 
gaps can be found in Category Four pertaining to 
professional development.  

Educational Technology Services (ETS) conducts an 
annual survey to determine faculty and staff technology 
needs. In addition to this quantitative data, the ETS 
Advisory Council (ETS AC) serves as a focus group and 
implementation team for technology needs and 
initiatives. The ETS AC is comprised of members of 
several areas of the college and meets on a monthly 
basis. 

The Executive Leadership Team (ELT) began the SFCC 
Connect program in 2010. As described in Category 
Five, SFCC Connect is a face-to-face qualitative 
interview between full-time employees and members of 
the ELT, including the President. Feedback from these 
reports is used by ELT to improve services for 
employees and the college community.  

Finally, as introduced in Category One, program reviews 
provide an overall academic year perspective on unit, 
departmental, program and course performance whereby 
faculty, staff and administrators can identify and make 
recommendations for improvements pertaining to both 
academic and support services.  

6P3. How do you design, maintain, and 
communicate the key support processes that 
contribute to everyone’s physical safety and 
security? 

Safety and security is a priority at SFCC. Key support 
processes for safety and security are designed by the 
Campus Judicial Advisory Board (CJAB) under the 
leadership of the Dean of Student and Academic Support 
Services. The CJAB meets monthly to discuss updates to 
safety and security measures, as well as the student code 
of conduct. The CJAB also reviews applications that 
indicate the commission of a violent felony or sexual 

offense and determines applicant eligibility and 
identifies applicable restrictions. 

The Dean of Student and Academic Support Services, 
Director of Student Life and Development, and Campus 
Safety Officer work together to maintain processes, and 
plan training and communication on key initiatives from 
the CJAB and other campus entities. For example, the 
Director of Student Life and Development is in regular 
communication with the college community regarding 
the need for first aid supplies, automated external 
defibrillator (AED) devices and training needs through 
e-mail and mySTAR communication. Tangible forms of 
communication are evident with building signs 
designating safety shelter rooms in each building and the 
Emergency Response Plan flip-chart located in every 
classroom and office.  

Training is an essential component to SFCC's safety and 
security plan. The Dean of Student and Academic 
Support Services and Campus Safety Officer prepare 
safety training presentations that are required 
campuswide and administered during in-service 
presentations before the beginning of the fall semester. 
Presentations are made throughout the year as well. 
Topics include, but are not limited to: active shooter, 
severe weather and fire, student death, and other safety 
and security issues. 

In addition, each building is monitored by a building 
manager who collects safety needs. The building 
manager also leads an emergency response team. 
Response teams include employees from different 
geographical areas of the building who train and prepare 
for evacuations and emergency support. Response teams 
are also utilized to communicate key safety processes 
and information to their respective building areas. 
Extended campus locations have the same training 
opportunities provided to all employees and building 
response teams; however, they rely more heavily on 
local law enforcement than does the Sedalia campus due 
to size and geographic location.   
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6P4. How do you manage your key student, 
administrative and institutional support service 
processes on a day-to-day basis to ensure that 
they are addressing the needs you intended them 
to meet? 

Formative and summative data are reviewed 
systematically to direct the management of key student, 
administrative and institutional support service process 
as listed in figure 6P1.1. These support services 
processes are monitored on a day-to-day basis to monitor 
formative results. The ELT and department supervisors 
monitor core indicators (detailed in Category Seven) and 
review progress of each process on a daily, weekly and 
monthly basis through the Cognos reporting system via 
customized reports. As the data reveals improvement 
opportunities, processes can be adjusted in a timely 
manner to meet those needs. 

Formative and summative data are available through the 
Business Intelligence (BI) tool. Employees have access 
to the BI tool, which serves as a daily tracking device for 
multiple student support service needs and year-to-year 
tracking device for longitudinal planning, forecasting 
and performance toward results monitoring. Employees 
are able to track and monitor student enrollment, 
retention and goal attainment.  

Data are also compiled and presented annually in a 
summative form. For example, each department, 
program or area reports progress annually on processes 
specific to them in program review. The success of each 
process is measured through a predetermined scale, 
integrated with the strategic plan measures, indicating a 
positive or negative result. These results are the basis for 
process improvements and can be analyzed using 
Business Process Analysis (BPA). Program reviews not 
only provide summative academic year data but new 
formative data may also emerge that informs the day-to-
day strategies and performance measures for the next 
academic year.  

 

6P5. How do you document your support 
processes to encourage knowledge sharing, 
innovation, and empowerment? 

Support processes (see figure 6P1.1) are documented in 
regulations located on the SFCC website. As mentioned 
in the Category Six introduction, movement toward a 
more integrated documentation process are currently 
underway (see Category Seven for details) to ensure a 
quality learning environment. Integration opportunities 
exist and will begin to include the work relevant to 
improvement processes created by units, departments, 
teams, and committees that involve parties from all areas 
of the college. Developments within current processes or 
new processes, in the form of regulations or policies, are 
systematically presented to the campus community 
through mySTAR for comment or discussed in 
campuswide forums, convocation presentations, Brain 
Café training, and other avenues when possible (see the 
internal communication plan in Category Five for further 
detail). 

Information and document sharing is readily available to 
all employees through the use of user share drive (U: 
Drive) on the college’s network and in mySTAR, the 
college’s portal. The U: Drive serves as a centralized 
repository for documents from all areas of the college. 
Other sharing opportunities are utilized through Banner, 
the college’s information system, and Cognos, a 
reporting application. These tools are used to gather 
information about students as well as to create reports. 

RESULTS (R) 

6R1. What measures of student, administrative, 
and institutional support service processes do 
you collect and analyze regularly? 

Three primary data sources are used to measure student, 
administrative and institutional support services: (1) 
CQS, (2) CCSSE and (3) SSI (all previously detailed). 
Figure 6R1.1 serves as an exemplar of how baselines are 
established to internally measure performance; 
longitudinal data in trend lines allow for forecasting; and 
benchmarking provides external comparative data. The 
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2010 SSI data provide a performance gap in services, 
allowing the college to compare data from previous 
years and to other cohort institutions. Collection of these 
data (CQS, CCSSE and SSI) is either annually or bi-
annually depending on the established survey 
distribution cycle. Results provide appropriate data for 
subsequent support service goals and objectives. 
Responses to the questions in these surveys are reviewed 
by the ELT, appropriate units and departments, deans, 
directors, and the AQIP Quality Council. Results are 
shared via mySTAR, unit and departmental meetings, 
convocations, and other venues outlined in the internal 
communication plan which is detailed in Category Five. 
Figure 6R1.1 SSI 2010 institutional summary 
Scale Impor-

tance 
Satisfac-

tion 
Gap National 

Gap 
Safety and 
security 

6.17 5.14 1.03 1.13 

Academic 
advising 
effectiveness 

6.26 5.24 1.02 1.04 

Admissions and 
financial aid 
effectiveness 

6.25 5.43 0.82 0.98 

Campus services 6.18 5.55 0.63 0.65 
Registration 
effectiveness 

6.48 5.61 0.87 0.89 

In addition, daily measures provide just-in-time 
information for timely tactical responses. For example, 
daily enrollment reports are used to compare and 
contrast from the previous year’s data. These reports are 
aligned with key dates and events that may affect 
support services. Processes can be adjusted based on 
highs or lows in this report. This daily data collection 
allows service providers to make quick decisions based 
on immediate results. 
In addition to the surveys mentioned above, the 
following departments use other instruments, such as:  

• TRiO uses a student success plan as well as personal 
interviews with students to determine needs. 

• The Student Success Center gathers qualitative data 
from personal interviews and focus groups to learn 
more about services that can be improved that will 
impact student success. 

• The Academic Success Center asks participants in 
the program to complete surveys to determine how 
to better provide tutoring needs and academic 
preparedness. 

• Admissions utilizes prospective student needs and 
information gathered through inquiries, information 
cards and personal visits at recruitment activities. 

• Library Services uses an online suggestion box and 
provides one at the circulation desk, and provides 
online surveys. 

• The Residence Hall provides residents with a 
satisfaction survey at the end of each contract period 
(May). These data are used to determine 
effectiveness of processes and policies in the 
residence hall. 

• Marketing and Communications administers a 
communications survey to full-time employees. This 
survey coincides with the Campus Quality 
Survey™. 

• The SFCC Foundation administers an alumni survey 
and a post-gala survey, which asks gala attendees 
about the likelihood of returning to the event and 
general satisfaction with the activity. 

Program reviews are also utilized to analyze data and 
identify opportunities for support process improvements 
and to develop solutions for improvements.  

6R2. What are your performance results for 
student support services processes? 

State Fair Community College is in its first year with the 
CCSSE instrument. The following results from the 2012 
CCSSE survey demonstrate a student support service 
gap that informs improvement opportunities and sets the 
foreground for measuring progress toward goals. Figure 
6R2.1 demonstrates the aggregate percentage of students 
at SFCC compared to the 2012 CCSSE cohort who 
responded “quite a bit” or “very much” to four support 
for learner questions: providing the support you need to 
help you succeed at this college; helping you cope with 
your nonacademic responsibilities (work, family, etc.); 
providing the support you need to thrive socially; and 
providing the financial support you need to afford your 
education.   
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Figure 6R2.1 Community College Survey of Student Engagement (CCSSE) Support for Learners comparison—
aggregate results and detailed category questions 

 
Item 
Number 

Item SFCC 
percentage 

2012 CCSSE Cohort 
percentage 

9b Providing the support you need to help you succeed at this college 70% 73% 
9d Helping you cope with your non-academic responsibilities (work, 

family, etc.) 
25% 27% 

9e Providing the support you need to thrive socially 32% 35% 
9f Providing the financial support you need to afford your education 60% 52% 

 

These results indicate there are improvement opportunities in the nonacademic responsibility support and social 
development of students.  

In CCSSE item 13.1, “How often do you use the following services?” student respondents indicated the following support 
services as the most frequently used: computer lab, 73 percent; financial aid advising, 67 percent; and academic 
advising/planning, 56 percent. Percentages include “sometimes” or “often” answers (see figure 6R2.2). 

Figure 6R2.2 Frequency of service usage 
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6R3. What are the performance results for 
administrative support service processes? 

The CQS, administered every other fall, measures the 
gap between “how it is now” and “how it should be” in 
several different areas. The following quality categories 
are measured and compared to previous years (see figure 
6R3.1). 

Figure 6R3.1 Eight major categories of the Campus 
Quality Survey 
Components 
Measurement and Analysis 
Quality/Productivity Improvement Results 
Employee Training and Recognition 
Quality Assurance 
Top Management Leadership and Support 
Employee Empowerment and Teamwork 
Customer Focus* 
Strategic Quality Planning 
*top category (smallest gap) 

The level of employee satisfaction is also measured in 
the CQS. In the 2010 survey 59 percent indicated they 
were either “satisfied” or “very satisfied” with their 
employment; in 2012 the results showed that the level of 
“satisfied” or “very satisfied” rose to 77 percent. 
Employees responding “somewhat dissatisfied” or “not 
satisfied at all” decreased from 30 percent in 2010 to 13 
percent in 2012. 

As shown in figure 6R3.2, the top five highest-rated 
programs, services and activities in 2012 CQS results 
were: 

Figure 6R3.2 Highest-rated programs, services and 
activities 
Program/service/activity 
Communicating with legislators and other politicians* 
Library and learning services** 
Student activities** 
Basic skills/developmental/alternative programs** 
Parking for faculty and staff** 
*7th in 2010 survey 
**also in top five in 2010 results 

6R4. How do your key student, administrative, 
and institutional support areas use information 
and results to improve their services? 

Results from surveys and other instruments mentioned 
previously are outlined in program review for each 
department with goals for the coming years. Supervisors 
responsible for each department or program establish 
goals, expectations and tactical plans based on program 
reviews and data analysis. 

6R5. How do your results for the performance of 
your processes for Supporting Institutional 
Operations compare with the performance 
results of other higher education institutions 
and, if appropriate, of organizations outside of 
higher education? 
Supporting institutional operations is externally 
benchmarked to ensure that the college is setting 
appropriate institutional goals. The CQS provides eight 
categories that correspond with employees’ satisfaction 
of key services (see figure 6P1.1). The CQS also 
provides measurable comparative results between SFCC 
and all other institutions; SFCC and four-year 
institutions; SFCC and private two-year career schools; 
and SFCC and two-year colleges. Results show: 

• When comparing SFCC’s 2012 CQS overall “how it 
is now” average ratings with other two-year 
colleges, SFCC’s ratings are higher in all eight 
quality categories. 

• SFCC’s overall “how it is now” average ratings are 
higher in seven quality categories and lower in 
employee training and recognition than the average 
ratings of all institutions. 

• SFCC’s overall “how it should be” average ratings 
are higher in five and lower in three quality 
categories (top management leadership and support, 
employee training and recognition and customer 
focus) than the average ratings of all institutions. 
When compared with two-year colleges, SFCC’s 
overall average “how it should be” ratings are higher 
in six and lower in two quality categories (employee 
training and recognition and customer focus). 
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Results from the student perspective are available in the 
CCSSE and SSI. For example, the CCSSE instrument 
provides the highest and lowest aspects of student 
engagement compared to a 2012 cohort from 
participating institutions. Figure 6R5.1 presents SFCC's 
strongest areas of student engagement benchmarked with 

the cohort and figure 6R5.2 presents the opportunities 
for improvement in this area. Tactical plans are 
constructed to address these strengths and opportunities. 
CCSSE baseline data has now been established and trend 
analysis will be conducted as subsequent survey results 
are collected.  

Figure 6R5.1 CCSSE aspects of highest student engagement 

 
Benchmark Item 

number 
Item 

Active and collaborative learning 4b Made a class presentation 
Student-faculty interaction 4k Used e-mail to communicate with an instructor 
Support for learners 9f Providing the financial support you need to afford your education 
Student effort 13e1 Frequency: Skill labs (writing, math, etc.) 
Student effort 13h1 Frequency: Computer lab 

Figure 6R5.2 CCSSE aspects of lowest student engagement 

 
Benchmark Item 

number 
Item 

Active and collaborative learning 4h Tutored or taught other students (paid or voluntary) 
Academic challenge 5c Synthesizing and organizing ideas, information, or experiences in new 

ways 
Academic challenge 5e Applying theories or concepts to practical problems or in new situations 
Academic challenge 5f Using information you have read or heard to perform a new skill 
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Benchmark Item 
number 

Item 

Support for learners 13b1 Frequency: Career counseling 

When comparing to the CCSSE cohort, only two categories were available: academic advising/planning and career 
counseling (see figure 6R5.3).  
Figure 6R5.3 Frequency of service usage comparison 

 
 
IMPROVEMENT (I) 

6I1. What recent improvements have you made 
in this category? How systematic and 
comprehensive are your processes and 
performance results for Supporting Institutional 
Operations? 

Processes for supporting institutional operations emanate 
from the college's strategic plan. This comprehensive 
plan encompasses the mission and vision of the college 
and the coordination of all processes. The strategic plan's 
goals, objectives and strategies guide action plans 
throughout the institution. A recent improvement to this 
systematic and comprehensive process is the SFCC 
Report Card which is used as an institutional 
performance measure. The SFCC Report Card measures 
core indicators that provide performance-to-goal 
information (see Category Seven for further detail) and 
tactical measures are taken to increase effectiveness of 
services. 

The most recent improvements to supporting student-
centered operations were the creation of the Student 
Success Center, personnel designations and resource 

allocations to direct services including student 
accessibility, establishment of a call center to reach 
students regarding deadlines, and on-the-go advising to 
reach students outside of the Advising and Resource 
Center. These services are being integrated into the 
college’s comprehensive student support services 
initiatives to better serve students, improve performance 
results and enhance the learning environment. 

The most recent improvements to supporting personnel-
centered operations, informed by data from the CQS, 
were in the area of professional development offerings 
and the creation of the Brain Café (see Category Four).  

6I2. How do your culture and infrastructure help 
you to select specific processes to improve and 
to set targets for improved performance results 
in Supporting Institutional Operations? 

The culture of SFCC is built around Doing Quality Right 
using the principles of AQIP. Quality teams are 
purposely formed to include cross-representation from 
all college divisions and departments. These diverse 
groups focus on action projects to improve services. 
Promoting the inclusion of employees and stakeholders 
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has drastically improved the quality culture. SFCC has 
matured to a point where those teams have evolved into 
larger, more collaborative groups, focusing on the needs 
of stakeholders. Quality improvement is now a priority 
in every department and program wherein 
documentation of improvement plans is a priority, data 
are integrated into decision making and processes are 
aligned with the strategic plan. Because of this, 
improvement priorities, such as those shown in figure 
6I2.1, are producing performance results that close 
service gaps and exceed the expectations of our student 
and stakeholders. 

For example, the enrollment management plan, though 
not a new tactical plan, continues to be an improvement 
priority. It illustrates how the college’s improving 
culture and infrastructure is impacting student and 
stakeholder support services processes and the college’s 
ability to keep up with the changing needs of those the 

college serves. The enrollment management plan is an 
improvement initiative derived from the strategic plan 
and is continually being amended to place SFCC 
services in a proactive state. A new approach involves a 
cross-representational group of employees who plan 
processes to improve enrollment. This plan now involves 
the input of classified staff, professional staff, faculty, 
and administration and is influenced by data gathered 
from these aforementioned groups, as well as students. 
The success of enrollment management is directly 
related to the success of institutional operations; nearly 
all operations are included in the plan. In addition, 
improved cross-training and open communication with 
all employees increases the effectiveness of institutional 
operations. This comprehensive approach to support 
services helps to improve infrastructure by removing 
silos at the college and culturally empowering 
employees to make decisions to better serve 
stakeholders.  

Figure 6I2.1 Student and administrative support services improvement priorities 
Improvement Priorities Requirement 
Retention initiatives with an increased focus on “student engagement” Aggressive enrollment management 

plan 
Increased programs and services for underprepared students Aggressive enrollment management 

plan 
Appropriate and timely professional development opportunities for employees Ongoing training 
Expand campuswide technologies to maximize organizational performance Ellucian™ contract amendment 
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MEASURING EFFECTIVENESS,  
CATEGORY SEVEN 

INTRODUCTION 

Processes for measuring effectiveness exhibit a range of 
maturity levels at SFCC. For example, processes for 
selecting, managing and distributing performance data in 
support of programs and services (question 7P1) vary in 
maturity. The Process Implementation/Improvement 
Plan (PIIP) is well integrated in some areas of the 
college (i.e., library, Educational Technology Services); 
however, use of the PIIP is still systematic in other areas 
of the college. As a result of this incongruence, an 
improvement initiative has been identified to move 
SFCC toward a simpler and more integrated continuous 
improvement tool (see DMAIC figure 7P1.2). In 
addition, another improvement has been identified to 
develop a project management model (see figure 7P2.1) 
to assist all areas of the college in these processes. 

Processes related to selecting, managing and distributing 
performance data in support of planning and 
improvement efforts (question 7P2) are generally 
aligned. Great improvements have been made as 
follows: 

• program reviews, which are nearing the integrated 
level due to six years of annual program reviews and 
improvements;  

• the college’s strategic plan, The Plan that Shapes 
Our Future, which is aligned and nearing integration 
due to the incorporation of performance measures 
identified to assess progress toward each goal; and 

• the SFCC Report Card, which is in the early 
phases of the aligned level of maturation.  

Continued progress on these three items is moving 
SFCC toward an integrated level of maturation. 

Like processes found in question 7P1, processes related 
to the needs of departments and units for data collection, 
storage and accessibility of performance information 
(question 7P3) vary in levels of maturation. Banner 

student information system processes are integrated; 
however, there are some areas of systematic processes 
such as the need to expand the functionality of the 
Enterprise Data Warehouse (EDW) and a more 
integrated approach to training new and existing Cognos 
users. Processes associated with the Reports tab on 
mySTAR, the college’s portal, and the Business 
Intelligence (BI) tool are aligned, and those for the BI 
tool are rapidly nearing integration as functionality 
continues to expand. 

Processes tied to data analysis and information regarding 
overall performance as well as communication of that 
information (question 7P4), are aligned overall. As 
previously described, the strategic plan, and its 
incorporation of performance measures and the 
development of the SFCC Report Card, are driving 
progress toward integrated processes in this area as well. 
Communication of these processes and results is still 
systematic (as referenced in Category Five). As 
described in questions 8P3 and 8P4, a Quality Council 
has recently been created that will assist in moving this 
to a more mature approach for communicating these 
efforts through the college’s communication plan. An 
improvement initiative will include the Quality 
Council’s regular review and reporting of core indicators 
in the SFCC Report Card to the Executive Leadership 
Team (ELT). 

Processes for determining needs for comparative data 
(question 7P5) are well integrated at the college. Best 
practices for these processes have been identified and 
comparative data have been selected based on those 
sources, which include the “Core Indicators of 
Effectiveness for Community Colleges;” participation in 
the National Community College Benchmark Project 
(NCCBP); and statewide efforts to agree upon and 
identify appropriate community college comparative 
information and data. 

http://www.sfccmo.edu/Include/Planning%20Office/Document_Repository/Strategic%20Planning%202013.pdf
http://www.sfccmo.edu/Include/Planning%20Office/Document_Repository/Strategic%20Planning%202013.pdf
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Finally, processes to ensure that department and unit 
analysis of data is in alignment with institutional goals 
(question 7P6) are aligned due to inclusion of these in 
program reviews, and processes to ensure timely, 
accurate, reliable, and secure information systems 
(question 7P7) are integrated due to an effective student 
information system and verification techniques used by 
Institutional Planning and Effectiveness staff. 

PROCESSES (P) 

7P1. How do you select, manage, and distribute 
data and performance information to support 
your instructional and non-instructional 
programs and services? 

SFCC currently utilizes the eight-step Process 
Implementation/Improvement Plan (PIIP) (see figure 
7P1.1) to select, manage and use data associated with 
strategic planning, student learning, program review, 
developmental instruction, accreditation, and outside 
agency report requests. Data are selected and utilized 
based on availability, reliability, relevance, and 
timeliness. 

Figure 7P1.1 Process Implementation/Improvement 
Plan 

 
The PIIP has been used since 2007 and is currently 
under review to enhance conciseness and efficiency. At 

this time, SFCC is making a movement toward a more 
simplified and systematic continuous improvement 
model using the Six Sigma tenets of Define, Measure, 
Analyze, Improve, and Control (see DMAIC figure 
7P1.2).  

Figure 7P1.2 DMAIC 

 
As a systematic result of utilizing the PIIP, annual 
program reviews serve as the primary source for 
selection, management and distribution of data and 
performance information to support instructional and 
noninstructional programs and services at SFCC. 
Beginning with the 2005-2006 academic year, program 
review was introduced at the college as a means to 
analyze and improve all instructional degree programs 
and academic disciplines. Initially only used in the 
instructional areas, program review has expanded at this 
time to include several noninstructional programs and 
services. Plans are currently underway to implement and 
fully integrate annual program reviews for all 
noninstructional programs and services at the college. 

Internal and external data sources are used to set 
performance benchmarks. Each year, measures are 
reviewed for best practice and availability of 
benchmarks outside of the institution. Based on input 
from division chairs, faculty and noninstructional staff, 
measures are refined annually to improve the process 
and increase the usefulness of this important continuous 
quality improvement tool. Targets are also reviewed 

Define 

Measure 

Analyze Improve 

Control 



November 1, 2012 STATE FAIR COMMUNITY COLLEGE 

 

 

   Category Seven 94 
 

against internal and external benchmarks, where 
available, to determine if any adjustments are needed in 
order to assist employees in meeting their instructional 
or noninstructional goals. 

In addition to annual program reviews, several other 
venues exist for employees to access both instructional 
and noninstructional data and performance information. 
They include:  

• the mySTAR Reports tab, which is an employee 
portal page that includes links to three to seven years 
of historical internal and external reports prepared 
by Institutional Planning and Effectiveness; 

• Division, unit and team meetings, at which results of 
major surveys such as the Noel-Levitz® Student 
Satisfaction Inventory™ (SSI) and Noel-Levitz® 
Campus Quality Survey™ (CQS), first mentioned in 
question 1R5, are shared with employees; 

• the Cognos reporting tool, which provides 
employees access to custom data reports for 
assistance in decision making and performing day-
to-day functions; 

• Banner custom reports, which are customizations 
created by Educational Technology Services for 
student support services employee usage in day-to-
day functions; and 

• a Business Intelligence (BI) tool, which serves as a 
dynamic dashboard of several core indicators that 
help inform members of the Executive Leadership 
Team (ELT) in decision making. 

7P2. How do you select, manage, and distribute 
data and performance information to support 
your planning and improvement efforts? 

A current initiative at SFCC is to develop a project 
management model (see figure 7P2.1) to outline the 
process to select, manage and distribute data and 
performance information in support of planning and 
improvement efforts. The project management model is 
informed by the principles of Six Sigma’s DMAIC 
model (see figure 7P1.2).  

 

Figure 7P2.1 Project management model 

 

SFCC is currently supporting planning and improvement 
efforts in several ways. At the program, department and 
unit levels, program reviews serve this function. At the 
institutional level, two documents serve this purpose 
including the college’s strategic plan and the SFCC 
Report Card. 

At the program and unit level, as previously mentioned 
in question 7P1, program reviews are conducted 
annually for all instructional programs and disciplines as 
well as several noninstructional units. These reviews 
serve not only as a means for those instructional and 
noninstructional areas to improve, but also for planning 
for the college as a whole. Incorporated into the reviews 
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are several core indicators that gauge the health and 
stability of the programs. In addition, program reviews 
provide a direct link to budget planning for the 
institution. Budget increase requests must be submitted 
with the annual program review and priority is given to 
requests with direct correlation to student success. 

At the institutional level, the college’s strategic plan, 
The Plan That Shapes Our Future, serves to direct the 
college in all aspects of planning and improvement. It is 
available for access by all employees on mySTAR, and 
it includes four primary goals: 

• Goal 1: Create a learning environment that increases 
the rate of student goal attainment and the number of 
students who graduate with degrees or receive their 
certification or license to practice 

• Goal 2: Create an institutional environment that 
supports continuous quality improvement 

• Goal 3: Ensure sound fiscal responsibility and 
restraint in response to the current economic 
environment 

• Goal 4: Exceed the educational needs and 
expectations of the communities we serve 

These goals guide the college’s administration in 
prioritizing and planning for all major projects and 
resource allocation. In addition, each goal has a specific 
objective, which helps to inform the strategies and 
tactical plans that are clearly identified in the plan. The 
plan is used in unit tactical plans tied to program 
reviews, and in some instances, goals are even 
incorporated into employee performance reviews.  

In addition to the college’s strategic plan, an SFCC 
Report Card has been developed to serve as a balanced 
score card for gauging overall institutional effectiveness. 
Since the last submission of the Systems Portfolio, an 
effort has been undertaken to reduce the number of key 
performance indicators (as cited in the last Systems 
Portfolio) so that stakeholders and decision makers can 
quickly assess whether the institution is “doing what it 
says it is doing.” To that end, countless hours and many 
discussions have ensued in an attempt to reduce the 
number of institutional key performance indicators to 

only a handful of the highest level “core indicators” that 
gauge the overall effectiveness of the college. These core 
indicators include: 

• Credit hours produced (annual credit hours 
generated); 

• Completion rate (percentage of full-time, first-time 
freshmen who complete or transfer in three years); 

• Fall-fall retention (fall-to-fall persistence rate of total 
credit students at the end of the fall term, excluding 
high school students); 

• Financial performance (composite financial index as 
reported annually to the Higher Learning 
Commission); and 

• Customer satisfaction (employee satisfaction, 
student satisfaction and employer satisfaction). 

Letter grades are assessed for each of the above 
indicators and an overall grade point average for 
institutional effectiveness is computed. 

This SFCC Report Card has been in the development 
stage since the beginning of the spring 2012 semester, 
and has been reviewed by members of the AQIP 
Oversight Team and the Board of Trustees, as well as at 
many ELT meetings. It was reviewed with all employees 
at the fall 2012 all-college meeting and during separate 
convocation sessions prior to the fall semester. Processes 
for the report card’s utilization will be determined by the 
newly formed Quality Council, which replaces the 
previous model of the AQIP Oversight Team and will be 
described in greater detail in Category Eight. 

7P3. How do you determine the needs of your 
departments and units related to the collection, 
storage, and accessibility of data and 
performance information? 

SFCC’s data management system, the Banner student 
information system, provides a powerful resource for 
optimizing the college’s data collection and storage 
needs. Data are collected and maintained in the Banner 
student information system daily by staff in Student 
Services, Financial Aid Services, Business Office, and 
Human Resources. Additionally, SFCC has purchased an 

http://www.sfccmo.edu/Include/Planning%20Office/Document_Repository/Strategic%20Planning%202013.pdf
http://www.sfccmo.edu/Include/Planning%20Office/Doing%20Quality%20Right/SFCC%20Report%20Card.pdf
http://www.sfccmo.edu/Include/Planning%20Office/Doing%20Quality%20Right/SFCC%20Report%20Card.pdf
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Operational Data Store (ODS) and Enterprise Data 
Warehouse (EDW) for enhanced accessibility and 
reporting of daily information via the ODS and trend 
analysis via the EDW. Cognos serves as the college’s 
reporting tool to access data available in the ODS and 
EDW. 

SFCC has decentralized employee access to data in a 
number of ways in order to ensure the needs of 
departments and units are met in a timely manner. New 
points of data access include: 

• Reports tab on mySTAR for quick access to all 
official institutional reports; 

• Business Intelligence (BI) tool for high-level metrics 
tracking; and 

• Cognos power users and consumers identified and 
trained across campus to meet internal reporting 
needs. 

The deployment of the Cognos reporting tool and 
training power users and consumers has played a 
significant role in determining the needs of departments 
and units across the campus community. Power users 
have the ability to quickly access and customize their 
own data reports based on needs of their unit, 
department or division. This quick access and ability for 
customization serves as an effective means of open 
communication and dialogue in meeting employee 
reporting needs. 

7P4. How, at the institutional level, do you 
analyze data and information regarding overall 
performance? How are these analyses shared 
throughout the institution? 

SFCC’s Performance Excellence Model (see link) 
typifies the process for analyzing data and information 
regarding institutional performance. This comprehensive 
and systematic process provides a framework for 
institutional learning that ensures continuous quality 
improvement. A new addition to the Performance 
Excellence Model is the SFCC Report Card, as detailed 
in question 7P2. 

The recently developed SFCC Report Card includes five 
high-level indicators of institutional effectiveness and 
performance. The SFCC Report Card will assist the 
institution in learning from its operational experience 
and improve institutional effectiveness, capabilities, and 
sustainability. Processes for sharing this new format will 
be developed by the Quality Council during the 2012-
2013 academic year. In fall 2012, employees received 
the initial results during convocation and results were 
presented to the Board of Trustees at the August 
meeting. Plans are underway to implement a process for 
regular review of the report card by the Executive 
Leadership Team and the Quality Council throughout 
the 2012-2013 academic year. 

In addition to the SFCC Report Card, the college’s 
strategic plan incorporates measurement and tracking of 
indicators tied to the plan’s goals, with results 
communicated at unit and division employee meetings, 
as well as at Board of Trustee meetings. As an example, 
Goal One of the strategic plan, to “create a learning 
environment that increases the rate of student goal 
attainment and the number of students who graduate 
with degrees or receive their certification or license to 
practice,” incorporates five indicators agreed upon by all 
Missouri community college presidents as critical to the 
mission of community colleges. They include: 

1. First-time student completion success rate 
2. Developmental math and developmental writing 

success rates in first college-level course 
3. Career program completers 
4. Institution-wide course success rate 
5. Licensure/certification pass rates 

Indicators are tracked annually upon submission in their 
respective annual reports. Indicators one through four 
are submitted as part of the National Community 
College Benchmark Project (NCCBP), and indicator five 
is submitted as part of the Missouri Department of 
Higher Education’s Performance Indicators Survey. 
When results become available, they are communicated 
at ELT meetings, instructional division meetings, 
department meetings, and Board of Trustees meetings. 
Each goal of the strategic plan is handled similarly with 

http://www.sfccmo.edu/Include/Planning%20Office/Doing%20Quality%20Right/Performance%20Excellence%20Model.pdf
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specific indicators and reports that are communicated in 
the same manner. To promote data accessibility, all 
reports associated with these indicators are posted on 
mySTAR on the Reports tab for quick employee access 
at any time. Several years of reports are available in 
mySTAR, which also allows for trend comparisons and 
benchmark analysis.   

7P5. How do you determine the needs and 
priorities for comparative data and information? 
What are your criteria and methods for selecting 
sources of comparative data and information 
within and outside the higher education 
community? 

SFCC has relied on the following sources for assistance 
in identifying the needs and priorities for comparative 
information and data: 

• “Core Indicators of Effectiveness for Community 
Colleges,” 3rd Edition; by Richard Alfred, 
Christopher Shults, and Jeffrey Seybert, 2007; 

• Participation in the National Community College 
Benchmark Project (NCCBP), which is overseen by 
Johnson County Community College; SFCC has 
participated since summer 2007;  

• Numerous Missouri Community College 
Association (MCCA) meetings and discussions 
across the state that have led to a common statewide 
agreement on core indicators for measuring 
performance at Missouri community colleges; 

• Integrated Postsecondary Education Data System 
(IPEDS); and 

• Participation in the Kansas Study 

President Marsha Drennon provided copies of “Core 
Indicators of Effectiveness for Community Colleges” to 
every community college president across Missouri. 
This book served to facilitate discussion and provided 
the foundation for coming to an agreement on common 
core indicators of effectiveness for community colleges 
in Missouri. 

The result is that a common set of indicators has been 
identified by Missouri community colleges and will be 

proposed to the Missouri Coordinating Board for Higher 
Education (CBHE) as indicators that should be used 
when considering future performance funding initiatives. 

SFCC and all community college presidents in Missouri 
used the book primarily to initiate and facilitate 
discussions which led to the development of the 
following Key Performance Indicators (KPIs) of 
effectiveness for all community colleges in Missouri: 

• Public Policy Question: Are students completing 
their certificates or degrees and/or transferring to a 
four-year college/university? 
o KPI: Three-Year Completion Rate For First-

Time, Full-Time, Degree/Certificate Seeking 
Students. This measure will include certificates 
of at least one-year, associate degrees and 
students who transfer to four-year 
college/university as successful completers. 

• Public Policy Question: Are unprepared students 
successfully transitioning into college-level 
coursework? 
o KPI: Percentage of students who successfully 

complete their last developmental English 
course who then successfully complete their first 
college-level English course. 

o KPI: Percentage of students who successfully 
complete their last developmental math course 
who then successfully complete their first 
college-level math course. 

• Public Policy Question: Are graduates of 
career/technical programs prepared to secure 
employment in their chosen field? 
o KPI: Percentage of career/technical graduates 

(degree and certificates) who pass their required 
licensure/certification examination. 

• Public Policy Question: Is state funding for 
community colleges appropriate for the total number 
of credit hours of instruction provided? 
o KPI: Total number of credit hours delivered per 

$100,000 of state appropriations. 

Each of the above indicators has been incorporated into 
SFCC’s strategic plan in order to more effectively 
measure progress of the plan. 
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7P6. How do you ensure department and unit 
analysis of data and information aligns with 
your institutional goals for instructional and 
non-instructional programs and services? How is 
this analysis shared? 

Beginning fall 2011, annual program reviews of 
instructional and noninstructional areas incorporated two 
new aspects: 

1. documentation of department- or unit-specific 
assessment of Institutional Learning Outcomes 
(ILOs); and 

2. documentation of department or unit initiatives tied 
directly to goals of the college’s strategic plan. 

Program reviews are completed annually by all degree 
programs and academic disciplines as well as most 
noninstructional units across the campus. Upon 
completion, program reviews are reviewed with the 
department’s/unit’s dean or vice president. In addition to 
measuring ILOs and documenting departmental/unit 
initiatives, academic program reviews analyze the same 
metrics annually for comparison to previous years 
thereby creating a common language and point of 
discussion on key metrics across the campus. 

7P7. How do you ensure the timeliness, 
accuracy, reliability, and security of your 
information system(s) and related processes? 

SFCC’s data management systems, including the Banner 
student information system, provide reliable and 
effective information for optimally managing the 
college. When SFCC contracted with Ellucian™ 
Managed Services for Higher Education, it was given 
access to many additional resources to ensure the 
effectiveness of these information systems and related 
processes. The following services related to 
effectiveness are included in the contract: 

• Ellucian™ personnel provide support and keep the 
systems open and accessible to students, staff and 
faculty as needed; 

• up-to-date hardware and software system upgrades 
are recommended and implemented; and  

• security is ensured with appropriate policies and 
procedures, firewalls and antivirus software. 

Data verification and validity are integral functions of 
the Institutional Planning and Effectiveness office. Staff 
uses the following verification techniques to ensure 
quality data: 

• accuracy; 
• repeatability (Do we always get the same value from 

our system?); 
• reproducibility (Will different people get the same 

results?); 
• stability (What is the accuracy over time?); 
• meaningfulness; 
• timeliness; and 
• accessibility. 

RESULTS (R) 

7R1. What measures of the performance and 
effectiveness of your system for information and 
knowledge management do you collect and 
analyze regularly? 

Since the last writing of the Systems Portfolio, the 
college has worked to decentralize data access for all 
SFCC employees. This has led to a heightened 
awareness of data collection processes as well as data 
analysis for accuracy, repeatability, reproducibility, 
stability, meaningfulness, timeliness, and accessibility. 

New points of data access referenced in question 7P3 
have served to measure effectiveness in the following 
ways: 

 
 
 
 
 



November 1, 2012 STATE FAIR COMMUNITY COLLEGE 

 

 

   Category Seven 99 
 

Figure 7R1.1 Data access points and measures of effectiveness 
Data access point Description Measures 
Reports tab on 
mySTAR and 
Cognos reporting 
tool 

Program review-related academic reports are 
available for quick and easy access. These 
program reviews are completed annually and 
often lead to identifying improvement areas in 
terms of student learning and success. 

1. Student Success  
• Full-time IPEDS graduation rates 
• Full-time IPEDS transfer rates  
• Career and technical placement rates  
• Percentage A's and F's  
• Success rates in first college-level course  

2. Retention  
• Fall to fall IPEDS retention rates 
• Within semester retention rates 

3. Enrollment  
• Credit hours generated  
• Number of declared majors  

4. Staffing  
• Percentage full-time and part-time 

faculty by program/discipline  
Business 
Intelligence (BI) 
tool for high-level 
metrics tracking 

Members of the Executive Leadership Team 
(ELT) and other primary data owners have 
access to high-level metrics in “real time.” This 
ease of accessibility prompts questions from the 
ELT at weekly meetings and from data owners 
at daily stand-up meetings to identify 
opportunities for improvement and/or 
refinement of the high-level metrics being 
tracked. 

• Applications from first-time new high school 
graduates by week 

• Courses by instruction method 
• Course counts and credit hours by campus 
• Number of students and hours enrolled by 

week 
• Enrollment numbers by day 
• Fall to fall IPEDS retention 
• Within semester retention 
• Financial aid applicant counts by month and 

year and average aid received 
• Number of graduates, average hours earned 

and GPA 
• Operating ledger expenses and revenues 
• Financial performance: expenditures and 

revenues 
Cognos power 
users and 
consumers 
identified and 
trained across 
campus for 
internal reporting 

Because of new access to data, Cognos power 
users and consumers are beginning to develop 
ownership and buy-in of data collection 
processes and associated reports. 
Every time a new internal reporting need arises, 
these trained employees have learned to analyze 
the data for accuracy, repeatability, 
reproducibility, stability, and meaningfulness. 

• All BI measures 
• Weekly Advising and Resource Center 

contacts 
• Weekly Student Success Center contacts 
• Daily list of students enrolled but not yet on 

payment plan 
• Call center contact lists 
• IPEDS cohort lists 

The deployment of the Cognos reporting tool and 
training of power users and consumers has played a 
significant role in determining the needs of departments 
and units across the college. It continues to serve as an 

effective means of open communication and dialogue in 
meeting employee reporting needs. 
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7R2. What is the evidence that your system for 
Measuring Effectiveness meets your institution’s 
needs in accomplishing its mission and goals? 

The college’s measurement indicators enable proactive 
and/or timely response to performance improvement 
opportunities. Data are accessible on a daily, weekly, 
monthly, and annual basis to measure movement toward 
strategic goals and objectives in support of the college’s 
mission and vision. Evidence of effectiveness compared 
to other institutions is measured in multiple ways. Use of 
the NCCBP and state-recognized comparative statistics 

(MDHE Performance Indicators Survey) provides the 
opportunity for SFCC to view the statistical results of 
effectiveness within a larger external perspective and 
context. 

For example, the college’s mission and vision serve as 
the foundation for identifying all goals in the strategic 
plan, The Plan That Shapes Our Future; and, for each of 
those goals, specific measures have been identified to 
assess evidence that they are being accomplished. See 
figure 7R2.1 for a sampling of measures and results 
identified for this purpose: 

 

Figure 7R2.1 Examples of strategic plan goals, measures and results  
Strategic goal Measure and source Result 
Goal 1: Create a learning environment that 
increases the rate of student goal attainment 
and the number of students who graduate 
with degrees or receive their certification or 
license to practice. 

Developmental writing success rate in 
first college-level course  
(NCCBP Form 9: Math/writing enrollee 
success) 

Increased from  
60.77% for the fall 2008 
cohort to 72.68% for the fall 
2009 cohort 

Goal 2: Create an institutional environment 
that supports continuous quality 
improvement.  

“This institution believes in continuous 
quality improvement.” – Performance 
Gap  
(Campus Quality Survey™, question 43)   

Reduced the performance gap 
from 0.925 in 2010 to  
0.760 in 2012 

Goal 3: To ensure the long-term financial 
viability of college programs and activities  

Cost per credit hour  
(NCCBP Form 20A: Cost/credit hour per 
FTE student)  

Decreased from  
$121 in FY2010 to  
$108 in FY2011 

7R3. How do your results for the performance of 
your processes for Measuring Effectiveness 
compare with the results of other higher 
education institutions and, if appropriate, of 
organizations outside of higher education? 

SFCC uses data from the NCCBP to benchmark against 
other community colleges nationally as well as statewide 
in the NCCBP Missouri aggregate report. Since summer 
2007, the college has participated annually in this 
national benchmark project. National aggregated reports 
have been available since that time. Missouri aggregate 
reports were initiated in summer 2010 and continued 
most recently in summer 2011. All of SFCC’s results 
related to the NCCBP may be viewed at 
http://www.sfccmo.edu/pages/1492.asp.  

  

IMPROVEMENT (I) 

7I1. What recent improvements have you made 
in this category? How systematic and 
comprehensive are your processes and 
performance results for Measuring 
Effectiveness? 

Development of the SFCC Report Card proves to be the 
most significant improvement in terms of measuring 
effectiveness at the college. It is a culmination of many 
years of effort in the college’s quality journey to develop 
a balanced score card. The SFCC Report Card 
incorporates measurement of student learning, 
continuous quality improvement, financial and business 
operations, and views of external stakeholders. This is 
the most comprehensive process measuring institutional 
effectiveness undertaken by SFCC to this date. It 

http://www.sfccmo.edu/pages/749.asp
http://www.sfccmo.edu/Include/Planning%20Office/Document_Repository/Strategic%20Planning%202013.pdf
http://www.sfccmo.edu/pages/1492.asp
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measures the highest level indicators of the overall 
health of the institution while allowing for drill down in 
areas where opportunities for improvement exist. It ties 
to the college’s strategic plan and informs instructional 
and noninstructional program reviews. It ties together all 
of the numerous reports undertaken by the institution for 
benchmarking and makes “sense” of it all. It is the 
college’s strategic intention that it will systematically 
share the successes and opportunities for improvement 
with stakeholders while also guiding decision making 
and prioritization at the highest levels of the institution. 

7I2. How do your culture and infrastructure help 
you to select specific processes to improve and 
to set targets for improved performance results 
in Measuring Effectiveness? 

The quality culture at SFCC is pervasive. Employees 
adhere to quality processes because they have seen 

proven results. Data informed decision making is a way 
of thinking and is natural to college dialogue. Doing 
Quality Right at SFCC means that “you want to improve 
for yourself, your colleagues, SFCC students, and the 
communities the college serves.” The college’s internal 
cultural slang is that “We don’t have to be bad to be 
better.”  

The college’s infrastructure is built on quality. SFCC has 
four primary perspectives for evaluating overall 
institutional effectiveness in its strategic plan through 
2013/2014. They include student learning, continuous 
quality improvement, financial and business operations, 
and external stakeholders. 

Within each of the perspectives, indicators have been 
selected which are benchmarked against other 
community colleges across the nation and the state as 
well as consistently collected and reported on an annual 
basis. 
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PLANNING CONTINUOUS IMPROVEMENT, 
CATEGORY EIGHT 

INTRODUCTION  

Participation in AQIP provides the college’s framework 
for measuring institutional effectiveness; supports the 
institutional requirement that AQIP initiatives are in 
alignment with the goals and objectives of the college’s 
strategic plan; and creates an institutional environment 
that continually re-evaluates both human and financial 
resources. Additionally, the college’s ability to be 
proactive and systematically align and integrate 
processes has significantly matured beyond simply being 
reactive to its external and internal environments 
(questions 8P1 and 8P2). Some processes are more 
mature than others; however, it is accurate to say that 
very few tasks or activities are isolated and simply a 
function of “putting out fires.”         

College employees have learned that continuous quality 
improvement is a very complex process and that it works 
best when fully integrated across departments and units. 
Keeping the planning processes in alignment and 
“doable” is a significant challenge as the college 
continues to operationalize the concept. It is recognized 
that continuous quality improvement is not the flavor of 
the month or a trend—it is the way that business and 
planning must be conducted (questions 8P3 and 8P4). 
Clearly, the initiative requires that employees constantly 
reassess the skills and resources necessary for everyone 
who works at SFCC to be as effective and efficient as 
possible. The results of these efforts have been 
significant and have impacted all of the college’s 
planning processes. The analysis of results has required 
the SFCC Board of Trustees and the administration to 
systematically re-think and re-engineer institutional 
planning processes while meeting the challenges of 
significant and ongoing reductions in state funding. 
Tuition freezes were mandated by the Missouri’s 
governor in academic years 2009 and 2010. Mandatory 
increases in operating costs (utilities, required increases 
in state retirement benefits, etc.) have grown 

substantially during the economic downturn. At the same 
time, SFCC experienced enrollment growth in 16 of the 
last 18 semesters, beginning spring 2007, resulting in a 
heavy reliance on adjunct faculty and part-time, 
temporary staff.  

As a result, the reallocation of resources to ensure 
institutional effectiveness has been a priority. The 
college’s ability to systematically gather data, compare 
itself to peer institutions using the National Community 
College Benchmark Project (NCCBP) and to set 
appropriate benchmarks for core indicators has become a 
well-integrated and widely distributed campuswide 
effort. This work has required a new set of strategies and 
tactical plans that focus on the following: 

• Student goal attainment; 
• Professional development relative to campus 

technologies, institutional effectiveness, leadership, 
data collection and analysis, and succession 
planning; 

• Benchmarking institutional data in alignment with 
the NCCBP; 

• Utilizing a Business Intelligence (BI) tool for 
immediate information and feedback on the status of 
certain core indicators; and 

• The development of a Resource Diversification 
Model resulting in less reliance on state funding and 
tuition increases and greater emphasis on innovative 
and entrepreneurial practices. 

Consequently, the development of the college’s strategic 
plan is the primary planning process at SFCC (questions 
8P5 and 8P6). The plan has been revised through 2014 
with goals and objectives that align with the nine AQIP 
categories and the strategies outlined above. While the 
goals have not changed significantly from the previous 
plan, the strategies and focus change annually in 
response to the internal and external environments in 
which the college operates (questions 8P7 and 8P8). The 
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current strategic plan titled, The Plan that Shapes our 
Future, is a well-integrated document that allows the 
college to respond quickly to the rapidly changing needs 
and expectations of students and stakeholders. AQIP 
projects are systematically aligned with the goals and 
objectives outlined in the strategic plan. 

PROCESSES (P) 

8P1. What are your key planning processes?  

Annual revisions and updates to the strategic plan are the 
college’s primary planning process. In fall 2004, the 
President directed the AQIP Oversight Team/Strategic 
Planning Steering Committee (SPSC) to develop an 
institutional strategic plan that would address both short- 
and long-term challenges and opportunities through the 
year 2008. This first planning process charted the course 
for SFCC and remains foundational to continuous 
quality improvement initiatives, such as the 
implementation of program review processes; the 
development of action projects; and the development of 
the SFCC Resource Diversification Model to expand the 
college’s revenue bases. The strategic planning process 
has significantly matured over the years and is now 
aligned with budgeting processes; tied to the 
development of action projects; informs program 
reviews; and is integrated with tactical/operational plans 
created by units and departments across the entire 
organization. The SFCC Report Card has been created to 
measure the overall effectiveness of the college’s 
programs and services which speaks to the effectiveness 
of the strategic planning process.  

Additional key planning processes include developing 
departmental tactical plans; conducting program 
reviews; developing budgets in a participatory manner; 
identifying action projects that are directly related to 
specific strategies; developing core indicators of success; 
monitoring and analyzing data; and utilizing the eight-
step Process Implementation/Improvement Plan (PIIP) 
as a tool for continuous quality improvement. As 
previously indicated in Category Seven, the PIIP process 
is maturing into a project management plan process 
which will be implemented in spring 2013. 

All of the processes listed above are proactive and 
systematically coordinated across the institution. The 
program review process aligns operations within units 
and departments that are evaluated on an annual basis. 
All of these key processes are integrated and regularly 
monitored and improved in collaboration with other 
units.  

Most significantly, SFCC has developed a Business 
Intelligence (BI) tool for up-to-the-minute data tracking 
to inform short-term strategy adjustments, as well as 
long-term planning processes. The BI tool has been seen 
by other colleges as an exemplary tool for tracking core 
indicators of effectiveness. The tool has great potential 
for creating flexible and adaptable “just-in-time” 
solutions that address both short- and long-term 
strategies resulting in greater institutional effectiveness 
and quality planning.   

8P2. How do you select short- and long-term 
strategies? 

Strategies are selected based on both internal and 
external environmental scanning and the college’s focus 
on exceeding the needs of its stakeholders. As first 
introduced in Category Three, figure 3P4.1 stakeholder 
categories include students; employees; Board of 
Trustees; foundation board directors; civic 
organizations; donors; taxpayers; legislators; sending 
schools; Missouri community college consortia partners; 
receiving colleges and universities; and business and 
industry.  

Short-term strategies are based on meeting the 
immediate needs of the college’s stakeholders and are 
developed as tactics for continuous quality improvement 
and operational planning. Current data, benchmarking 
results, best practices, and college success stories are 
used where appropriate to select and develop new 
strategies. The strategies are reviewed to determine 
alignment with the college’s mission, vision and core 
values. Often, hot teams (see question 5P5) are created 
to assist with the implementation of short-term 
strategies. The results are monitored using the BI tool 
and modifications to both long- and short-term strategies 

http://www.sfccmo.edu/Include/Planning%20Office/Document_Repository/Strategic%20Planning%202013.pdf
http://www.sfccmo.edu/Include/Planning%20Office/Document_Repository/Strategic%20Planning%202013.pdf
http://www.sfccmo.edu/Include/Planning%20Office/Systems%20Portfolio/Category%202/Resource%20Diversification%20Model.pdf
http://www.sfccmo.edu/Include/Planning%20Office/Doing%20Quality%20Right/Report%20Card%20v080212.pdf
http://www.sfccmo.edu/Include/Planning%20Office/Doing%20Quality%20Right/PIIP.pdf
http://www.sfccmo.edu/pages/749.asp
http://www.sfccmo.edu/pages/749.asp
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are made as needed and without long delays to conduct 
extensive research. 

The Performance Excellence Model details the process 
that SFCC uses to select short- and long-term strategies. 

Long-terms strategies are identified and developed and 
include strategic initiatives such as the four initiatives 
shown in the Performance Excellence Model. Figure 
8P2.1 is a sampling of short- and long-term strategies 
currently being implemented.  

Figure 8P2.1 Short- and long-term strategies 
Strategy Result 
Examples of short-term strategies 
Call center activities Personal contact/Student Support Center 
Marketing and communication Flexible and adaptable social media communication tools are implemented as 

needed 
SFCC Connect Piloted a way to strengthen and improve employee satisfaction, two-way 

communication and the improvement of processes and systems 
Examples of long-term strategies 
TRANE project Reduce the cost of utilities on the Sedalia campus 
Lake of the Ozarks location expansion Increase enrollment, improve academic and student support services 
Truman Regional Education Center in 
Clinton, MO 

Increase enrollment, improve academic and student support services 

The Kemper Campus in Boonville, 
MO 

Increase enrollment, increase workforce and economic development 
opportunities in rural Missouri 

SFCC Downtown at McLaughlin’s Expand and integrate programs and services to better serve students and 
communities in an accessible downtown location 

Missouri Center for Waste to Energy Open new student markets; create a small business incubator for energy-related 
companies; develop degree programs and courses in renewable energy; new 
source of revenue to offset reductions in state appropriations; training support for 
local business and industry 

Pin Oak Lodge Develop experiential hands-on learning experiences for students; create strong 
alliances with state agencies; new source of funding 

Interoperability Project with the 
Missouri Department of Public Safety 
and Office for Homeland Security 

New revenue source; expands lifelong learning options; creates online lifelong 
learning opportunities for 4,000 noncredit students 

SFCC Online Increase enrollment and provide a flexible course delivery modality for SFCC 
students 

Long-term strategies are also based on meeting the 
immediate needs of the college’s stakeholders. However, 
in addition to meeting the needs of stakeholders, the 
Executive Leadership Team (ELT) and the Board of 
Trustees develop long-term strategies that are financially 
viable; expand the college’s resource base (e.g. Resource 
Diversification Model); strengthen the communities it 
serves; and reduce the college’s reliance on state 
appropriations.  

For example, the small community of Boonville asked 
the college to open an educational center at the Kemper 
Military School, a historic facility in the city that had 
been vacant for 10 years. The city of Boonville agreed to 
cover the cost of renovating one building, the library 
learning center, and the college needed only to cover the 
cost of operating this extended campus location. In a 
matter of four months, the college opened the site, which 
has a current enrollment of 97 students generating about 
800 credit hours. The Missouri Department of Higher 
Education (MDHE) quickly approved opening the site. 

http://www.sfccmo.edu/Include/Planning%20Office/Doing%20Quality%20Right/Performance%20Excellence%20Model.pdf
http://www.sfccmo.edu/Include/Planning%20Office/Systems%20Portfolio/Category%202/Resource%20Diversification%20Model.pdf
http://www.sfccmo.edu/Include/Planning%20Office/Systems%20Portfolio/Category%202/Resource%20Diversification%20Model.pdf
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Upper division courses will be articulated with four-year 
colleges that will be offered at The Kemper Campus as 
well. Additionally, college administration is actively 
engaged in the development of the entire campus for the 
purpose of supporting both workforce and economic 
development in the community. 

This example of a long-term strategy could ultimately 
have significant impact on enrollment growth and create 
new revenue sources for the college in the future.  

8P3. How do you develop key action plans to 
support your organizational strategies? 

In the past, action plans were identified by the AQIP 
Oversight Team. Several members of the ELT served as 
administrative liaisons on the team. Action plans could 
be identified by the liaisons, other team members, or by 
any college employee who wanted or needed to improve 
a process. However, in an effort to more systematically 
address the development of action plans and to expand 
employee involvement in continuous quality 
improvement, SFCC has re-engineered the process and 
eliminated the boundaries of AQIP Improvement Teams 
and placed the responsibility in the functional area (e.g. 
department or unit). Removing the boundaries of quality 
improvement teams will allow continuous quality 
improvement to permeate all aspects of the work that is 
done by every employee on the campus.  

The new structure will utilize a Quality Council and a 
quality champion, a member of the staff assigned part-
time responsibility for oversight of continuous quality 
improvement initiatives and action projects. The 
following rationale for maturing the process for how key 
action plans are developed to support organization 
strategies applies: 

With all units, departments and committees utilizing 
quality improvement, it will not be necessary to have 
separate AQIP teams. Removing the boundaries of 
quality improvement teams will allow continuous 
quality improvement to permeate all aspects of the 
work we do. This structure will better utilize existing 
committees, departments and units to complete 
quality improvement projects, and create hot teams 

as necessary. For example, the Valuing People 
Improvement Teams’ duties and responsibilities will 
become part of the daily operations of the Human 
Resources office and its respective committees.   

This new structure will better use existing committees 
while requiring departments and units to develop and 
implement key action plans that are timely, relevant and 
needed, and to create hot teams as necessary. The new 
structure allows for closer alignment of key action plans, 
continuous quality improvement and the implementation 
of strategies to support the goals outlined in the college’s 
strategic plan. For example, the Enrollment Management 
Group (EMG) is developing enrollment and retention 
plans that are inter-departmental and require the 
participation and ownership of internal stakeholders who 
may not work in academic or student support services, 
but who have direct impact on the key measures of 
success related to the plans.    

8P4. How do you coordinate and align your 
planning processes, organization strategies, and 
action plans across your institution’s various 
levels? 

As noted in question 8P3, during the spring and summer 
of 2012 SFCC created an AQIP Re-engineering Team. 
The team set the following goals to address the need for 
there to be greater employee involvement in day-to-day 
decision-making: better integration of a quality structure 
throughout the institution; training and communication 
in quality processes and tools; a data-informed quality 
audit or assessment; and improved project management 
and documentation of quality initiatives.  

The Re-engineering Team made several 
recommendations for improvements that included the 
creation of a Quality Resource office with a quality 
champion who would be available to all employees, 
committees, units and departments to provide quality 
training, tools, communication, documentation, and data 
to ensure that SFCC is Doing Quality Right. An essential 
component to Doing Quality Right is developing key 
action plans that support organizational strategies. The 
quality champion will serve as an ex-officio member of 
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the ELT. Representatives from all five divisions will 
serve on the Quality Council. Quality Council members 
will serve as liaisons for the development of key action 
plans and will support quality initiatives developed by 
their respective division.  

The Quality Council as a collective will advise the 
quality champion on action projects, training and data 
needs and quality initiative documentation. In October, 
the Quality Council proposed the following roles, which 
were subsequently approved by the ELT.  

The Quality Council will: 

• Develop and implement a project management 
system; review and modify as needed 

• Develop and mentor project team leaders 
• Provide training and resources in improvement 

methods and practices 
• Receive, investigate and recommend quality 

improvement projects to the Executive Leadership 
Team 

• Support and monitor quality improvement projects  
• Document and communicate quality improvement 

projects to the SFCC community 
• Review and report performance of core indicators to 

the Executive Leadership Team 

While the restructuring process was not fully developed 
prior to the submission of the Systems Portfolio, internal 
feedback relative to the restructuring is positive in terms 
of how the development of key action plans will be more 
closely aligned to organizational strategic initiatives.  

Additionally, the vice presidents develop unit tactical 
(operational) plans based on the strategic plan. Along 
with semi-annual retreats, the units utilize all-staff 
meetings at least monthly for continuous review, 
development and revision of tactical plans and 
appropriate action plans. Inter-departmental teams (e.g. 
the Educational Technology Services Advisory 
Committee) consist of membership from multiple 
departments with various levels of staff and faculty 
participating.  

8P5. How do you define objectives, select 
measures, and set performance targets for your 
organizational strategies and action plans?  

All members of the ELT participate in an annual retreat 
in the fall with the specific purpose of reviewing the 
college’s strategic plan and defining new objectives. 
During the analysis, existing objectives are reviewed for 
relevancy and new objectives are identified. Core 
indicators of success are approved and targets are set 
based primarily on the college’s ranking in the National 
Community College Benchmark Project (NCCBP), the 
Student Satisfaction Inventory™ (SSI), the most recent 
Campus Quality Survey™ (CQS), and the recently 
conducted Community College Survey of Student 
Engagement (CCSSE). Additionally, objectives, 
measures and performance targets are aligned with the 
state of Missouri’s new Performance-Based Funding 
Model. (While funding for the state model has not been 
forthcoming, SFCC played a lead role in the 
development of Key Performance Indicators (KPIs) that 
have been agreed upon by all of the state’s community 
colleges utilizing the NCCBP data.) 

Appropriate measures are selected based on information 
provided by the BI tool, results of current surveys, 
and/or the results of recently completed action projects. 
Performance targets are set and reviewed as progress 
reports are due or as new data become available. Some 
measures are created as the result of research conducted 
when developing or revising tactical plans (e.g. retention 
and enrollment management plans). When results 
become available through the NCCBP and other surveys, 
the ELT uses the comparison data to set benchmarks for 
improvement. These measures are presented to the 
campus community for review and then to the Board of 
Trustees during regularly scheduled meetings and 
retreats. 

8P6. How do you link strategy selection and 
action plans, taking into account levels of 
current resources and future needs? 

Program review processes and documentation identify 
the human and financial resources needed to 
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operationalize tactical plans relative to strategies defined 
in the college’s strategic plan. In aligning the strategies 
with resources, improvement initiatives (strategies) are 
categorized as either short- or long-term (see figure 
8P2.1). Those requiring additional resources are 
evaluated and strategies are developed for reallocating 
funds or acquiring new resources. Strategies and action 
plans within unit tactical plans contribute to the 
development of each unit’s annual budget request.   

Additionally, tactical planning documents indicate the 
financial resources needed for implementation of each 

strategy. If new funding is required, the ELT determines 
whether or not current resources should be reallocated. If 
the reallocation of resources is not possible, potential 
funding from new sources is identified and pursued. The 
ELT team has developed a Resource Diversification 
Model (see figure 8P6.1) that identifies and accesses 
creative and innovative funding solutions in support of 
quality initiatives, continuous improvement and the 
long-term sustainability of the college. The model 
encourages innovation and “thinking out of the box” 
funding strategies that have resulted in more than $10 
million in new revenue streams over the last three years.  

Figure 8P6.1 SFCC Resource Diversification Model 

The SFCC Report Card includes an indicator for 
financial performance. Using a three-year trend and the 

Higher Learning Commission’s (HLC) benchmarks (see 
financial performance on page two of SFCC Report 

http://www.sfccmo.edu/Include/Planning%20Office/Doing%20Quality%20Right/Report%20Card%20v080212.pdf
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Card), the institutional grade is a “B” with a 
performance ranking of 4.1 indicating that the college is 
between a 3.0 (directs institutional resources to allow 
transformation) and 5.0 (focuses resources to compete in 
future state). SFCC is financially well-positioned to 
accomplish institutional strategies and actions plans. 

As illustrated in figure 8P6.1, SFCC developed a 
Resource Diversification Model in 2008-2009 that has 
been aggressively pursued and has resulted in more than 
$10 million in new funding for classroom equipment; 
professional development for faculty and staff; improved 
and expanded campus technologies; development of new 
programs (e.g. renewable energy, health information 
technology, consortia arrangements for expanding allied 
health programs); and facility maintenance, renovation 
and upgrades. These additional resources have allowed 

the college to maintain a fund balance equal to 22 
percent of its operating budget which is well above the 
standard of 15 percent recommended by the National 
Association of College and University Business Officers 
(NACUBO). 

The equity funding model created by the Missouri 
Community College Association (MCCA) ranks SFCC 
ahead of all other community colleges in the state 
relative to local tax support; affordable tuition and fees; 
external funding; and state appropriation per FTE. 

Additionally, the SFCC Foundation’s endowment 
totaling nearly $10 million is among the largest of any 
rural community college in the Midwest. The foundation 
recently completed a $6 million capital campaign and 
received more than $2 million in planned gifts to expand 
programs and services during the 2011-2012 academic 
year. 

SFCC’s comprehensive and integrated approach to 
strategic planning requires that both short- and long-term 
strategies are viable and sustainable and that institutional 
priorities are set on an annual basis. The budget planning 
process requires the participation of all faculty and staff 
and is documented through the program review process. 
Resource allocations are based on the needs identified in 
the program review process conducted in departments 
and units; annual strategies identified in the strategic 
plan and approved by the Board of Trustees; and the 
identification and implementation of action projects. 
Resource allocation is transparent across the institution, 
participatory at all levels, and approved by the board in 
open sessions of regularly scheduled meetings.  

The college’s mission and vision statements were last 
revised and approved in 2004. They are fundamental to 
the planning processes discussed throughout this 
category. The college’s organizational and governance 
structure and Resource Diversification Model have 
significantly strengthened both human and financial 
resources, and allowed the college to continue to take 
advantage of opportunities for growth and continued 
expansion of services throughout its 14-county service 
area.  

Core Component 5A 

The institution’s resource base supports its current 
educational programs and its plans for maintaining and 

strengthening their quality in the future. (address in 
8P6) 

 The institution has the fiscal and human 
resources and physical and technological infrastructure 

sufficient to support its operations wherever and 
however programs are delivered. Addressed and 

underlined in 8P6 
 The institution’s resource allocation process 

ensures that its educational purposes are not adversely 
affected by elective resource allocations to other areas 

or disbursement of revenue to a superordinate entity. 
Addressed and underlined in 8P6 

 The goals incorporated into mission statements 
or elaborations of mission statements are realistic in 
light of the institution’s organization, resources, and 

opportunities. Addressed and underlined in 8P6 
 The institution’s staff in all areas are 

appropriately qualified and trained. Addressed and 
underlined in 8P6 

 The institution has a well-developed process in 
place for budgeting and for monitoring expense. 

Addressed and underlined in 8P6 
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SFCC has created numerous public/private partnerships 
and participates in several statewide consortia 
(occupational therapy/physical therapy programming 
and two statewide grants totaling more than $3 million 
for advanced manufacturing and allied health programs) 
in which resources are shared and programs delivered 
that could not otherwise be offered based on the 
college’s sparsely populated and expansive geographic 
service region. This type of approach allows the college 
to fulfill its mission without exceeding available human 
and financial resources. 

Category Four makes clear SFCC’s commitment to 
hiring appropriately qualified staff and faculty and 
investing in their training. Professional development 
continues to provide SFCC staff and faculty with timely, 
necessary and quality training opportunities. Since its 
initial use in 2006, the CQS continues to be an indicator 
for employee satisfaction. One of the categories that is 
measured and carefully analyzed for improvement is 
“employee training and recognition.” This year’s results 
indicate a significant improvement from a 1.707 
performance gap in 2010 to a 1.232 performance gap in 
2012. As in previous years’ surveys, this year’s 
performance gap is below the national norm for all 
institutions (1.251) and two-year colleges (1.306). 
Further evidence of the institution’s commitment to 
professional development and training for all employees 
is detailed in Category Four. 

As stated throughout Category Eight, SFCC’s budgeting 
process begins with program reviews conducted in 
college departments and units. Program reviews inform 
the ELT as they work through the development of the 
annual operating budget. Employees at all levels 
participate in the budgeting process through program 
review, the development of unit and departmental 
operating plans, budget hearings, and budget approvals 
by the Board of Trustees. Budget managers are trained to 
oversee their departmental budgets that are readily 
accessible online and include weekly updates relative to 
revenue and expenditures. The President and Vice 
President for Finance and Administration are ultimately 
responsible for oversight and monitoring the budget. The 

Board of Trustees receives monthly financial reports, 
approves all expenditures over $10,000 and reviews a 
comprehensive external audit annually. The annual 
external audit has included a “clean opinion” for 10 
consecutive years. This process has resulted in a cash 
reserve account of more than $13 million that provides 
funding for one-time expenses, unforeseen emergencies 
and anticipated ongoing reductions in state funding.  

8P7. How do you assess and address risk in your 
planning processes? 

Risk assessment is fundamentally based on whether or 
not a strategy aligns with the college’s mission, vision 
and core values. Additionally, the ELT considers 
whether or not the resources are available and whether or 
not the effort is sustainable, beneficial for the college’s 
long-term financial stability, and supports student goal 
attainment and success. Semi-annual retreats with the 
ELT and the Board of Trustees address the risk factors 
involved as they relate to long-term planning strategies. 
Ultimately, it is the decision of the Board of Trustees as 
to whether or not the risk factors offsets the benefits of 
any given strategy.  

8P8. How do you ensure that you will develop 
and nurture faculty, staff, and administrator 
capabilities to address changing requirements 
demanded by your organizational strategies and 
action plans? 

Prior to the re-engineering process referred to in 
questions 8P3 and 8P4, professional development 
opportunities to address changing requirements were 
identified in department and unit tactical plans and in 
employee performance evaluations. However, once fully 
implemented, the Quality Resource office with a full-
time quality champion will be available to all 
employees, committees and departments to provide 
quality training and tools, data gathering and analysis, 
communication, and document tracking services that 
will ensure that all employees have the skills necessary 
to address the changes and requirements of the college’s 
organizational strategies and action plans. As mentioned 
in question 8P4, the Quality Council has been 
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established to ensure integration and documentation of 
continuous quality improvement principles.  

Additionally, “just-in-time” technology support and 
training is available and supported by the Brain Café that 
offers assistance to all employees whenever it is needed.   

RESULTS (R) 

8R1. What measures of the effectiveness of your 
planning processes and systems do you collect 
and analyze regularly? 

The ELT and Institutional Planning and Effectiveness 
staff have recently created the SFCC Report Card that 
includes five core indicators of effectiveness that will be 
measured annually. The five indicators are credit hours 
produced; completion rates; fall-to-fall retention rates; 
financial performance; and customer satisfaction 
(employee, student and employer). 

The development of the SFCC Report Card was a 
challenging task. The data analysis and grading system 
was especially difficult as the college compared itself to 
similar institutions and determined appropriate grading 
scales. The SFCC Report Card was finalized in summer 
2012 and accepted by the Board of Trustees during their 
August 2012 meeting. The AQIP Site Visit Team, which 
visited in February 2012, encouraged the college to 
continue “to develop and refine its institutional Report 
Card as a way of both tracking and communicating the 
college’s progress toward quality.” To that end, the 
current strategic plan answers four fundamental 
questions with specific perspectives related to the SFCC 
Report Card.  

8R2. What are your performance results for 
accomplishing your organizational strategies and 
action plans?  

SFCC Report Card data is based on three-year trends 
and provides specific timelines for each indicator. The 
SFCC data is benchmarked against similar peer 
institutions in Missouri including East Central College, 
Moberly Area College, Jefferson College, Three Rivers 
Community College, Mineral Area College, North 

Central College, St. Charles Community College, and 
Crowder College. A grading scale was calculated (based 
on the college’s percentile ranking) and is provided for 
each indicator. Benchmarking data is reviewed and 
analyzed from IPEDS, NCCBP, the HLC Composite 
Financial Index, bi-annual Campus Quality Surveys, 
annual Student Satisfaction Inventories, and an employer 
satisfaction survey currently being developed.  

The SFCC Report Card indicates the following “grades” 
for SFCC: 

Figure 8R2.1 SFCC Report Card 

 
8R3. What are your projections or targets for 
performance of your strategies and action plans 
over the next 1 – 3 years. 

Targets for improvement will be based on data received 
through the sources listed in question 8R2. Targets will 
be developed for improvement and/or “sustained 
excellence” as determined by the state of Missouri for 
measures that are a component of the performance-based 
funding model. Targets for all other indicators will be 
based on improving or sustaining the college’s percentile 

http://www.sfccmo.edu/Include/Planning%20Office/Doing%20Quality%20Right/Report%20Card%20v080212.pdf
http://www.sfccmo.edu/Include/Planning%20Office/Systems%20Portfolio/Category%208/ReportCard_GradingScales.pdf
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rank on related benchmarked data. While new targets 
have not been set due to the fact that the SFCC Report 
Card has recently been developed, it is anticipated that 
“stretch” targets will be determined with specific 
strategies identified to successfully reach them.   

8R4. How do your results for the performance of 
your processes for Planning Continuous 
Improvement compare with the performance 
results of other higher education institutions 
and, if appropriate, of organizations outside of 
higher education? 

The SFCC Report Card data indicate that the college is 
highly effective relative to the five indicators that are 
currently being measured. However, it is understood by 
the Board of Trustees and the administration that data 
analysis and review must be constantly monitored and 
analyzed. The BI tool created in December 2011 is the 
truest indicator of effectiveness for “just-in-time” trend 
lines and short-term strategies and results. Figure 8R4.1 
indicates employee opinions from the CQS related to 
planning continuous quality improvement. 

 

 

Figure 8R4.1 Campus Quality Survey 2012 – “Strategic Quality Planning” results 
Item 
No. 

Scale SFCC 
Performance 

Gap 

2-Year Colleges 
Performance 

Gap 

 STRATEGIC QUALITY PLANNING 0.847 1.179 
2 This institution involves its employees in planning for the future 1.120 1.214 
3 This institution regularly conducts surveys to evaluate the quality of its 

programs and services 
0.642 0.751 

14 This institution analyzes complaints to determine appropriate remedial 
actions 

1.107 1.301 

15 Student input is systematically monitored and measured as a basis for 
improvement 

0.875 1.077 

17 This institution uses state and national data to compare its performance with 
that of other institutions 

0.473 0.734 

47 This institution plans carefully 0.874 1.217 
48 Employee suggestions are used to improve our institution 1.162 1.328 
49 The mission, purpose and values of this institution are familiar to employees 0.523 0.694 

8R5. What is the evidence that your system for 
Planning Continuous Improvement is effective? 
How do you measure and evaluate your planning 
processes and activities. 

The SFCC Report Card results are evidence that the 
college’s system for planning continuous improvement 
is effective. Furthermore, each measure is supported by 
survey results, percentile ranking and benchmarked data 
depending on the source of the information. For 
example, this year’s CQS indicated that SFCC ranked 
above the national norm for community colleges in all 

eight categories (top management leadership and 
support, employee training and recognition, employee 
empowerment and teamwork, strategic quality planning, 
quality and productivity improvement results, 
measurement and analysis, customer focus, and quality 
assurance. (See link for complete survey results.) 

Similarly, SFCC utilizes the results of the SSI and the 
NCCBP percentile ranking to determine overall 
institutional effectiveness. Planning processes, 
improvement activities and action plans are evaluated 
based on the SFCC Report Card results as well as the 

http://www.sfccmo.edu/Include/Planning%20Office/Reports%20Tab/Internal%20Reports/Campus%20Quality%20Survey/StFaircqs2012.pdf
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results of indicators identified in the college’s strategic 
plan.  

IMPROVEMENT (I) 

811. What recent improvements have you made 
in this category?  

The most significant improvements made in this 
category include the AQIP re-engineering process and 
restructuring as discussed in questions 8P3 and 8P4; the 
implementation of the BI tool for data gathering and 
analysis; development of the SFCC Report Card; and the 
development of a Resource Diversification Model to 
ensure long-term sustainability of college programs and 
services.  

 

 

 

 

 

 

 

812. How do your culture and infrastructure help 
you to select specific processes to improve and 
to set targets for improved performance results 
in Planning Continuous Improvement? 

Planning continuous improvement processes have 
matured significantly since the submission of the first 
Systems Portfolio in 2008. A thorough reading of the 
first Systems Portfolio indicates that while planning was 
systematic, it was somewhat reactive rather than 
proactive. The culture and infrastructure in place at this 
writing is proactive and supports the alignment and 
integration of planning processes throughout the college 
community and includes input from all internal and 
external stakeholders. 

As stated previously, targets will be set based on an 
annual review of the SFCC Report Card results and 
benchmarking data provided by the NCCBP and other 
relevant and reliable sources of comparison.  
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BUILDING COLLABORATIVE RELATIONSHIPS, 
CATEGORY NINE 
INTRODUCTION  

Since the 2008 Systems Portfolio, State Fair Community 
College has systematically focused on building 
collaborative relationships to expand programs and 
services throughout the college’s 14-county service area. 
To strategically align these efforts, SFCC developed a 
Resource Diversification Model (figure 8P6.1) that 
systematically enables and encourages all members of 
the college community to participate in developing 
innovative relationships and opportunities to increase 
funding or grow enrollment (questions 9P2, 9P3, 9P4, 
and 9P5). The college’s mission and vision established 
the direction for the partnerships, “SFCC will be an 
exemplary college dedicated to institutional 
effectiveness, strengthening community and 
partnerships….” The primary objective under Goal 4 of 
the college’s strategic plan is “To ensure programs and 
services are timely and responsive to the rapidly 
changing needs and demographics of the communities 
we serve” (question 9P6).  

Though the entire college community is engaged in 
integrating the Resource Diversification Model, the 
President and the Executive Leadership Team (ELT) are 
ultimately responsible for the systematic alignment of 
the model to ensure that the processes for building 
collaborative relationships continue to mature (question 
9P7). In 2008, the President reassigned a vice president 
to work exclusively on developing external partnerships 
with state agencies and business and industry. 
Subsequently, SFCC competitively secured nearly $10 
million (over four years) in new funding to offset six 
consecutive years of reduced state appropriations, 
including capital funding to build an alternative energy 
center achieved through complex partnerships with 
business and industry, state and federal funding 
agencies, local government entities, and private 
donations of in-kind support.   

Additionally, the integration of these new revenue 
sources and external partnerships has spawned 
opportunities to identify new markets of students and to 
expand course offerings. Using the alternative energy 
center as an excellent example, SFCC has developed 
new programs and courses related to alternative energy, 
including Renewable Energy Technology with an 
emphasis in biomass, solar and wind and short-term 
Skills Certificates in sustainable agriculture, structural 
welding and other related career fields. This alignment 
has allowed all of the college’s stakeholders to 
understand the “big picture” for how the alternative 
energy project increases revenue, opens new markets of 
students, and helps the college accomplish its mission 
and vision for the future.  

The college’s most significant collaborative partnerships 
since 2008 can be found in figure 9P1.1, and figure 
8P2.1, examples of long-term strategies. None of the 
collaborations shown in these figures have required the 
reallocation of operating funds or the reprioritization of 
reserve funds. In all cases, the collaborative relationships 
established in support of long-term strategies are 
sustainable and innovative and have the potential for 
additional revenue sources and enrollment growth in the 
future. Notably, collaborative relationships have been 
formed with the public schools in the college’s service 
area (question 9P1) as detailed in Category Three. Most, 
if not all, of these relationships are focused on “college 
readiness” programs and initiatives. More than $4 
million has been raised (over three years) from state and 
federal sources that support these collaborative efforts. A 
significant portion of the funding provides direct support 
to the sending schools throughout the college’s service 
area. In addition, strong collaborative relationships have 
been formed with other community colleges and four-
year public and private universities across the state of 
Missouri. For example, SFCC participates in an 
occupational therapy/physical therapy consortium in 

http://www.sfccmo.edu/pages/749.asp
http://www.sfccmo.edu/pages/1479.asp
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which five community colleges, in collaboration with the 
University of Missouri, offer courses, clinical rotations 
and programs on an alternating basis. All colleges share 
in the resources and the associated costs of providing 
these programs while meeting a statewide industry need.  

These projects have been systematically implemented 
and are aligned and consciously managed and evaluated 
for successful integration. SFCC has matured from 
being reactive to seeing the “big picture” (alignment) 
and integrated processes to maximize the collaborative 
partnerships that are created. As an institutional focus 
and priority, these collaborative efforts have allowed the 
college to expand programs and services even though 
current state funding is at the 1998 appropriation level 
with Missouri ranking 48th in the country for higher 
education spending per FTE.  

Future improvements include continued expansion of the 
college’s extended campus sites and the services and 
programs that are offered by improving collaborations 
with public and private partners that are located in these 
isolated rural communities.   

PROCESSES (P) 

9P1. How do you create, prioritize, and build 
relationships with the educational institutions 
and other organizations from which you receive 
your students? 

SFCC has charged one member of the professional staff 
with the task of building collaborative relationships with 
the college’s sending schools. The Director of College 
and Career Readiness works closely with SFCC 
administrators and professional staff to collaboratively 
build programs with teachers, administrators and staff in 
the public schools. 

Activities are prioritized and based on the identified 
needs of students from the sending schools. Once 
identified, funding is aggressively pursued to support the 
priorities. Figure 9P1.1 summarizes the most significant 
collaborations that have been established since the 
submission of the last Systems Portfolio. 

Figure 9P1.1 Significant collaborations since last 
Systems Portfolio 
Collaboration Purpose Sending 

organization 
Advantages of 
a College 
Education 
(ACE) 

Financial aid 
counseling 

14-county area 
high schools 

National 
Science 
Foundation 
(On Target) 

Prepares students 
interested in math, 
communication, and 
technology related 
fields 

Career centers, 
area high 
schools 

Expansion of 
dual credit 
programs and 
services 

Students complete 
college-level work 
prior to high school 
graduation 

14-county 
service area 
(31 high 
schools served) 

Regional 
BEST robotics 
competition 

Regional middle-, 
junior- and high 
school competition in 
Science, Technology, 
Engineering and 
Mathematics (STEM) 
related activities 

Midwest, 
regional 
schools 
(public/private) 

 
9P2. How do you create, prioritize, and build 
relationships with the educational institutions 
and employers that depend on the supply of your 
students and graduates that meet those 
organizations’ requirements? 

The ELT is primarily responsible for creating, 
prioritizing and building relationships with educational 
institutions and employers that depend on the supply of 
SFCC students and graduates. The process begins with 
an annual review of the college’s strategic plan and 
specific objectives are systematically developed. Often 
the objectives are in direct response to the 
stakeholder/partners with whom the college is working. 
When opportunities arise that have not been included in 
the strategic planning process, the ELT evaluates the 
effort in terms of the college’s mission and vision and 
makes appropriate recommendations to the Board of 
Trustees for its approval. 

SFCC works closely with area businesses and 
organizations to ensure that its students and graduates 
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are meeting their needs. An external advisory committee 
is formed for every career and technical program offered 
by the college. As mentioned in Category Three, a 
member and representative of business and industry was 
hired as the Dean of Technical Education and Workforce 
Innovation. The new dean has significantly improved the 
college’s relationships with small businesses, advanced 
manufacturing, renewable energy companies, and 
medical service providers. The dean is tasked with 
identifying priorities, pursuing new funding sources and 
evaluating programs and services to ensure the success 
of these programs. 

As noted in the introduction, the most significant 
business partnership created since the submission of the 
last Systems Portfolio is the Missouri Center for Waste 
to Energy – an externally funded project totaling more 
than $5 million. This project is a unique, community-
based and industry-led sustainable energy initiative that 
includes an alternative energy center, a small business 
incubator and training center focused on the 
development of waste (biomass) into alternative energy 
resources for the community. The Missouri Center for 
Waste to Energy is a public/private partnership 
involving multiple state agencies, the federal Economic 
Development Authority, utility providers, landfill 
companies, city and county officials, and local industry.  

In addition to strengthening relationships with employers 
throughout mid-Missouri, SFCC is involved in a 
statewide federally-funded grant that is focused on allied 
health programs (MoHealthWINs) which provided 
approximately $933,000 in funding to SFCC (over three 
years). A second statewide grant has been secured to 
support advanced manufacturing 
(MoManufacturingWINs) and has resulted in 
approximately $965,000 in funding (over three years). 
Both initiatives require the development of innovative 
course delivery systems; fast-tracked programming that 
allows students to enter the workforce in shorter 
timeframes; the development of stackable certificates 
and credentials for most training modules; and carefully 
articulated agreements between institutions to eliminate 
redundancy and move students efficiently and 

effectively through programs that are jointly offered by 
both two- and four-year institutions. 

Participation in these multi-million dollar statewide 
programs offers support to the college’s local industries 
and provides many opportunities to strengthen 
partnerships with other educational organizations.  

Additionally, the college has aggressively pursued close 
relationships with its nearby four-year college partners 
in order to provide seamless programs and services to 
students. For example, the college has joint admissions 
and reverse transfer agreements with University of 
Central Missouri and Central Methodist University, 
which has extended campus locations on four of SFCC’s 
campuses. The college also has a reverse a transfer 
agreement with Columbia College, an articulation 
agreement with Drury University, and is pursuing a 
collaborative relationship with University of Central 
Missouri to offer an aviation program at the college’s 
extended campus location at Whiteman Air Force Base.  

9P3. How do you create, prioritize, and build 
relationships with the organizations that provide 
services to your students? 

Members of the ELT, led by the President, are tasked 
with creating, prioritizing and building relationships 
with organizations that provide services for students. 
Once a need has been identified, the appropriate member 
of the ELT, working collaboratively with colleagues and 
stakeholders, is responsible for finding the necessary 
human and financial resources to address the student 
needs.  

An excellent example is SFCC’s partnership with 
Ellucian™, third-party higher education technology 
provider. With Ellucian’s support, SFCC consolidated 
educational and administrative technology services into 
a single unit in 2004, now called Educational 
Technology Services (ETS). Since that time the college 
has been able to effectively and efficiently provide state-
of-the-art campus technologies to employees and 
students while fully utilizing limited resources without 
increasing the percentage of the operating budget that is 
needed to fund campus technologies. Over the course of 

http://www.sfccmo.edu/pages/1446.asp
http://www.sfccmo.edu/pages/1446.asp


November 1, 2012 STATE FAIR COMMUNITY COLLEGE 

 

 

   Category Nine 116 
 

eight years, classroom technologies and online learning 
have grown by nearly 30 percent. However, the cost of 
technology has remained constant at 7 percent of the 
college’s total operating budget.  

ETS’s Return on Investment Activities Report  shows 
that from 2009 to 2012 SFCC’s return on investment in 
technology is more than $2,000,000. Return on 
investment is defined as any activity or undertaking that 
can be measured in terms of dollars saved, costs avoided 
or services rendered without cost.   

The college also gathers data from stakeholders by using 
normed surveys and comparative studies to determine, 
prioritize and respond to the services needed by its 
students.  

9P4. How do you create, prioritize and build 
relationships with the organizations that supply 
materials and services to your institution? 

Because of the variety of relationships that are required 
to ensure that appropriate materials and services are 
provided on a consistent basis, the Vice President for 
Educational and Student Support Services and the Vice 
President for Finance and Administration (in 
collaboration with other ELT members) are primarily 
responsible for creating, prioritizing and building 
relationships with the college’s vendors and suppliers. 

For example, when redesigning the college’s 
developmental studies program and focusing efforts to 
improve math, English and reading success and course 
completion, the Pearsons Learning MyLab products 
were central to curriculum development and course 
redesign. The product enhanced coursework enabling 
students to master modules before advancing to the next 
learning objective, and provide supplemental support to 
ensure student course completion. Pearsons Learning, a 
key vendor and educational partner, customized the 
textbooks to fit student learning objectives, packaged 
that customized textbook with the MyLab software at a 
discount to students, and provided tech support on 
ground, by phone and online, to students and training to 
staff. The company also provided professional 
development, on site and off site, for faculty. State 

statute and SFCC board policy dictates appropriate 
bidding processes and preparation of contractual 
arrangements with contractors and other service 
providers. 

Priorities are determined through the budgeting process 
and approved by the Board of Trustees during open 
sessions of regularly scheduled monthly meetings.   

9P5. How do you create, prioritize, and build 
relationships with the education associations, 
external agencies, consortia partners, and the 
general community with whom you interact?  

First and foremost, members of the ELT, professional 
staff and faculty are expected to serve on external 
boards, participate in consortia agreements and interact 
with the community at large on a routine basis. 
Participation in these efforts is evaluated during annual 
employee performance reviews, as mentioned in 
Category Four.  

All members of the college community are expected and 
encouraged to participate in associations that are of 
benefit to them and their service to students. SFCC pays 
for the membership in these associations and encourages 
employees to participate in at least one professional 
development opportunity every semester. 

The Missouri Community College Association (MCCA) 
is the primary professional development group available 
to community college employees. It is the most cost 
effective way to engage employees in professional 
development, peer-to-peer networking, and the 
identification and implementation of “best practices.” 
Under new leadership, MCCA is developing consortia, 
pursuing funding for statewide collaborations and taking 
the lead on building partnerships that are resulting in 
new sources of funding for faculty, staff and students. 
SFCC is one of only a few colleges in the state that pays 
the annual fee in order for employees to participate and 
benefit from MCCA membership. Consequently, SFCC 
has been involved in nearly every consortia opportunity 
and partnership that has been created by MCCA in the 
last few years. 

http://www.sfccmo.edu/Include/Planning%20Office/Systems%20Portfolio/Category%209/ETS%20ROI.pdf
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Relationships with external agencies are created and 
prioritized based on the needs of the college’s 
stakeholders. For example, the Missouri Department of 
Public Safety and Office of Homeland Security asked 
SFCC to assist with the development of online 
interoperability communication training courses for 
4,000 emergency management volunteers statewide. 
SFCC entered into an agreement with the state agency to 
develop course content with appropriate certifications 
delivered in the fall 2012 semester.  

As referenced in Category One, SFCC is involved in a 
statewide occupational therapy/physical therapy program 
hosted and partially funded by the University of 
Missouri. This consortia consists of five community 
colleges statewide, which share programs, clinical 
locations and staffing in a scheduled rotation that trains 
students to meet the needs of medical service providers 
across the state. 

9P6. How do you ensure that your partnership 
relationships are meeting the varying needs of 
those involved? 

The SFCC Report Card (referred to in previous 
categories) monitors customer satisfaction (employee, 
student and employers). The results of the surveys 
distributed to the stakeholder groups are analyzed and 
strategies and objectives are revised or developed 
annually to ensure that SFCC is meeting or exceeding 
the needs and expectations of everyone involved. 

External partnerships are evaluated based on the 
requirements and scope of work included in formal 
contractual arrangements. SFCC hired a full-time grants 
and contracts administrator in 2011 to ensure that the 
requirements are met and that funding (if applicable) is 
appropriately managed and allocated in a timely manner.  

As mentioned in Category One, the college is in the 
process of developing a comprehensive employer 
satisfaction survey that will further ensure that SFCC is 
meeting the needs of the communities and stakeholders 
it serves. 

9P7. How do you create and build relationships 
between and among departments and units 
within your institution? How do you assure 
integration and communication across these 
relationships? 

SFCC’s organizational structure is frequently redesigned 
in order to meet the rapidly changing needs of students 
and employees. For example, in late 2008, SFCC 
combined Educational Services and Student and 
Academic Support Services under the supervision of one 
vice president rather than two. This redesign 
significantly improved the relationships and 
communication between the two largest departments at 
the college. As a result, programs and services are being 
streamlined and interdepartmental processes and services 
are systematically improved to better serve the needs of 
students and eliminate redundant work on the part of 
employees. 

Additionally, members of the ELT represent all of the 
departments and units on the Sedalia campus, as well as 
the four extended campus locations. Every member of 
the ELT is tasked with building relationships between 
and among units and departments, formally and 
informally. Quality groups, hot teams, and standing 
committees are cross-representational. It is a requirement 
(included in all group charters) that employees who 
should be part of any specific decision-making process 
related to their areas are represented. 

The three deans and five division chairs are responsible 
for ensuring that integration and timely communication 
across units, divisions and departments is consistently 
achieved. 

Additionally, the college’s organizational structure 
includes employee associations for faculty, professional 
staff and classified staff. The purpose of these 
associations is to create and build relationships among 
these employee groups and promote communication.  

As mentioned in Category Five, the Marketing and 
Communications office has developed an internal 
communication plan that is comprehensive and defines 
levels of communication that are based on functional 

http://www.sfccmo.edu/Include/Planning%20Office/Doing%20Quality%20Right/Report%20Card%20v080212.pdf
http://www.sfccmo.edu/Include/MarComm/InternalCommunicationPlan_4_10.pdf
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requirements including formal, informal, high-level, 
mid-level, time-sensitive or urgent (see figure 9P7.1). 

Figure 9P7.1 Abbreviated communication plan matrix 
Communication Audience Level 
Weekly President’s 
Pen 

Employee 
oriented 

High level 

Social networking 
modalities 

Employee and 
student oriented 

Mid level 

Stall Street Journal Student oriented Informal/mid 
level 

Summer newsletter 
to all employees 

Employee 
oriented 

High level 

mySTAR 
announcements 

Student and 
employee 
oriented 

Multiple 
levels 

RESULTS (R) 

9R1. What measures of building collaborative 
relationships, external and internal, do you 
collect and analyze regularly? 

SFCC collects qualitative and quantitative data and 
conducts formative and summative evaluations to 
measure the effectiveness of the collaborative 
relationships that exist externally with stakeholders and 
internally between units, departments and divisions 
involving students and employees within the college (see 
figures 9R1.1 and 9R1.2). When possible, SFCC 
benchmarks data with the National Community College 
Benchmark Project (NCCBP) and analysis of national 
comparisons provided by the Student Satisfaction 
Inventory™ (SSI), Campus Quality Survey™ (CQS) and 
Community College Survey of Student Engagement 
(CCSSE). 

 

 

 

 

Figure 9R1.1 Measures of external collaborative 
relationships 
Qualitative and quantitative measures of external 
collaborative relationships 
Qualitative data 
• Testimonials from students and stakeholders 
• SFCC Foundation director membership, length of 

service and advocacy 
• Board of Trustees membership, length of service and 

advocacy 
Quantitative data 
• Number of public and private partnerships created 
• Gifts made to the SFCC Foundation 
• Number of successful state grants and contracts 

acquired 
• Local tax support 
• Number of annual contracts for new job projects for 

business and industry training funded by the state of 
Missouri, Department of Workforce Development 

• Number of attendees participating in community 
events held on campus annually 

• Number of student internships created with local 
businesses 

• Transfer data 
• Academic preparedness for incoming students 
• Percent of students from regional high schools who 

attend SFCC 
 

Figure 9R1.2 Measures of internal collaborative 
relationships 
Qualitative and quantitative measures of internal 
collaborative relationships 
Qualitative data 
• SFCC Connect one-on-one sessions, as detailed in 

Categories Four and Five 
• Informal and formal communication venues for 

employees 
• Informal and formal communication options with 

student 
• Employee performance reviews, as detailed in 

Category Four  
Quantitative data 
• Campus Quality Survey™ (employee satisfaction) 
• Student Satisfaction Inventory™  
• Community College Survey of Student Engagement 
• Program review, as mentioned throughout the 

Systems Portfolio  
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9R2. What are your performance results in building your key collaborative relationships, external and 
internal?  

Quantitative measures, indicated in figure 9R1.1, are used to measure results with external partners in figure 9R2.1.  
 

Figure 9R2.1 Sample of quantitative results for external relationships 
Relationship Result 
Public/private partnerships  
 Missouri Center for Waste to Energy $5 million in funding 
 The Kemper Campus/City of Boonville $1 million renovation of new educational center 
Gifts made to the SFCC Foundation Average transfer of $750,000 annually for scholarships, programs, 

services (see Category Two) 
 McLaughlin’s Downtown Educational Center $500,000 facility for expanded services and community outreach 

programs 
 Estate gifts Approximately $1 million received in 2011-2012  
State grants and contracts  
 Interoperability communications courses Provided $200,000 in technology upgrades 
 Pin Oak Lodge renovation Provided $400,000 in equipment for construction management 

programs 
Local tax support $.416 per $1000 in assessed value 
New job projects 46,689 employees, 46 companies, $766,272 invested 
Community participation in public events 150,000 annually 
Student internships with local businesses 640 completed since 2008 

Internal Relationships 
SFCC conducts the CQS every other year. The survey 
provides a snapshot of employee perceptions on quality 
at a given point in time. The instrument was developed 
by adapting categories used in the prestigious Baldrige 
Award and the Presidential Award for Quality to fit the 
educational environment. The survey examines eight 
major components of a quality management system 
which measures many aspects of internal relationships 
and communication systems referred to as “customer 
focus.”  

When comparing SFCC’s overall average “how it is 
now” ratings with those of two-year colleges, SFCC 
ratings are higher in all eight quality categories as shown 
in figure 9R2.2. Each category speaks to the intense 
focus and energy that has been placed on building 
positive internal relationships between and among 
employees. 

 
 

Figure 9R2.2 Campus Quality Survey “how it is now” 
ratings for all eight quality categories 
Quality category Two-

year 
colleges 
“how it 
is now” 

SFCC 
“how 

it is 
now” 

SFCC 
compared 

to two-
year 

colleges 
Strategic Quality 
Planning 

3.229 3.589 +.360 

Employee 
Empowerment and 
Teamwork 

3.343 3.592 +.249 

Top Management 
Leadership and 
Support 

3.332 3.518 +.186 

Measurement and 
Analysis 

3.368 3.544 +.176 

Customer Focus 3.402 3.543 +.141 
Quality and 
Productivity 
Improvement Results 

3.309 3.449 +.140 

Quality Assurance 3.307 3.376 +.069 
Employee Training 
and Recognition 

3.176 3.227 +.051 
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The CCSSE measures student engagement and the 
quality of relationships and interactions between 
students and faculty. SFCC ranked above the CCSSE 
cohort in active and collaborative learning; student-
faculty interaction; support for learners; students 
participating in skills labs; and student participation in 
computer lab work.  

Areas needing improvement in terms of student 
engagement include several aspects of active learning 
opportunities and career counseling. 

The SSI is distributed every other year and in the year 
that the Campus Quality Survey™ is not given. The last 
survey was distributed in fall 2010 showing the 
following results related to the effectiveness of the 
internal partnerships that have been formed. Student 
participants were asked to rate their overall satisfaction 
with their educational experience at SFCC. Results in 
figure 9R2.3 show 77 percent of students were very 
satisfied, satisfied or somewhat satisfied. Moreover, 78 
percent of respondents reported that they would 
definitely yes, probably yes or maybe yes enroll at SFCC 
if they were able to “do it over again.” 

Figure 9R2.3 Student Satisfaction Inventory summary 
items, 2010 
Item SFCC 

result 
Rate your overall satisfaction with your 
experience here thus far. 
1=Not satisfied at all 
2=Not very satisfied 
3=Somewhat dissatisfied 
4=Neutral 
5=Somewhat satisfied 
6=Satisfied 
7=Very satisfied 

5.38 
 

1% 
2% 
5% 

11% 
18% 
45% 
14% 

All in all, if you had to do it over, would you 
enroll here again? 
1=Definitely not 
2=Probably not 
3=Maybe not 
4=I don’t know 
5=Maybe yes 
6=Probably yes 
7=Definitely yes 

5.58 
 

3% 
3% 
4% 
9% 

11% 
34% 
33% 

 

9R3. How do your results for the performance of 
your processes for Building Collaborative 
Relationships compare with the performance 
results of other higher education institutions 
and, if appropriate, of organizations outside of 
higher education.  

External Data 
There are minimal data for making comparisons on 
external collaborative relationships. However, the most 
significant and relevant comparison is the SFCC 
Foundation’s successful fundraising activities as a 
function of the external partnerships that are created. As 
shown in figure 9R3.1, the foundation’s assets are nearly 
$10 million, the largest of all rural community colleges 
in Missouri and among the largest of those institutions 
reporting in bordering states (last conducted survey 
Missouri Department of Higher Education (MDHE) 
Survey, 2007-2008). 
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Figure 9R3.1 Foundation assets, 2002-2012 

 
Additionally, SFCC is ranked number one in Missouri 
for local tax support, external funding and affordable 
tuition and fees, which is a key indicator of success 
relative to the collaborative relationships that have been 
created with funding agencies, individual donors, 
business and industry, local tax payers, and federal 
agencies.  

Internal Data 
The CQS longitudinal data has been collected since 
2006. The 2012 survey shows significant improvement 

in all eight categories. SFCC rated above the national 
norm for two-year colleges related to “how it is now” 
and “how it should be” regarding the effectiveness of the 
college’s “customer focus.” 

As illustrated in figure 9R3.2, the results of this year’s 
CQS show the college’s overall performance in reducing 
the gap between “how it is now” and “how it should be” 
is 0.833 which is smaller than  the two-year college 
performance gap of 0.989. 

Figure 9R3.2 Campus Quality Survey 2012 – “Customer Focus” results 

 

 $4,922,832  

 $5,046,371  

 $5,637,140  

 $5,812,797  

 $8,137,164  

 $9,214,997  

 $8,934,482  

 $7,153,041  

 $8,290,553  

 $10,306,514  

 $9,929,946  

2002

2003

2004

2005

2006

2007

2008

2009

2010

2011

2012

Foundation Assets 

0.833 

0.934 

0.989 

3.543 

3.472 

3.402 

4.376 

4.406 

4.391 

0 0.5 1 1.5 2 2.5 3 3.5 4 4.5 5

SFCC

All Institutions

Two-Year Colleges

Customer Focus 

How It Should Be How It Is Now Performance Gap
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IMPROVEMENT (I) 

9I1. What recent improvements have you made 
in this category? How systematic and 
comprehensive are your processes and 
performance results for Building collaborative 
Relationships? 

In 2011, the President hired a Dean for Technical 
Education and Workforce Innovation who has more than 
20 years of experience in business and industry, lean 
manufacturing process, project management, and 
leadership development. His specific expertise focuses 
on building industry partnerships, developing training 
that supports workforce and economic development and 
building sustainable and productive programs that are 
relevant and purposeful for the external constituents the 
college serves. While SFCC processes have been 
somewhat systematic, the new dean is leading the 
college’s efforts to bridge the gap between training and 
education and the needs of business and industry.  

The dean has improved communication with business 
and industry, specifically by hosting a monthly 
Manufacturers’ Roundtable where the training needs of 
business and industry are vetted and developed as a 
collaborative effort between the college and area 
manufacturers. 

In April 2012, SFCC and University of Central Missouri 
(UCM) signed an agreement to make it easier for 
students to transfer between the two schools. SFCC 
students will be granted junior status in UCM 
undergraduate programs if they have completed the 
Associate of Arts or Associate of Arts in Teaching 
degree from SFCC. UCM will accept all college-level 
credit from SFCC, though some credit may be elective 
credit; UCM students may transfer credits for course 
work earned at UCM to SFCC in order to complete some 
requirements for an associate degree; and students at 
SFCC and UCM may participate in a dual admission 
program in which they may transfer from one institution 
to the other, alternate enrollment between the two 
institutions or co-enroll in both institutions at their 
discretion.   

The joint effort between SFCC and UCM is consistent 
with Missouri’s efforts to aid student retention and make 
education more accessible to students through legislation 
that enables them to more seamlessly transfer credits 
between two-year and four-year institutions. 

For a year, faculty and administrators from SFCC and 
UCM visited each institution, finding ways to work 
together to serve students. Such efforts have 
strengthened relationships between faculty at the 
program level who worked together to revise and update 
several transfer agreements. They developed transfer 
guides, giving students assurance that the courses they 
take at each institution will transfer to the other. 

An outgrowth of the agreement has been the 
development of a program in which an academic advisor 
from UCM spends at least one day each week on the 
SFCC campus working with students who intend to 
transfer to UCM.  

9I2. How do your culture and infrastructure help 
you to select specific processes to improve and 
to set targets for improved performance results 
in Building Collaborative Relationships. 

SFCC’s culture and infrastructure has significantly 
matured in the last three years to include campuswide 
data-informed decision making relative to institutional 
processes and the effectiveness of the work that has been 
done. Silos across the institution have been removed; 
communication has improved between units and 
departments; and AQIP projects require employee 
participation and engagement at all levels and from 
across the entire institution.    

Targets for improvement are based on the results of 
qualitative and quantitative data. Current improvement 
priorities focus on workforce innovation and economic 
development opportunities throughout mid-Missouri. 
Therefore, current partnerships are developed to address 
the needs of the communities the college serves. For 
example, the small town of Boonville, Missouri (about 
45 minutes from the Sedalia campus) owns an 
abandoned military school (renamed The Kemper 
Campus), which was built in the late 1800s. The vision 



November 1, 2012 STATE FAIR COMMUNITY COLLEGE 

 

 

   Category Nine 123 
 

of the city officials is to renovate the campus as an 
educational center for rural communities in Cooper 
County, as well as for those in bordering counties. SFCC 
is partnering with the city of Boonville to develop a 
Community Development Corporation that will provide 
funding for the renovation of the entire facility. SFCC’s 
organizational structure and commitment to continuous 

quality improvement allows the administration to pursue 
and successfully implement these types of initiatives. 
The college’s culture of data-informed decision making 
and responsiveness to the communities it serves is 
fundamental in terms of being adaptable and flexible in a 
rapidly changing environment. 
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