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Glossary of Terms 
 
AA – Associate of Arts 
AFA – Associate of Fine Arts 
AS – Associate of  Science 
AAS – Associate of Applied Science  
AASC - Academic Affairs and Standards Council 
AIRUM – Association for Institutional Research – Upper 

Midwest 
AQIP – Academic Quality Improvement Program 
ASHE – Association for the Study of Higher Education 
APR – Academic Program Review 
ASL – Assessment of Student Learning 
BOT – Board of Trustees 
BSC – Balanced Scorecard 
C3 – Cabinet/Council/Committees 
CARE – Collaboration Among Rochester Educators  
CAT - Classroom Assessment Techniques 
CCO - Common Course Outlines 
CCSSE – Community College Survey of Student 

Engagement 
CI – Continuous Improvement 
CIP – Classification of Instructional Programs 
CIPs – Continuous Improvement Plans 
CLC - Comprehensive Learning Center 
CM – Core Measure 
COPE – Construction-Occupancy-Prevention-Exposure 
CPIS – College Performance Improvement System 
CQIN – Campus Quality Improvement Network 
CQS – Campus Quality Survey 
CTL – Center for Teaching and Learning 
D2L – Desire2Learn 
DARS – Degree Audit Record System 
DM – Discrete Measure 
DOER – Department of Employee Relations 
ETS – Educational Technology Service 
FIDG - Faculty Instructional Development Grant 
FTE – Full-Time Equivalent 
FTF – Futures Task Force 
F/W/D – Failed/Withdrew/Dropped 
FY – Fiscal Year 
GRAUC – Greater Rochester Advocates for Universities 

and Colleges 
HIT – Health Information Technology 
HLC – Higher Learning Commission 
IPEDS – Integrated Postsecondary Education Data 

System 
IPP – Integrated Planning Process 
IR – Institutional Research 
ISRS – Integrated Student Record System 
IT – Department of Information Technology 
ITS – Information Technology Systems 
ITV – Interactive Television 
KPI – Key Performance Indicator 
LIFT – Leadership Investment For Tomorrow 
LLC – Learner Life Cycle 
LOR – Learning Object Repository 

LTL - Learning Technology Liaison 
MBNQA – Malcolm Baldrige National Quality Award 
MCQ – Minnesota Council for Quality 
MnQIP – Minnesota Quality Improvement Program 
MnSCU – Minnesota State Colleges and Universities 
MnTC – Minnesota Transfer Curriculum 
MQA – Minnesota Quality Awards 
MVV – Mission, Vision, Values 
NCA – North Central Association 
NCCBP – National Community College Benchmark 

Project 
NCES – National Center for Education Statistics 
PAC – President’s Advisory Council 
PCS – Purchasing Control System 
PDCA – Plan-Do-Check-Act 
PDP – Professional Development Plan 
PTK – Phi Theta Kappa 
PSEO – Post Secondary Enrollment Options 
PSOL – Priorities Survey of Online Learners 
RAQC – Rochester Area Quality Council 
RCTC – Rochester Community and Technical College 
RAMSP – Rochester Area Math Science Partnership 
RHEDC – Rochester Higher Education Development 

Committee  
ROC – Rochester Off-Campus (Charter School) 
RPS – Rochester Public Schools 
RRT – Rapid Response Team 
SAD – Solve and Dissolve (Committee) 
SENSE –  Survey of Entering New Student Engagement 
SLS – Student Learning System 
SMU – St. Mary’s University 
SPP – Strategic Planning Process 
SQL – Structured Query Language 
SR – Service Review 
SSD – Student Success Day 
SSI – Student Satisfaction Inventory 
STAR – Student Testing Advising and Registration 
SWIFT – StateWide Integrated Financial Systems  
TBD – To Be Determines/Developed 
TELEPro – Technology Enhanced Learning 

Environments Project 
UCR – University Center Rochester 
WF2020 – Workforce 2020 
WSU (WSU-RC) – Winona State University – Rochester 

Center 
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Organizational Profile     
 
P.1 Organizational Description 
 
a. Organizational Environment 
 
a(1) Educational Programs and Services.  Rochester 
Community and Technical College (RCTC) was founded 
in 1915 on a motion by Dr. Charles Mayo to the 
Rochester School Board. RCTC is Minnesota’s oldest 
community college and one of the nation’s oldest, original 
community colleges.  The College is a member of the 
Minnesota State Colleges and Universities system 
(MnSCU).  With 32 institutions including 25 two-year 
colleges and seven state universities, MnSCU is the 
largest single provider of higher education in the State of 
Minnesota.  MnSCU is governed by a 15 member Board 
of Trustees appointed by the Governor and confirmed by 
the Senate. The College President reports to the MnSCU 
Chancellor.  RCTC is located in Rochester Minnesota, a 
center for medicine, technology and biosciences, and is a 
premier world destination for development of 
individualized medicine. In a recent study done by 
renowned sociologist and economic development guru 
Richard Florida in The Atlantic, Rochester was listed as 
No. 1 in his list of 20 metros with the fastest-growing 
jobs, with projected job growth of 12-plus percent.  
Kiplinger’s Personal Finance Magazine recently named 
Rochester as #6 in its “10 Best Cities for the Next 
Decade.”  Kiplinger’s search focused on “prosperous, 
innovative” places that specialize in out-of-the-box 
thinking.  Rochester’s robust economy relies upon several 
strong foundations: Mayo Clinic, IBM, agriculture, and 
hospitality industries. The city has consistently landed 
near or at the top of several “Most Livable Cities” lists.   
   
RCTC serves approximately 8,300 students in credit-
based enrollments and 3,000 persons in contract and non-
credit/ open enrollment courses.  The College offers over 
70 credit-based programs with more than 130 credential 
options in the areas of liberal arts, allied health, business, 
services, and technical career pathways.  RCTC’s largest 
programs include liberal arts, nursing, Health Information 
Technology (HIT), and business.  The College grants a 
number of awards to students meeting academic 
requirements (Figure P.1-1).   
 
A variety of delivery approaches are utilized to support 
student learning.  These include face-to-face, applied labs, 
online, interactive television delivery, internships, on-the-
job training, clinical, and cohort.  RCTC is one of the 
MnSCU’s systems largest providers of online learning 
which now accounts for twenty-one percent of all credits 
sold.  A variety of educational partnerships are also in 
place to provide learning opportunities for students and 
stakeholders.  These include diverse articulation 
agreements with other higher education providers, 
affiliate programs with the Mayo School of Health 
Sciences, the University of Minnesota and an updated 
“Path to Purple” agreement with Winona State University.   
The College’s Business and Workforce Education 

Department provides customized training and continuing 
education to serve targeted industries and incumbent 
workers.  The College also offers diverse community-
based educational programs for youth and seniors. 
 

College Awards Granted 
Associate in Arts (A.A.) 
Associate in Science (A.S.) 
Associate in Applied Science (A.A.S.) 
Associate in Fine Arts (A.F.A.) 
Diplomas 
Certificates 

Figure P.1-1 – Awards Granted 
 
In addition to the 70 programs of study, RCTC offers 
diverse student and development services (advising, 
counseling, financial aid, admissions, tutoring, disability, 
and other services).  The College also offers a 
comprehensive Student Life program including ten varsity 
sports, student government, over 40 clubs, art, theatre, and 
music programming.  The College is annually rated in the 
top ten in the nation in several sports.  Since 2000, RCTC 
athletics has won two DIII National Junior College 
Athletic Association (NJCAA) football and one woman’s 
basketball championships.  The Men’s Basketball team 
has finished second in the nation the past two years. 
Additionally the College offers other services like 
Goddard Library, Business Office, Bookstore, Food 
Service, Student Health Services, Campus Security, the 
Echo Student Newspaper, career counseling, technology 
support/help desk and a comprehensive Academic 
Support Center and Learning Center. 
 
a(2) Vision and Mission.  The College culture is unique 
in that it is a comprehensive community college with the 
feel of a university environment by virtue of the 
University Center Rochester (UCR) partnership further 
discussed in Pb(1).  The RCTC culture is best expressed 
in the signature statements (Figure P.1-2). 
 
a(3) Workforce Profile.  RCTC is one of the region’s 
largest employers with approximately 540 employees 
including 150 full-time and 146 part-time/adjunct faculty.   
The College workforce also includes 223 
support/professional staff and 12 administrators.   
Twenty-six percent of employees are 55 years of age and 
older.  The average age is 47.  A significant percentage of 
the staff will reach retirement age in the next ten years.   
The average length of service is twelve years.   Of the 540 
employees, 5.3% of faculty and 7% of staff/administrators 
are persons of color.  Approximately 80% of all full-time 
faculty have a master’s degree or higher.  The College has 
established a values-based competency model guiding 
RCTC’s efforts to attract and retain talent (Category 
Five).  RCTC was one of eight local organizations to 
receive the Alfred P. Sloan Award for Business 
Excellence in Workplace Flexibility in 2011 and 2009. 
This prestigious national award honors organizations of 
all sizes and all types that are using flexibility as a 
strategy to increase workplace effectiveness. 
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Signature Statements 
Vision Rochester Community and Technical College 

will be a universal gateway to world class 
learning opportunities. 

Mission Rochester Community and Technical College 
provides accessible, affordable quality learning 
opportunities to serve a diverse and growing 
community 

Values Learner-Centered, Excellence, Innovation, 
Teamwork, Respect, and Fun 

Value Pro-
position 

Improve Student Lives 

Strategic 
Strengths  

1. Educational, Business and Community 
Partnerships: Pathways to Transfer Skills 
and Credits 

2. Outstanding Faculty Fostering Relevant and 
3. Engaged Learning 
4. Welcoming and Distinctive Campus 

Offering a Robust Learning Environment 
Core 
Outcomes 

1. Communication:  Students will read, write, 
speak and listen professionally. 

2. Critical Thinking:   Students will think 
systematically by integrating skills and using 
a variety of appropriate resources and 
methods. 

3. Global Awareness, Diversity:  Students 
will demonstrate understanding of and 
respect for human diversity through their 
words and actions. 

4. Civic Responsibility:  Students will 
understand larger social issues, demonstrate 
social responsibility, and contribute to 
positive community change through civic 
engagement. 

5. Personal and Professional Accountability:  
Students will take ultimate responsibility for 
achieving their educational and personal 
goals. 

6. Aesthetic Response:  Students will make 
and support personal judgments from an 
informed perspective. 

Standards 
of 
Excellence 

1. Welcome stakeholders with warmth and 
enthusiasm, and maintain a safe and 
respectful environment. 

2. Be a positive representative of RCTC. 
3. Meet the needs of our stakeholders by 

exceeding their expectations. 
4. Follow College guidelines for 

communication. 
5. Protect confidentiality. 
6. Build positive and supportive relationships. 
7. Take pride in campus facilities. 
8. Welcome feedback for continuous 

improvement. 
Figure P.1-2 – RCTC Signature Statements 
 
a(4) Assets.  RCTC is a University Center Rochester 
(UCR) partner.  Often referred to as 1-2-1, UCR 
represents the State of Minnesota’s largest public higher 
education system (MnSCU), where two institutions 
(Rochester Community and Technical College and 
Winona State University Rochester (WSU), share one 

campus.  These two institutions comprise what is called 
the Learning Alliance, which serves approximately 
12,000 credit and non-credit students annually.  The 
Learning Alliance brings together a spectrum of program 
offerings and career pathways that range from certificates 
to doctorate degrees, all which can be completed from 
start to finish on the UCR campus.  RCTC is the legal 
authority and landlord of the campus.  The unique UCR 
model creates unique organizational relationships and 
collaborative structures to advance higher education 
including the Greater Rochester Advocates for 
Universities and Colleges (GRAUC) and the UCR 
Advisory Council. Each advocates, guides, and advances 
the UCR partnership. Each meets on a regular cycle to 
discuss the region’s needs.  GRAUC was established in 
1987, and now is the leading advocate for advancing 
innovation, growth, and excellence of public higher 
education in the greater Rochester area. It has been vital 
to the establishment of UCR and obtaining capital 
bonding and sales tax funding for campus development in 
the past twenty years. 
 
The UCR campus includes 20 buildings with 739,527 
square feet of building inventory on 518.5 acres of land, 
making it one of the largest campuses in MnSCU.  Since 
1996, RCTC has leveraged more than $50M in campus 
development through capital bonding dollars, local sales 
tax proceeds and partnerships.  The following projects 
have been completed since 2000:  UCR Regional Sports 
Center; youth sports complex including six football, seven 
soccer, and 11 baseball/softball fields; $9M Technology 
Enhanced Learning Environments Project (TELEPro); 
intercampus roadway system; Horticulture Technology 
Center; Health Sciences Center; low income primary care 
migrant medical/dental clinic; the Rochester Regional 
Stadium and Bubble; an Eco parking lot; the Green Pipes 
Project; and the UCR Welcome Center. 
 
Since 1983, the City of Rochester has had a local option 
sales tax. The current voter-approved sales tax has a rate 
of 0.5 percent and over the years has provided tens of 
millions of dollars in investment in numerous projects that 
have made the community safer, economically stronger 
and a vital regional center for the State of Minnesota.  In 
1999, UCR was the recipient of $20M of the $72M in 
local sales tax revenue which was earmarked for co-
developed athletic and recreational facilities for college 
and community use.  In 2005, Rochester residents voted 
once again to extend the sales tax that provided for an 
additional $8M for co-development projects.  This year, the 
City of Rochester is asking the legislature to extend its sales tax 
authority by an additional $160M, including $26.5M for higher 
education projects.  Elements of the extension would include the 
Career and Technical Education Center at Heintz 
(CTECH) and Science, Technology, Engineering, 
Mathematics (STEM) Village. The CTECH project will 
provide a collaborative use of space for expansion of 
secondary career and technical programs on the 
University Center Rochester Campus with significant 
opportunities for articulations with post-secondary 
providers like RCTC and WSU.  The STEM Village 
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includes a state-of-the art resource center with 
instructional materials, science lab, meeting spaces and 
classrooms for educators and students from K-12, RCTC 
and WSU.  The extension would also support Phase III of 
Rochester Regional Stadium, which will help position the 
community to host regional, state and national sporting 
events   
 
The UCR Master Site Plan envisions future co-
development and will focus efforts in the 2011 and 2012 
legislative sessions, on getting several “already in design” 
projects currently on the MnSCU Board-approved list 
funded.  The College will continue to work for system-
wide Higher Education Asset Preservation Repair 
(HEAPR) funds for maintenance of existing buildings.  A 
2011 Capital Bonding request is for the Workforce Center 
Co-location Project.  This $8.5M project calls for the 
design, construction, furnishing and equipping a 22,800 
gross square foot addition and minor remodeling to the 
Heintz Center. The project consists of an addition to 
house a Workforce Center for the DEED agency, a new 
east building entrance and administrative offices, and 
space for a central steam absorption chiller plant and 
equipment to be connected to the existing Olmsted 
County Waste-to-Energy district steam system.  In 2012 
capital bonding funding for the next major academic 
facility on campus is planned. 
 
a(5) Regulatory Requirements.  As noted in P.1(a), the 
College is part of the MnSCU System and is governed by 
a 15 member Board of Trustees and the  laws, policies, 
and financial regulations of the system and the State of 
Minnesota.  RCTC is accredited by the Higher Learning 
Commission (HLC).  The College participates in the 
HLC’s Academic Quality Improvement Program (AQIP).  
This is a quality-based, Baldrige-like accreditation 
process operating on a seven-year reaffirmation cycle.  In 
2008, RCTC, participated in a Quality Check-Up visit and 
received a Quality Check-Up Report as part of its 
reaffirmation of accreditation this year.  Several of the 
College’s programs are also nationally accredited by 
various accrediting agencies (Figure P.1-3).  In 2011, 
RCTC is part of an AQIP/Baldrige pilot whereby the 
Minnesota Quality Award application and Feedback 
Report serve as the principle accreditation documents. 
 
b.  Organizational Relationships 
 
b(1)  Organizational Structure.  RCTC operates in an 
environment of shared governance and has a robust 
Organizational Leadership and Shared Governance 
System (Figure 1.1-1).  This structure focuses on 
empowering employees; aligning resources and creating a 
student-centered, customer-focused learning environment.  
The Organizational Leadership and Shared Governance 
System is composed of integrated groups that include 
college leadership, shared governance and meet and 
confer groups, the Student Senate, and other key 
stakeholder organizations.  College leadership is divided 

into five divisions all led by a senior level administrator 
reporting to the College President and is known as the 
Leadership Cabinet.  The Leadership Council is 
composed of the Cabinet members plus four Academic 
Deans.   
 

RCTC Accrediting Agencies 
The Higher Learning Commission 
American Dental Association Commission on Dental 
Accreditation 
Commission on Accreditation of Allied Health Education 
Joint Review Committee on Education in Radiologic 
Technology 
National League for Nursing Accrediting Commission 
Commission on Accreditation for Health Informatics and 
Information Management Education (CAHIIM) 
Commission on Accreditation of Allied Health Education 
Programs (CAAHEP) 
American Veterinary Medical Association 

Figure P.1-3 – Accrediting Agencies 
 
The College has several collective bargaining 
relationships (Figure P.1-4).  In addition to the shared 
governance groups and leadership, the system also 
includes six all-college committees.  Each committee is 
co-chaired by a senior cabinet member and a faculty/staff 
member chosen by the committee.  Each month, the 
College’s Leadership Council and committee co-chairs 
“C3” meet to share, update, and make recommendations.    
 

Collective Bargaining Groups 
Minnesota State College Faculty (MSCF) 
American Federation of State, County, Municipal 
Employees (AFSCME), Council 5 
Commissioner’s Plan 
Minnesota Nurses Association (MNA) 
Middle Management Association (MMA) 
Minnesota Association of Professional Employees (MAPE) 
Personnel Plan for MnSCU Administrators 

Figure P.1-4 – Collective Bargaining Relationships 
 
The College has diverse partnerships to advance higher 
education, improve the quality, promote community 
development, and foster student success.  These include 
partnerships with the Rochester Public Schools, the 
Rochester Area Math Science Partnership (RAMSP), 
Mayo Clinic, Mayo School of Health Sciences, and 
Rochester Area Chamber of Commerce, Workforce 2020 
Coalition, the Continuous Quality Improvement Network 
(CQIN), the Rochester Area Quality Council, Minnesota 
Council for Quality (MCQ) and other community and 
business organizations.  This is only a partial list of 
partners and RCTC’s community involvements.  Most of 
the College’s technical programs have well-established 
advisory committees that meet regularly to keep programs 
current with industry needs. 
 
b(2) Customers.  The College has identified eight key 
student segments (Figure P.1-5).  The College has 
diverse listening and learning methods (Figure 3.1-2) 
used across the student life cycle to ascertain the common 
and unique needs, expectation, requirements and levels of 
satisfaction of its diverse students and stakeholders.  
These student segments and their requirements are 
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described in detail in Figure 3.2-4.   Approximately 17% 
of learners are students of color.   Fifty-five percent of fall 
enrollees are full-time.  RCTC is a leader in online 
education with 21% of enrollment coming from this 
strategic focus.   
 
b(3) Suppliers and Partners.  The College has identified 
twelve key stakeholder and partner/supplier segments 
(Figure 3.2-5).  Partnerships also play a key role in the 
College’s Student Learning System (Category 6).  
Partners, suppliers and collaborators are inexorably 
integrated into Level 1, 2 and 3 processes at differing 
points.  Key Teaching and Learning processes include 
partnership development, academic program development 
and review and assessment of student learning.  The 
College also collaborates on other processes including 
facilities, marketing, and information technology with 
Winona State University in support of the Learning 
Alliance.  Additionally, other initiatives like “Path to 
Purple” have been created to recruit and retain students 
between the two institutions.  RCTC also collaborates 
with diverse higher education and K-12 partners to build 
transfer articulations, career pathways, and other bridging 
options to facilitate student success.  
 
P.2 Organizational Situation 
 
a. Competitive Environment 
 
a(1) Competitive Position.  RCTC has a strong market 
position.  This fall, enrollment was consistent with last 
year.  Fall headcount is approximately 6,250 students, an 
all-time high in the College’s history.  The College has 
78% Top-of-Mind Awareness (TOMA) in a 30-mile 
radius of campus.  This compares to the Minnesota 
School of Business (MSB) with 15% and WSU with 43%.  
Additionally, the College’s legacy status with 
approximately 60% of area residents indicating that they 
or a member of their immediate family have attended 
RCTC in the past strengthens the brand.   RCTC has 
several competitors:  MSB, Riverland Community 
College (Albert Lea, Austin and Owatonna), and MN 
State College – Southeast Technical (Red Wing & 
Winona).    
 
a(2) Competitiveness Changes.   Factors that determine 
the College’s success relative to its competitors include 
course and program variety, overall value, credit 
transferability, and access to technology.  These are 
attributes rated most important by the citizenry of the 
greater Rochester area each year.   RCTC’s strategic 
strength (core competency) of partnerships have given the 
College a differential competitive advantage by 
establishing it as the place to go to get a head start, 
complete or obtain retraining.  As tuition increases, new 
populations are accessing a community college education 
and recognizing the value for the investment.  A growing 
segment includes persons who have some college.   
 
The College’s Collaboration Among Rochester Educators 
(CARE) with the Rochester Public Schools creates 
pathways allowing high school students to get a “jump 
start” on their college education through programs like 
Post Secondary Education Options (PSEO) and the free 

Summer Bridge program which enables students to 
complete required developmental courses before fall.  
These efforts help to sustain and grow market share.  
Campus development, technology investments and further 
branding of the College as a destination site for 
educational, recreational, and cultural events will 
strengthen the college position.  Approximately 55% of 
residents in a thirty-mile radius are on campus at least 
once in a year.  Other factors influencing the College’s 
long-term success include the ability to leverage the brand 
strengths of Mayo and IBM, capitalize on the potential of 
the Learning Alliance, enhance and continue to cultivate 
community partnerships, and utilize the full power and 
capacity of TELEPro (IT infrastructure).   
 

Key Market 
Segments Key Requirements 

High School 
Graduate and 
Young Adults 

�  Nearly all of the faculty are 
knowledgeable in their fields 

�  There is a good variety of courses 
provided on this campus 

�  I am able to experience intellectual 
growth here 

Workforce 
Learners 

�  User satisfaction 
�  Employer satisfaction  
�  High efficiency in knowledge delivery  

Prior College 
and Adult 
Learners 

�  I am able to experience intellectual 
growth here 

�  Faculty provides timely feedback about 
student progress in a course 

�  Program requirements are clear and 
reasonable 

Pre-College 
Learners  

�  Nearly all of the faculty are 
knowledgeable in their fields 

�  There is a good variety of courses 
provided on this campus 

�  Faculty provides timely feedback about 
student progress in a course 

Lifelong 
Learners 

�  Value for the money  
�  Overall organization of events 

Employers/ 
Organizational 
Learners 

�  Efficiency of educational delivery 
�  Specific educational outcomes  
�  Overall value for tuition dollars 

Online 
Learners 

�  Registration for online courses is 
convenient 

�  Student assignments are clearly defined 
in the syllabus 

�  Faculty provides timely feedback about 
student progress 

Under-
represented 
Groups 

�  Program requirements are reasonable 
�  Students are made to feel welcome 
�  Library resources and services are 

adequate 
Figure P.1-5 Key Market Segments and Requirements 
 
a(3) Comparative Data.  Comparative information is 
available from the MnSCU ITS Management Reports 
website and data warehouse, system Accountability 
Dashboard, Balanced Scorecard and other sources.  The 
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College also has access to comparative data and 
information through its participation in nationally-normed 
surveys including the Integrated Postsecondary Education 
Data System (IPEDS), the Noel-Levitz Student 
Satisfaction Inventory (SSI), Community College Survey 
of Student Engagement (CCSSE), Survey of New 
Entering Student Engagement (SENSE), the Priorities 
Survey of Online Learners (PSOL), etc.  Comparative 
information is also available through the National 
Community College Benchmarking Project (NCCBP).  
 

Strategic Advantages Strategic Challenges 
Diverse and Talent-Driven 
Community in a Thriving 
Economic Environment 

Global Economic 
Downtown and 
Fundamental 

Collaborative and Progressive 
Campus that Leverages 
Resources 

Change in Funding Model 
 

Reputation for Innovation and 
Commitment 

Labor Agreements and 
Relationships 

 Staying Progressive and 
Leveraging Change 

 Changing to a More 
Service-Oriented Culture 

Figure P.2-1 – Strategic Advantages and Challenges 
 
b.  Strategic Context 
 
RCTC’s strategic plan includes 10 goals organized around 
the five MnSCU strategic directions.  Goals are aligned 
with four Balanced Scorecard (BSC) perspectives:  
learning and growth, internal processes, students and 
stakeholders and resources.  The strategic plan is shown 
as a Strategy Map in Category 2.  The College tracks 40+ 
core measures each aligned to a goal and tracked on the 
Strategic Dashboard.  College goals are (Figure 2.1-4) 
aligned with the MnSCU strategic plan and the 
Accountability Dashboard.  Strategic goals are developed 
considering the College’s unique strategic challenges, 
advantages (Figure P.2-1) and strategic strengths (Figure 
P.1-2).   The College has an annual budget of $38M with 
$103M in local economic impact.  To create alignment 
and deepen the culture of continuous improvement, each 
year all college academic and service departments engage 
in Academic Program Review (APR) or  Service Review.  
Then, using the Integrated Planning Process (IPP), 
continuous improvement plans are established with 
accompanying resource requests.  These plans are then 
linked to Level 1, 2 and 3 processes and departmental 
measures that support division strategies and college 
goals.  The College has three AQIP “vital few” action 
plans focused on Better Serving Stakeholders, 
Strengthening the Capability of the Workforce and the 
First Year Experience (FYEX) of students. 
 
c. Performance Improvement System 
 
The College Performance Improvement System (Figure 
P.2-2) is a framework built on key concepts including 
shared governance, strategic and integrated planning, 
listening to and learning from key stakeholders, 

assessment, innovation, continuous improvements, and 
accountability within an environment of systems and 
process thinking.  This system embeds a Plan-Do-Check-
Act approach and the use of data to drive innovation, 
improvement and action across the institution.  These 
concepts are detailed as follows:  Organizational 
Leadership and Shared Governance System (Category 1); 
Strategic and Integrated Planning (Category 2); the 
Listening and Learning and the Student Life-Cycle 
(Category 3); BSC (Category 4); and the Student 
Learning System (Category 6) Level 1, Level 2, and 
Level 3 processes.  Since 1996, the College has actively 
participated in the MQA, AQIP, CQIN and Baldrige 
programs.  The College benchmarks with many leading 
organizations.  Collaborative Innovations and 
benchmarking with CQIN Learning Partners 
Is detailed in Item 3.2-3 
 

 
Figure P.2-2 – Performance Improvement System 
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Category 1 - Leadership 
 

1.1 Senior Leadership 
 
a. Vision, Values and Mission 
 
1.1a(1) Vision and Values.  Rochester Community and 
Technical College (RCTC) is committed to continuous 
improvement, as is embodied in the College’s values of 
excellence and innovation.  RCTC began its quality journey 
in 1992 when the former Minnesota Riverland Technical 
College identified continuous improvement as a goal in its 
strategic plan.  Since 1996, the College has participated in 
the Minnesota Quality Awards (MQA) program in 1996, 
1999, 2000 and 2009; and the Malcolm Baldrige National 
Quality Award (MBNQA) in 2004, 2005, 2006 and 2007.  
In 2001, the College requested and was granted permission 
to participate in a special emphasis Baldrige-like re-
accreditation process by the North Central Association 
(NCA) Higher Learning Commission (HLC) using the 
Baldrige Performance Excellence Criteria. In 2002, RCTC 
became a member of HLC’s Academic Quality 
Improvement Program (AQIP) that provides a Baldrige-
based process to guide the College’s ongoing accreditation 
efforts using a continuous quality improvement-based 
approach.  This dynamic approach requires annual activities 
and reporting as opposed to episodic reviews once every 
five to ten years.  The College’s commitment to continuous 
improvement is evidenced by dedication to self-assessment 
as a means to plan, innovate and improve.   
 
RCTC senior leaders set and deploy strategic directions and 
goals through multiple systems including the College 
Performance Improvement System (Figure P.2-2), 
Organizational Leadership and Shared Governance System 
(Figure 1.1-1), Student Learning System (Figure 6.1-1), 
Strategic Planning Process (SPP) in Figure 2.1-1, Integrated 
Planning Process (IPP) in Figure 2.2-1, Balanced Scorecard 
(Category 4) and diverse communications mechanisms 
(Figure 1.1-2).  Feedback reports from the MBNQA, the 
Minnesota Council for Quality (MCQ) and HLC/AQIP have 
benefited SPP and IPP processes by highlighting strengths, 
opportunities for improvement, and challenges.  Each year, 
the Leadership Cabinet and Council reviews and modifies 
the strategic goals and divisional strategies as a kick-off step 
for the IPP.  This ensures that goals and division-level 
strategies continue to be important to the College’s 
sustainability.  
 
The Organizational Leadership and Shared Governance 
System (Figure 1.1-1) is composed of integrated groups that 
include college leadership, shared governance and meet and 
confer constituencies, the Student Senate, and other key 
stakeholder organizations.  RCTC Leadership is divided into 
five divisions all reporting to the College President: 
Academic Affairs (formerly called Teaching and Learning), 

Student Affairs and Strategic Operations, Finance and 
Facilities, Human Resources, Information Technology,.  The 
College leadership team includes the Leadership Cabinet, 
Leadership Council, and the Cabinet/Council/Committees 
(C3).  The members of the Leadership Cabinet are the 
President, Vice President for Academic Affairs, Vice-
President of Finance and Facilities, Chief Human Resources 
Officer, Chief Information Technology Officer, and Chief 
Student Affairs and Strategic Operations Officer.  The 
Leadership Council comprises the Cabinet members plus the 
four Academic Deans.  
 
The College’s Organizational Leadership and Shared 
Governance System includes meet and confer and shared 
governance groups that exist by contractual agreement to 
provide a forum for exchange of views between faculty/staff 
and administration in determination of campus operations, 
policy, and planning prior to final decision making.  These 
groups are depicted in Figure 1.1-1 in red.   All-college 
committees are depicted in the blue.  The College’s all-
college committee structure is complimented by sub-
committees, task forces, ad-hoc groups, and other rapid 
response teams and are depicted in yellow.  RCTC’s 
Cabinet/Council/Committees is referred to as “C3,” and 
aligns with the Minnesota State Colleges and Universities 
(MnSCU)  Board of Trustees committee structure.  C3 
membership includes college leadership, and faculty and 
staff.  Each committee is led by a senior cabinet member 
and a faculty/staff co-chair chosen by the committee.   C3 
meets monthly as a clearinghouse for committee, sub-
committee, task force, and other ad hoc groups to share 
issues and focus on major topics affecting the College.  This 
year, a common five-step values-driven and outcomes-based 
meeting structure was adopted by C3 committees to ensure 
continuity and consistency between committees and a focus 
on values and outcomes.   
 
The College also has the RCTC Foundation that is governed 
by a separate Board of Directors; the Foundation’s 
Executive Director reports to the College President.  The 
Foundation supports college goals and has a mission that 
enhances student access to college through fund raising and 
scholarship efforts.  Other aspects of the organizational 
leadership and shared governance system are fully outlined 
in the Organizational Profile P.1b(1).   
 
1.1a(2)  Promoting Legal and Ethical Behavior.  RCTC is 
a member of the Minnesota State Colleges and Universities 
System (MnSCU) and adheres to State of Minnesota laws 
and system policies.  RCTC is part of an annual financial 
reporting and auditing process conducted by the MnSCU 
Office of Internal Auditing.  Periodically, the College also 
participates in other legislative or agency-sponsored audit 
activities (e.g., financial aid, health and safety, wireless 
technology, etc.).   There are also various laws and policies 
governing ethical behavior as outlined in 5.1b(2).  Annually,  
in the Campus Quality Survey (CQS) the College asks 
faculty and staff to assess ethical behaviors in two 
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questions:  1)  Senior leaders foster and model an ethical 
work environment; and 2) Faculty and staff demonstrate 
ethical behavior in decisions, actions and stakeholder 
interactions.  Results are reported in Category 7.4. 
 
1.1a(3)  Creating a Sustainable Organization.  The 
Organizational Leadership and Shared Governance System 
promotes a grass roots structure that embraces 
empowerment of faculty as well as staff and alignment of 
resources to a student-centered, continuous improvement 
and customer-focused learning community.  College leaders 
reinforce college strategic directions, goals and values 
through the Integrated Planning Process (IPP) Figure 2.2-1 
which links academic and service area self-assessment, 
continuous improvement planning and aligns resources to 
our vision, mission and values (signature statements) in 
Figure P.1-2.  The IPP also integrates a Balanced Scorecard 
(BSC) approach to managing and tracking college 
performance.  The strategic plan is shown as a Strategy Map 
in Category 2.  RCTC tracks 40-plus core measures (CMs) 
each aligned to a college goal and dynamically tracked on 
the BSC.  College goals are (Figure 2.1-4) aligned with the 
MnSCU strategic plan and the Accountability Dashboard.  
The BSC (Figure 4.1-1) includes College- and Cabinet-
level dashboards to monitor and track college performance.  
The IPP requires annual self-assessment and empowers 
academic and non-academic departments to identify 
initiatives, strategies, and actions which support college 
goals and division strategies.  Departments must be agile 
and focus both on college strategic directions and the unique 
needs of their key customers, students, and stakeholders.  
IPP activities create�a culture focused on continuous 
assessment, continuous improvement, innovation and 
performance results.   
 
The College declared an AQIP vital few project entitled 
“Better Serving Stakeholders.”  The intent is to improve 
customer service leading to greater levels of satisfaction and 
engagement of students and stakeholders.  In 2010, three 
initiatives focused on service were implemented.  The first 
is was the opening of the UCR Welcome Center.  The 
Welcome Center created an inviting front door environment 
for campus visitors, prospective students and students to 
have an improved customer experience in a warm, relaxed 
and friendly place fostering purposeful and guided 
interactions.  The second initiative was training on customer 
service.  Over 200 staff participated in “Connections Now” 
training that included twelve online modules focused on 
customer service.  The online line modules were enhanced 
in face-to-face sessions that included group activities led by 
teams of internal facilitators to foster the transfer of 
learning.    Finally, a Rapid Response Team representing a 
cross discipline, cross functional representation of faculty 
and staff developed “Standards of Excellence.”  These 
standards established expectations and guidelines for service 
at the College.  
 

The College fosters organizational learning through its 
Student Learning System (SLS) in Category 6 by using a 
variety of approaches including orientation sessions for new 
faculty and staff conducted at the beginning of each 
semester, focused Staff Development Day events, and other 
development activities that are further outlined in Category 
5.  Additionally, the College is establishing a performance 
management system that aligns employees’ annual 
performance reviews with individual professional 
development plans, the College’s competency model and 
other evaluative standards.  RCTC offers a wide array of 
leadership development opportunities including Leadership 
Greater Rochester, Leadership RCTC, and the Luoma 
Leadership Academy further outlined in Category 5. RCTC 
also has a variety of  programs in place including Best Bee, 
Shining Stars, and a newly implemented effort patterned 
after a Ritz Carlton best practice called “WOW stories.”  In 
2009, the College established  “The Collaborative,” in 
which  college committees with invited guests went through 
four learning sessions over a five month period.  Each team 
identified an opportunity for improvement and then went 
through a problem solving process based on one used by 
Toyota to establish strategies and actions to encourage 
innovation and improvement.  A second round of “The 
Collaborative” is planned in the 2011-2012 academic year.  
Each year, a team participates in the Continuous Quality 
Improvement Network (CQIN) Summer Institute.  Prior to 
the Summer Institute, the team participates in 4 to 5 pre-
institute learning sessions.  After the event, the team 
chooses project(s) to plan and implement based on Institute 
learning and identified best practices.   This past August, the 
team traveled to Walt Disney World with corporate sponsors 
the Disney Institute, NASA, and Baldrige recipient--the City 
of Coral Springs.  The focus was Leadership and creativity.  
The team is considering projects including leadership 
development and onboarding.   
 
The College recognizes a need to develop a succession 
planning strategy and is represented in a Minnesota State 
Colleges and Universities system sub-committee on 
succession.  The sub-committee is part of a Strategic 
Workforce Group whose goal is to attract, retain and 
develop employees to meet current and future educational 
needs.  The succession sub-committee has established a 
seven-step framework with potential for local application.  
 
b.  Communication and Organizational Performance 
 
1.1b(1)  Communication:  The College uses diverse 
communications tools including the College Crossings, Chat 
With the President, Open Mike, Budget Buzz, the 
Banterings (a Strategic Operations newsletter), the Beehive 
Notice, signature cards (which outline the college vision, 
mission, values, core outcomes, etc.), strategic planning 
documents and blog, and presentations at staff meetings.  A 
complete listing is found in Figure 1.1-2.   Additionally, in 
order to ensure immediate emergency communication for 
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both students and employees, the College launched the 
STAR Alert Emergency Notification System.   
 
Labor/Management, meet and confer and shared governance 
forums provide for an exchange of views between 
faculty/staff and administration in determining campus 
operations, policy, and planning.  Although final approvals 
are made by the President (with consultation with the 
Cabinet/Council; see Figure 1-1.1 white box), these forums 
provide a means of  communicating and ensuring leadership 
accountability for management actions related to collective 
bargaining agreements, fiscal accountability and the 
protection of stakeholder interests.   
 
The Minnesota State College Faculty (MSCF) Shared 
Governance Council (General Matters) and MSCF 
Academic Affairs and Standards Council (Curriculum), are 
groups that ensure accountability and a balance of interests 
within the organizational leadership and governance system.  
Similar strategic and operational dialogues occur with 
American Federation of State, County, Municipal 
Employees (AFSCME) Labor/Management and Minnesota 
Association of Professional Employees (MAPE) Meet and 
Confer Committees.  The UCR Advisory Council and the 
Greater Rochester Advocates for Universities and Colleges 
(GRAUC) bring an external view and promote and provide 
for other stakeholder interests.  
 
The College’s Organizational Leadership and Governance 
System include active and monthly dialogue with students at 
Student Senate/Leadership Cabinet meetings.  The Student 
Senate comprises officers and representatives from 
chartered clubs.  The College has a long history of 
partnership with students since the formation of the Student 
Council in 1921.  
 
This robust organizational leadership structure allows 
college leaders to share information, gather input, gain 
support, initiate two-way communications, receive 
recommendations, and balance value for all key student and 
stakeholder groups--including key customer segments, 
stakeholders, partners, and suppliers on a weekly or monthly 
basis; it also allows for an exchange of views, meet and 
confer, and sharing of dialogue to gain input about needs, 
expectations and the requirements of the college’s diverse 
community.  College leadership deploys strategic directions 
and goals in support of its signature statements (values) 
through these leadership bodies.   
 
In addition to the structured shared governance processes, 
the College also provides an on-line “Comment Card” 
pathway for stakeholders to share compliments and 
concerns anonymously via the Internet.  This process does 
not supersede any formal grievance procedure, but, rather, 
makes available another tool for comments to be received 
by the Office of the President.  All comments are logged, 
categorized, and routed to the appropriate 
person/department for investigation/follow-up (See 3.1b(3). 
 
Last year President Supalla implemented a series entitled 
Chat with the President.  The purpose of these sessions was 

to provide an avenue for faculty and staff to visit with 
President Supalla on campus issues and share ideas. There 
are no agenda, no presentations, just chat.  The Vice 
President for Academic Affairs  holds similar sessions 
called “Open Mike.” 
 
1.1b(2)  Focus on Action.  The College identifies strategic 
directions and goals linked to core measures in Figure 2.2-1 
via leadership meetings and as part of it SPP, IPP and BSC 
processes.  For example, each Cabinet member has 
participated in a process to create dashboards with measures 
that are part of the College dashboard and other measures 
linked to Level 1, 2, and 3 processes that comprise the 
Student Learning System (SLS) (Figures 6.1-1).  To further 
cascade these processes, create alignment and embed a 
culture of accountability and continuous improvement, each 
year all the College’s academic and service departments 
engage in Academic Program Review (APR) or Service 
Review (SR).  Then, departments submit IPP requests in the 
form of Continuous Improvement Plans (CIPs) with planned 
strategies.  All strategies are linked to Level 3 departmental 
processes and related Core Measures (CMs) that are used to 
track performance.  Each academic and service department 
has a dashboard of Core Measures (CMs) that are 
strategically and operationally aligned.  As part of the IPP, 
all departments submit mid-year and end-of-year reviews as 
to progress achieved.  
 
The College’s participation in the Academic Quality 
Improvement Program (AQIP) requires a declaration of vital 
few projects.  The identification of these projects derives 
from institutional research, stakeholder survey findings and 
strengths and opportunities highlighted in previous feedback 
reports from the Minnesota Council for Quality, the Higher 
Learning Commission, Malcolm Baldrige National Quality 
Award and other sources.  
 
 In the Strategic Planning Process (SPP), the College 
conducts an Organizational Review and Program Analysis 
Process to examine findings and establish strategic focus.   
For example, the College declared Better Serving 
Stakeholders as one of its vital few projects.  The Strategic 
Operations Committee has established a strategy map with 
eight strategies and multiple actions to guide the 
improvement of service efforts.  To date these efforts have 
resulted in actions including the establishment of service 
attributes, design of a Welcome Center, the Collaborative, 
new committee meeting process, the Buzz Box, and Gesture 
of Goodwill initiatives.   Similar efforts are underway with 
other committees.   
 
The AQIP process operates on a seven year reaffirmation of 
accreditation process.  Each year, the College must report on 
its progress on its vital few projects.  The College can retire 
projects and add new ones each year, thus keeping a 
constant focus on improvement.  
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As noted above, last year the College has launched an 
initiative called “The Collaborative.”  This process was a 
Mayo Clinic best practice that the College has benchmarked 
and adapted to its environment.  The Collaborative creates a 
year-long approach focused on improvement, innovation, 
and problem solving efforts on challenges and opportunities 
the College is facing.  The approach is deployed through the 
C3 all-college committee structure.  Each committee selects 
an area of focus based on research and feedback report 
findings; it then undertakes a structured process of learning, 
sharing and making positive change.  All committees will 
participate in four learning sessions complemented by work 
between these learning events using an enhanced plan, do, 
check, and act methodology based on the Toyota problem 
solving process.  Committees can collaborate with other 
committees and invite other employees and content experts 
to participate in the process.  A feature of all learning 
sessions is the ability of all faculty and staff to participation 
in keynote presentations that are part of each learning event. 
 
1.2  Social Responsibility  
 
a. Organizational Governance 
 
1.2a(1)  Governance System.  The College addresses the 
impact on society of its programs, services, and operations 
in several ways.  The first approach is through accreditation.  
RCTC has both institutional and programmatic 
accreditation.  The HLC accredits RCTC at the institutional 
level.  The last major review was conducted in the spring of 
2001.  Since that time, RCTC has joined the Academic 
Quality Improvement Program (AQIP).  AQIP is designed 
for institutions seeking a more dynamic and Baldrige-like 
approach to accreditation.  Being a member of AQIP 
requires yearly activities and reporting on a seven-year 
cycle.  In addition, the College has a number of specialized 
program accreditations (Figure P.1-3). 
 
The College also has implemented key practices to ensure 
legal, safety, risk management and equity (Figure 1.2-1).  
Legal requirements are monitored and managed by the 
Office of the President.  Each institution can access and use 
MnSCU General Counsel and is assigned a liaison in the 
State Attorney General’s Office to assist college leadership 
in operational, health, safety, and other legal matters.  The 
MnSCU General Counsel assists the campus in interpreting 
policies, procedures, and matters of State law, and provides 
legal and ethical training for the employees.  College 
operations are governed by state statutes and 
policies/procedures developed by the Office of the 
Chancellor and approved by the Board of Trustees.  Risk 
management assessments are conducted by Construction-
Occupancy-Prevention-Exposure (COPE) in conjunction 
with the Finance and Facilities Office. Human Resources 
and Finance and Facilities Offices assure compliance for the 
responsibilities of health, ethic, workplace safety, 
affirmative action and equity.   
 

The College has also established a Emergency Operations 
Plan to address campus emergencies including 
chemical/hazardous substance spills, civil protest, criminal 
or violent behavior, gas leaks, fire, flood, aircraft down on 
campus, death on campus, etc.  This has been done to 
protect students, faculty and staff, stakeholders, and the 
general community from any potential adverse impacts that 
college operations may have on the Rochester area.  
 
1.2a(2)  Performance Evaluation.  Annually the Office of 
the Chancellor conducts an assessment on the performance 
of the President.  The 360-degree multi-rater process 
includes surveying a list of key constituency groups.  These 
constituents include members from the student body, 
bargaining unions, subordinates, peers and community 
leaders.  In addition to the survey, the President submits to 
the Chancellor a list of achievements from the previous 
year, and a work plan for the upcoming year.  Upon 
completion of the survey summary, the Chancellor meets 
individually with the President to review the assessment 
materials. 
 
Locally the Leadership Cabinet and Council members 
follow a similar 360-degree multi-rater process for annual 
performance reviews, which includes surveying 30-50 
stakeholders mutually agreed upon between the Leadership 
Cabinet member and the President.  In addition to the 
stakeholder assessment feedback, each Leadership Cabinet 
member submits to the President individual self-
assessments, summaries of achievements related to College 
goals, and goals for the next fiscal year.  The process also 
requires Cabinet members to address performance levels for 
measures on divisional dashboards.  The President meets 
individually with each Leadership Cabinet member to share 
the findings, discuss areas for improvement and mutually 
agree upon the divisional goals for the next years.   Both the 
Presidential assessment and Leadership Cabinet assessment 
processes have been in place for several years.   
 
b.  Legal and Ethical Behavior 
 
1.2b(1) Legal Behavior, Regulatory Behavior and 
Accreditation.  The College addresses its legal 
responsibilities and impact of its operations on the greater 
Rochester area through the management of a variety of 
compliance processes (Figure 1.2-1).  Each categorical 
responsibility identifies processes, practices, measures and 
goals/targets.  RCTC is fully accredited by the Higher 
Learning Commission of the North Central Association of 
Colleges and Schools. RCTC also holds occupationally 
specific accreditation in a number of its programs. 
 
1.2b(2)  Ethical Behavior.  RCTC employees are required 
to adhere to ethical obligations and a code of conduct 
established by Minnesota State Statute 43A.38.  This Code 
of Conduct includes an obligation for reporting and 
investigating fraudulent or dishonest acts.  The law, policies 
and procedures are included on the college web site, in the 
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employee online handbook, and shared through training at 
staff development days.  See Category 5 for additional 
information. 
 
Annually, in the Campus Quality Survey (CQS) the College 
asks faculty and staff to assess ethical behaviors in two 
questions:  1)  Senior leaders foster and model an ethical 
work environment; and 2) Faculty and staff demonstrate 
ethical behavior in decisions, actions and stakeholder 
interactions.   
 
c. Support of Key Communities 
 
1.2c(1)  Societal Well-Being.  RCTC is a major employer 
and steward of the greater Rochester region.  Additionally, 
we contribute greatly to the economic and social impact of 
the region.  Each year approximately 55% of persons 18-49 
visit campus each year for educational, cultural, recreational 
and social activity.  The campus has become a major 
destination for activities that support the quality of life in the 
region.  The College has approximately $104M of economic 
impact each year on the region.  Additionally, nearly 80% of 
students attending the College will, upon completion, live 
and work in the area.  The campus is also a place for area 
youth and their families as a major site for youth 
recreational sports.  On any given weekend in fall or spring 
literally thousands are on campus attending events.   
 
1.2c(2)  Community Support.  RCTC is active in the 
greater Rochester area.  This involvement is wide and 
diverse, with activity targeted in community organizations, 
service organizations, and in initiatives focused at 
supporting populations of people with identified needs.  
College leaders, faculty, and staff serve in a number of local 
organizations and on local boards including the Rochester 
Area Chamber of Commerce, Workforce 2020 Coalition, 
the Rochester Diversity Council, Leadership Greater 
Rochester, Rochester Rotary Clubs, Rochester Area Quality 
Council (RAQC), Rochester Arts Council, Boys and Girls 
Club, Intercultural Mutual Assistance Agency, Family Y, 
Rochester Area Math Science Partnership (RAMSP), and 
others.  Seventy-two percent of those volunteering do so at 
six or more hours per month.  In addition to support for 

organized groups, college faculty and staff are engaged in 
other community stewardship efforts including the United 
Way, Paws and Claws, Victim Services, American Red 
Cross, Salvation Army, Christmas Anonymous, Habitat for 
Humanity, and others.  Each year, RCTC collects Teddy 
Bears from faculty, staff, and friends of the college, and 
donates them to the Olmsted County Sheriff’s Office and 
the Rochester Police Department, who in turn share them 
with other local agencies who come upon children in need 
of a “friend” for comforting during a traumatic situation 
(automobile accident, domestic violence situation, etc.). 
  
Key college communities, including those that focus on 
higher education, complement college strategic directions 
and goals, and/or provide services to potential student 
populations or groups.  Partnerships are a strategic strength 
of the College.  The College is heavily involved with 
organizations whose purpose is to advance the economic 
vitality and quality of life in the greater Rochester area.  As 
a community college, part of our mandate is to broadly meet 
the diverse needs of the community and to serve as a 
resource to the community and the region.  The College has 
active partnerships and staff representation with area 
organizations that serve targeted or under-served 
populations; it is active in organizations that promote 
educational, cultural, recreational and social opportunities 
for area youth, and is a founding member and has played an 
active role in the Rochester Area Quality Council.  The 
Council has brought diverse programming to campus 
advancing quality, innovation and continuous improvement 
in the community.  The College has been active with the 
Chamber of Commerce supporting annual initiatives, 
providing support, and co-sponsoring community-wide 
planning programs like “Learn. Do. Earn,” and Workforce 
2020.  
 
This fiscal year the College is tracking attendance and in-
kind contributions for co-sponsored events to better measure 
its social and cultural impact.  In the past year, the college 
has played host to significant events including graduation 
ceremonies for the three public high schools, is home of the 
Rochester Chinese School, and sponsors/hosts the Relay for 
Life. 
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 Figure 1.1-1 – Organizational Leadership and Shared Governance System 
 
 

Figure 1.1-2 Communications Mechanisms 
 

Communications Types Frequency Student Stakeholder 
College Websites Ongoing X X 
Hobsons Connect and Retain (VIP Pages) Ongoing X  
Facebook Ongoing X X 
Ask Sting Ongoing X  
The Echo (Student Newspaper) Monthly X X 
The Stinger Weekly X  
All-College and Student Email Ongoing X X 
Kiosks and Message Boards  Ongoing X X 
College Publications Ongoing X  
Electronic and Other Surveys Periodic X X 
YouTube Ongoing X  
Student Advising and Registration (STAR) Sessions Ongoing X  
STAR Alert -  Emergency Communications As Needed X  
Comment Cards Ongoing X X 
College Crossings Newsletter  Weekly  X 
Health Buzz Periodic X X 
Advisory Committees Varies   X 
Annual Report to the Community Annual  X 
Baldrige Banterings Periodic  X 
Staff Development Day Workshops Periodic  X 
Teaching and Learning Briefings Periodic  X 
Open-door policies Ongoing X X 
State-of-the-College Presentations Periodic  X 
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Responsibility Process Practices Measures Goal/Target 

Legal  College Policy 
Development 

Legal 
Consultation 

Compliance with State Law Compliance 

Risk Management  Risk Management Insurance 
Reviews  

COPE Review Findings No Findings 

Ethics College Policy 
Development 

Human Resources  Adherence to Policy No Ethical Violations 

Equal Education 
and Employment 
Opportunity and 
Affirmative Action 

Affirmative 
Action/Diversity  
 
American’s With 
Disabilities Act 
Title IX 

Access 
Searches 
 

Compliance to Standards 
Grievances 
Investigations 
Office of Civil Rights Review 
Complaints 

Compliance 
0 
0 
No Findings 
No Findings 

Health and Safety Parking/Security 
 

Right to Know 
 
 
Campus Security 
 
Workplace Safety  

Participation in Right to Know 
Training 
 
Crime Reports 
 
 

99% All Maintenance Staff 
Trained 
 
No more than 1 incident 
per year 
Yearly Walk Around  

Critical Incident Parking/Security Critical Incident 
Planning 

Number and Type of Incidents  0 

Accreditation Institutional 
Assessment 

Continuing 
Accreditation 

Full Accreditation – No 
Finding 

No Findings 

Fiscal 
Accountability 

Budgeting and 
External Financial 
Reporting 

System Audits Clean Audit - No Significant 
Findings 

Clean Audit 

Figure 1.2-1 – Societal Responsibilities
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Category 2 – Strategic Planning 
 
2.1 Strategy Development  
 
a.  Strategy Development Process 
 
2.1a(1) Strategic Planning Process.  The College 
adopted a multi-phase (Figure 2.1-1) Strategic Planning 
Process (SPP) in 2000.  In this same year the College 
adopted its signature statements that include its vision and 
mission statements (Figure P.1-2).   Strategic planning is 
conducted on a three-year cycle.  The strategic plan is 
implemented in the College through the Integrated 
Planning Process (IPP).  The SPP and IPP have two foci: 
one strategic, the other operational (Figure 2.1-1).  The 
outer ring of the circle highlights key phases or the 
strategic components of the process.  The inner ring of the 
circle highlights the steps comprising the annual IPP 
process used to establish continuous improvement plans 
and determine resource--that is, budget--allocations.  The 
SPP and IPP are a major component of the College’s 
Performance Improvement System (CPIS) depicted in 
Figure P.2-2.  The IPP is an annual process that 
facilitates the development of program and department 
Continuous Improvement Plans; the SPP, on the other 
hand, will be replicated every two or three years and will 
guide long-term planning.   
 

 
 
Figure 2.1-1 – Strategic Planning (SPP) and Integrated 
Planning Processes (IPP) 
 
In 2000, RCTC became a member of the Academic 
Quality Improvement Program (AQIP) of the Higher 
Learning Commission (HLC).  This Baldrige-like process 
supports continuing accreditation and the College’s 
commitment to continuous assessment, learning, 
innovation and improvement; it requires three “vital few” 

active projects.  The current AQIP Vital Few Action 
Projects include:    
 

�  Strengthening the Capability of the Workforce  
�  Better Serving Stakeholders  
�  First Year Experience  

 
The alignment of these projects to college goals are 
depicted in gold on the strategy map and noted in red text.  
Every four years, a team from the college attends an 
AQIP Strategy Forum to reaffirm its commitment to the 
AQIP process.  Since introducing the SPP many 
improvements have been made (Figure 2.1-2).   
 
Strategic 
Planning 
Cycle 

Strategic Planning Process 
Improvements 

2004 �  Improved the process for selecting participants 
in strategic planning.   The 2004 planning 
cycle achieved better representation among 
internal and external stakeholders. 

�  Improved cycle time for the SPP  from 18-
months by reducing the number of process 
steps and phases.  

�  Refined the process to reflect the five distinct 
phases (Figure 2.1-1).   

�  Created the Integrated Planning Process (IPP) 
to link strategic planning with continuous 
improvement planning and resource 
alignment.  In 2004, a recommendation was 
made and accepted to establish six college 
values (Figure P.1-2).   

2007 �  Introduced strategy mapping aligned with the 
use of a Balanced Scorecard (BSC) approach. 

�  Introduced Town Hall meetings with internal 
and external stakeholders. 

�  Introduced scenario planning to 2020. 
2010 �  Incorporated the  concept of an Education 

(Business) Model into the planning process 
(Figure 2.1-3).  From this process, the values 
proposition, “improving student lives” was 
adopted (Figure P.1-2).   

�  Strengthened the SWOT analysis through 
improved prioritization and translation of 
findings to strategic advantages, challenges, 
and strategic strengths (distinctive 
competencies). 

Figure 2.1-2 Strategic Planning Process Improvements 
 
2.1a(2) Strategy Considerations.  The SPP includes five 
phases.  Each phase includes the use of diverse primary 
and secondary research and external inputs that are 
considered in the strategy development process. 
The Landscape Analysis Phase includes a SWOT 
analysis where internal and external analysis of college 
strengths, weaknesses, opportunities and threats are 
identified.  This phase brings together college research, 
listening and learning system information (Figure 3.1-2), 
external reports, quality award and accreditation 
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feedback, dashboard performance and other inputs.  An 
outcome of this step is identification and definition of 
college strategic advantages, challenges, and strategic 
(distinctive competencies) strengths of the College that 
then are considered in the process to inform and guide 
goals for the strategic plan.  The strategic advantages, 
challenges and strengths prioritized as most important are 
identified in the Strategy Map (Figure 2.1-4).  RCTC 
uses the Economic Modeling Software, Inc. (EMSI) to 
monitor demographic, workforce, and economic trends; 
the database draws data and information from over 70 
sources.  The software provides the College with a tool to 
aid in organizational sustainability and support program 
development, determination of market share, competitor 
analysis and marketplace changes.   
 
The Signature Review Phase focuses on review of 
vision, mission, and values statements, which collectively 
are known as the College’s Signature Statements (Figure 
P.1-2).  The 2004 Strategic Planning Task Force 
recommended refinements to each of the Signature 
Statements.  The new vision statement had a greater focus 
on RCTC being a universal gateway to world-class 
learning opportunities; this reflected the College’s growth 
in online learning, the University Center Rochester 
partnership (UCR), collaborations with the Mayo Clinic, 
Rochester Public Schools, and others.  A minor change in 
the mission placed more emphasis on serving a growing 
community.  Six college values were adopted, and in 
2008, the College also adopted, through a college-wide 
participatory process, the creation of student core 
outcomes and service attributes that define the RCTC 
brand and learning experience.  In 2010, the College’s 
value proposition “Improving Student Lives” was 
established (Figure P.1-2).  
 
The Organization Review and Program Analysis 
Phase reviews, summarizes, and prioritizes findings from 
previous accreditation and quality site visit feedback 
reports (Figure 4.1-4).  RCTC has participated in twelve 
accrediting and self-assessment cycles in the past sixteen 
years (Figure 2.1-3).  This phase also references data and 
information derived from the College’s diverse listening 
and learning methods (Figure 3.1-2).   The College looks 
to identify cross cutting themes identified in feedback 
reports and validated through listening and learning 
methods.  In 2004, an improvement in this phase of the 
planning cycle was the inclusion of data and information 
from a new Survey of Stakeholders, which included a list 
of approximately 300 elected officials, business and 
community leaders, representatives of local boards, and 
other key populations.  Key stakeholders are asked to 
respond to a series of questions that help to inform college 
strategic directions.  In 2007 the College used a series of 
internal and external Town Hall meetings to further 
capture stakeholder input.   
 
 

Year Self-Assessment Process 
1996 Minnesota Quality Award (MQA) Program 
1999 Minnesota Assessment Program 
2000 MQA 
2001 Higher Learning Commission Accreditation Self-

Study Visit Using the Baldrige Criteria/Framework 
2004 Malcolm Baldrige National Quality Award 

Program (MBNQA) 
2005 MBNQA 
2006 MBNQA 
2007 MBNQA 
2007 Academic Quality Improvement Program (AQIP) 

Systems Portfolio 
2009 MQA 
2011 MQA 
2012 Baldrige/AQIP Pilot (Systems Portfolio) 

Figure 2.1-3 – Self-Assessments Completed 
 
The Systems and Processes Assessment Phase is 
informed by Feedback Reports from external quality 
reviews by the Minnesota Council for Quality (MQA), 
The Higher Learning Commission (HLC), and the 
Malcolm Baldrige National Quality Award (MBNQA) 
program.  The College has identified it’s work system 
known as the Student Learning System (SLS) by which 
all learner-centered and support processes are organized 
in the support of Academic Affairs and student success 
(Figure 6.1-1).  The SLS is composed of Level 1, 2 and 3 
processes.  Feedback on strengths and opportunities 
deriving from self-assessment activities are integrated into 
improvement efforts of key systems and processes to 
create and add value for students and stakeholders.  
 
Identify Goals and Core Measures Phase guides and 
informs the College’s strategic focus.  The college goals 
and measures are derived from prior steps in the planning 
process. Goals are set based on the Landscape Analysis, 
SWOT, research findings, strengths and opportunities in 
feedback reports, and the strategic directions of the 
Minnesota State College and Universities system.  They 
are also informed by community planning efforts such as 
Workforce 2020, Destination Medical Community, and 
others presented in the Landscape Analysis.  RCTC has 
adopted a vision of its future called “2010 and Beyond.”  
RCTC’s future is characterized by the following visioning 
statements: 
 
�  The College will be a community center for 

educational, recreational, cultural, and social activity. 
�  The College will be a Malcolm Baldrige National 

Quality Award recipient. 
�  The College will be nationally recognized in the area 

of e-learning for rural healthcare training for direct 
care professionals. 

�  The College will be a partner in the nationally 
recognized University Center Rochester concept. 

�  The College will be a partner in a seamless K-14 
system. 



10 
 

�  RCTC will be a College whose student and staff 
diversity matches that of southeast Minnesota. 

 
To achieve this “2010 and Beyond” vision the College 
needs to: 
 
�  Leverage the brand strength of Mayo and IBM; 
�  Capitalize on the potential of UCR; 
�  Focus on community partnerships; 
�  Utilize the power of technology; 
�  Implement AQIP accreditation process; 
�  Leverage extended sales tax funds; 
�  Promote UCR as the educational, recreational, 

cultural, and social hub for southeast Minnesota. 
 
Regularly, the College conducts Mystery and Competitive 
Shopping on itself and other competitors.  In 2011, this 
included shopping the Minnesota School of Business, the 
college’s chief local competitor.  Trained shoppers 
analyze performance on characteristics including 
customer service, communications messages, 
responsiveness to requests, campus visits, etc. This 
information informs related college strategies.  Each year, 
the college revisits targets for its core measures on the 
Balanced Scorecard (Figure 2.2-5).  
 
b.  Strategic Objectives 
 
2.1b(1) Key Strategic Objectives.  The College uses the 
following nomenclature that varies from criteria language.  
At RCTC, strategic objectives are college goals.  Division 
strategies align with college goals and help guide and 
inform the creation of both academic and service 
department Continuous Improvement Plans.  The College 
has identified five strategic directions and ten strategic 
goals depicted on its strategy map that guides the 
accomplishment of goals.  The five strategic directions 
are those of the Minnesota State College and Universities 
system and include: 
 
1. Strategic Direction 1: Increase access, opportunity 

and success. 
2. Strategic Direction 2: Achieve high-quality learning 

through a commitment to academic excellence and 
accountability. 

3. Strategic Direction 3: Provide learning 
opportunities, programs and services to enhance the 
global economic competitiveness of the state, its 
regions and its people. 

4. Strategic Direction 4: Innovate to meet current and 
future educational needs. 

5. Strategic Direction 5: Sustain financial viability 
during changing economic and market conditions. 
 

The most important goals as stated earlier are shown in 
“gold” on the strategy map (Figure 2.1-4).  Each year the 
Leadership Council reviews and refines strategic 
directions and goals to ensure their appropriateness and 

alignment with the MnSCU System strategic goals and 
annual work plan.  
 
2.1b(2) Strategic Objective Considerations.  The 
College has identified several strategic advantages, 
challenges and strengths in the SPP in the organizational 
profile that impact short- and long-term success (Figure 
P.2-1).   The College goals directly align to these strategic 
challenges, advantages, and strengths and are shown on 
the RCTC Strategy Map (Figure 2.1-4).  The robustness 
of the SPP, IPP, and strategy mapping process ensures 
that the College vision, mission, values, value 
proposition, strategic advantages and challenges, and 
strengths are considered.   
 
2.2 Strategy Deployment 
 
a.  Action Plan Development and Deployment  
 
Strategic planning is conducted on a three-year cycle.  
The College’s strategic plan is implemented and deployed 
through the IPP.  All operating divisions identify 
strategies each year.  Continuous Improvement Plans are 
established by the ninety-plus academic and service 
departments of the College aligned with their operating 
division strategies.   Continuous Improvement Plans are 
informed by self-assessment/review processes that then 
drive resource (non-personnel, capital, repair and 
replacement, technology, infrastructure and people) 
allocation.  The web-based IPP portal allows identified 
program and department leaders and cost center 
supervisors to input the following in a three-stage process 
(Figure 2.2-1).  IPP submissions and decisions are fully 
transparent to all stakeholders. 
 
2.2a(1-2) Action Plan Development and Action Plan 
Implementation. The College operationalizes its strategic 
goals through division strategies that are complemented 
by program and department strategies.  Annually, each of 
the College’s divisions identifies strategies that align with 
both the College strategic goals and academic and service 
department goals.  Figure 2.2-2 shows the cascading 
nature of college goals, to division strategies and 
department ones.  Key division strategies within the 
division plans are prioritized visually with red so 
programs and department leaders entering strategies know 
that they are required to submit a supporting strategy.  For 
example, each division plan has a strategy for improving 
student satisfaction; as such, programs and departments 
are required to submit a supporting strategy for strategies 
that are highlighted with a color.  
 
IPP Step 1 – Self-Assessment:  Academic Program 
Review and Service Review.  The first step in the IPP is 
for all academic programs and departments to complete 
an Academic Program Review (APR).  APR requires 
program and department leaders to provide background 
information and then respond to a series of questions 
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regarding three dimensions: efficiency, effectiveness and 
the satisfaction of students.  Each academic program and 
department is provided with appropriate data and 
information on their dashboard.  The dashboards display 
APR core measures that are common to all academic units 
and others that are unique to the area.    Upon review of 
dashboard data academic programs and departments self-
rate their performance against a rubric as well as provide 
a qualitative response based upon evidence supplied in the 
provided data regarding their program’s or department’s 
performance.  Faculty may also upload other external 
documentation to support the review process.  Academic 
Deans then review the APR for their academic programs 
and departments and then provide feedback.  Once 
feedback is provided, and required changes are made, the 
academic program/department can proceed to step 2. 
 

 
Figure 2.2-1 Integrated Planning Process 
 
All Service Departments also complete an annual Service 
Review (SR).   In 2010, the Service Review process was 
improved to be more like that of APR. Service areas self-
rate their performance for efficiency, effectiveness and 
satisfaction.  The rating scale is 1 to 4, with 4 being 
exemplary.  After rating themselves numerically 
departments must identify strengths and opportunities for 
improvement for each of these three dimensions 
(efficiency, effectiveness or satisfaction).  Each service 
area has a dashboard that is part of the College’s Balanced 

Scorecard.  Department staff provides comments on their 
performance measures as part of the process.   
 

 
AQIP Vital Few Project:   

Better Serving Stakeholders 
Supporting College Goal 

Goal 2.2:  Achieve learning and performance excellence 
through continuous improvement, service, engagement, and 

innovation with accountability for results. 

Aligned Division Strategies 
Academic Affairs �  Improve student satisfaction in all T/L 

areas.  
Student Affairs and 
Strategic 
Operations 

�  Better serve stakeholders. 
�  Create a culture which encourages staff 

to examine present practices and 
suggest improvements to solve 
problems and better serve internal and 
external stakeholders. 

Finance and 
Facilities 

�  Promote college's service attributes - 
excellence, fun, innovation, learner-
centered, respect, and teamwork. 

Human Resources �  Continuous improvement of services 
provided by the HR Department. 

Technology (IT) �  Focus on Exceptional Customer 
Service to better serve stakeholders. 

Aligned Program and Service Department Strategies 
Sixty-seven departmental strategies were authored in 
FY12 that demonstrate alignment and integration. 

Figure 2.2-2 AQIP Project Aligned to College Goal 
and Division and Department Strategies in FY12 
 
IPP Step 2 – Continuous Improvement Planning.  The 
second step of the IPP is the development of continuous 
improvement plans by all academic and non-academic 
departments and programs.  The IPP web interface allows 
each organizational unit to write strategies and actions 
that align with their divisional plan.  Persons submitting 
requests must identify new resources including capital, 
personnel, repair and replacement (R&R) or non-
personnel funds.  Entries may also be made for initiatives 
not requiring new resources; these may be the result of re-
prioritizing of current funds or leveraging other external 
resources.  Each strategy submitted also requires an 
author, planned completion date, and cost center.  Every 
strategy is then linked to a Level 3 process in the college 
work system known as the Student Learning System 
(SLS). At budget retreats, leadership discusses all 
Continuous Improvement Plan strategies requiring new 
resource requests and makes a funding determination.  
Each year the college identifies potential budget scenarios 
based on legislative appropriations, enrollment 
projections, tuition revenue and a variety of other factors.  
All resource decisions consider these budget scenarios.  
The College has added a process to identify Repair and 
Replacement (R&R) projects on the campus.  The All-
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College Finance and Facilities Committee send out a 
request for proposals for projects.  The entire campus 
community has the opportunity to present their proposal 
to the committee.   The committee scores the projects 
using a defined rubric and then submits a ranked list of 
the projects to the Leadership Council for final approval. 
 
2.2a(3) Resource Allocation.  
 
IPP Step 3 – Annual Operating Budgets Request.  The 
next step is the development and submission of annual 
operating budget requests.  Operational budgets include 
requested funds for communications, supplies, travel, and 
other categorical areas that are required to deliver and 
support teaching and learning at the College. This step of 
the process allows academic programs and departments 
and nonacademic departments to request annual operating 
budgets that are not strategic in nature. All entries into 
Steps 1-3 are made in a 60-day window beginning in mid-
January each year. 
 
IPP Step 4 – Determination of Priorities/Alignment of 
Resources.  The College’s Leadership Council begins to 
review continuous improvement plan and operating 
budget submissions and make recommendations over a 30 
day period.  This is done using in the IPP web interface.  
During this same time, strategic targets are set for capital, 
personnel, non-personnel, repair and replacement, and 
other spending and revenue targets.  Then, in a series of 
leadership retreats, leadership discusses all recommended 
projects and budgets, and makes final approvals. 
Approvals are posted in the IPP and communicated to the 
college community.  All proposals, recommendations, and 
final approvals are fully transparent to employees. 
 
2.2a(4) Workforce Plans.   RCTC has identified 
“Strengthening the Capability of the Workforce” as one of 
its AQIP “vital few” projects.  Nearly 50% of college 
personnel will reach retirement eligibility age in the next 
ten years.   The Strengthening the Capability of the 
Workforce project focuses on the following key 
organizational process:  strategic planning, integrated 
planning, and performance management and 
development.  The project also includes workforce 
engagement, workforce innovation, employee recognition 
and reinforcement.  Key outcomes of the project:   
 

d. Develop measurable performance standards for 
individual employees, 

e. Establish management development and training, 
f. Strengthen the capability of the workforce through a 

focus on professional development plans, and 
g. Align work outcomes with strategy. 

People are the most important asset of any organization, 
so addressing present and future human resources needs is 
truly “vital.”   
 

2.2a(5) Performance Measures. The Balanced Scorecard 
(BSC) is a foundational component of the college's 
strategic alignment system. The BSC is a family of 
dashboards with core measures cascading throughout the 
college and includes the RCTC strategic dashboard, 
divisional dashboards, and approximately 90 academic 
program and service department dashboards. RCTC has 
identified 40-plus core measures (Figure 2.1-4) organized 
around four perspectives (learning and growth, internal 
processes, student and stakeholder value, and resources) 
(Figure 4.1-1) that comprises the College Balanced 
Scorecard (BSC).  Each dashboard includes core 
measures to track performance, which are linked to work 
processes that make up the Student Learning System 
(SLS) that constitutes the college work system supporting 
the achievement of strategies.  Departments identify 
measures for their work processes making up the 
department dashboard.  The BSC is further described in 
Item 4.1.   
 
2.2a(6)  Action Plan Modification.  Programs and 
departments are asked to complete mid-year and end-of-
year update regarding the status of their Continuous 
Improvement Plans.  In October and January, following 
Fall and Spring Semester enrollment reporting deadlines, 
the College reviews these plans in order to make 
adjustments and possibly make new approvals for new 
initiatives or to reallocate resources. 
 
2.2b Performance Projections.  The SPP is on a three-
year time cycle to align with the planning processes of the 
MnSCU system.  Annual continuous improvement 
planning is done via the IPP on a one-year cycle.  By 
these means the College remains adaptable to system-
level planning and marketplace changes.  Performance 
targets have been established for most core measures on 
the college Strategic Dashboard as well as most division 
and department level dashboards.   Target setting uses a 
variety of methods including the external reference 
standard, specified goal or target method,  expected 
values and  performance-based or gap closure method. 
Due to space limitations in the application only a small 
sampling is shown in Figure 2.2-5.    
 
Core Measure Current  FY12 

Target 
FY13 
Target 

Online Enrollment: % of 
Total FYE 

21.8% 23% 25% 

Community Satisfaction 5.05 5.40 NA 
Full Year Equivalent 
Enrollment 

4635 4650 4700 

CQS: Faculty and Staff 
Satisfaction 

62.0% 65.0% 65.0% 

MNSCU: Related 
Employment of 
Graduates 

81.7 85.0 85.0 

Figure 2.2-5 Selected Examples of Targets for Core 
Measures on the College Strategic Dashboard
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Figure 2.1-4 RCTC Strategy Map 
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Category 3 – Customer Focus  
 
3.1 Voice of the Customer 
 
3.1 Student and Stakeholder Listening 
The College has established a Learner Life-Cycle (LLC), 
outlining the key phases of the students’ experience at the 
College (Figure 3.1-1).  The LLC has five stages: 
awareness, inquiry, application, enrollment and 
advancement.   Within each of these stages the College 
uses different approaches to engage and build 
relationships with prospective students, applicants, 
students and graduates.   
 

 
Figure 3.1-1 Learner Life-Cycle (LLC) 
 
The Awareness Phase includes all activities serving to 
enhance brand equity, the image, and top of  mind 
awareness among target market segments for the College:  
creative development, image and brand management, 
advertising, market research, market planning, recruiting 
and outreach, communications and event management. 
The Inquiry Phase is the point at which a prospect 
initiates contact with the College to request information.  
All activities in this phase are aimed at converting interest 
into an application:  inquiry management, campus visit 
programs, data and information management and 
traditional/electronic communications.  The Application 
Phase includes all activities that begin once an inquiry 
applies to the College.  The goal of this phase is to 
convert the applicant to an enrolled student.  Activities 
include admissions, registration, advising, counseling, 
orientation, data management, assessment/placement, 
financial aid, and communications with applicants from 
point of application to actual matriculation.  The goal of 
the Enrollment Phase  is student success.  During this 
phase the effort is to help the students achieve their 
intended educational goal.  Activities include registration, 
counseling, advising, business management, retention, 
student life, teaching and learning, assessment, data and 
information management, communications, and other key 
activities supporting the student.  Student goals include 

degree/certificate/diploma completion, transfer, job 
placement, career enhancement, lifelong learning, etc.  
The Advancement Phase focuses on continuing success 
for the student and the College by establishing a life-long 
relationship.  Activities include transfer, articulation, 
workforce and continuing education, alumni 
development, institutional advancement, economic 
development, communications, etc. 
 
3.1a(1) Listening to Current Students and 
Stakeholders.   To better listen and learn from students 
and stakeholders, RCTC uses diverse listening and 
learning approaches (Figure 3.1-2) to gather information 
about the needs, expectations, and requirements of our 
diverse student and stakeholder market segments 
throughout the Learner Life-Cycle (LLC).   On a planned 
cycle, RCTC conducts both internal and external 
assessments to help determine the current and future 
needs and expectations of its key customer/student 
segments—such as: the Survey of  New Entering Student 
Engagement (SENSE), the Community College Survey of 
Student Engagement (CCSSE), the Noel-Levitz Student 
Satisfaction Inventory (SSI), Campus Quality Survey 
(CQS), the Priorities Survey of Online Learners (PSOL), 
the SNG Knowledge and Awareness Survey, student 
evaluations of teaching, Survey of Stakeholders, and other 
periodic surveys. Survey results are available for quick 
viewing online through the RCTC Continuous 
Improvement website and many results constitute core 
measures on College, division, and department 
dashboards.   
 
The College has adopted a Web 2.0 strategy for managing 
brand awareness and engagement with prospective 
students, applicants, enrolled students and stakeholders.  
Key engagement approaches (Figure 3.2-2) in the LLC 
include a web-based strategy integrated with customer 
relationship management software; and social media tools 
including Facebook, Twitter, and a YouTube channel.  
The College has a master Facebook page with 
approximately 20 program and departmental-level pages.  
College Relations tracks social media measures including:  
Number of Facebook Likes, Number of Facebook Wall 
Posts, and Interactions per post on your Facebook Page, 
Post quality on your Facebook Page, and Total Views of 
YouTube Videos. 
 
3.1a(2) Listening to Potential Students and 
Stakeholders.  Each year, the College conducts a 
Mystery Shopper program with the assistance of SNG 
Research and a local Rochester high school, the objective 
of  which is to track the experiences that prospective 
students have prior to enrolling at RCTC through 40 
shopping scenarios.  High school students and other non-
traditional persons, based on the assigned scenario make 
contact with the College and document their experiences 
during a 60-day period.  Additionally, the shopping 
program tracks a smaller segment of prospective students 
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who, as part of their scenario, make application to the 
College.  Finally, a handful of shoppers request 
information and track their experience at a competitive 
institution--this year, the Minnesota School of Business. 
 
Historically, shopping results have indicated that large 
numbers of shoppers are never entered into the customer 
relationship management (CRM) software, Hobsons 
Connect, and therefore do not receive the planned theme-
based communications from the College.  The goal is that 
100% are entered and receive the communications flow.  
Past shopping efforts showed low percentages of 
shopping being entered into the CRM as prospects.  
Historically, between 25-35% of shoppers never received 
a response.  After the 2010 shopping program, a Rapid 
Response Team (RRT) was formed to problem solve and 
making improvement recommendations.  The purposes of 
RRT are to organize a cross-discipline group of people to 
meet for three to four meetings and make 
recommendations for improvement.  The Leadership 
Council recommended a series of actions be taken to 
improve performance, based upon this information in the 
fall 2010.   
 
Results of the 2011 shopping initiatives indicated that 
76% of shoppers were entered into Connect and 100% 
received planned communications.  This compares to 26% 
being entered into Connect in 2010 and 9% in a prior 
year.  The goal is 100% entry into the CRM with 100% of 
prospects receiving the College’s theme-based 
communication.   In this year’s initiative, planned 
scenarios directed shoppers to engage with, and visit the 
University Center Rochester (UCR) Welcome Center.  
Image ratings of shoppers were most positive and 
dramatic among those who had a visit as part of the 
planned scenario.  Positive comments included quality 
customer service and the supportive and positive 
environment the Welcome Center creates.  This team 
effort resulted in dramatic improvement, thus 
demonstrating the College’s values of innovation and 
teamwork in a culture of continuous improvement and 
performance excellence. 
 
The College conducts periodic competition studies and 
monitors competitive institutions’ advertising and 
communications.  RCTC does not have many competitors 
within its primary market; other than the Minnesota 
School of Business (MSB) and Cardinal Stritch 
University, two-year programming is limited.  While 
four-year institutions are potential competitors, they are 
largely seen as friendly collaborators or partners in 
transfer education.   
 
Annually as part of the Graduate Follow-Up Study with 
graduates, the College surveys former students to assess 
their status relative to finding employment, continuing 
education and assessing satisfaction.  This helps the 

College to measure student success and satisfaction post-
graduation.   
 
3.1b Determination of Student and Stakeholder 
Satisfaction and Engagement 
 
3.1b(1)  Satisfaction and Engagement.  Each of the 
surveys identified in the Learner Life-Cycle (LLC) 
measure a variety of benchmarks, items and other aspects 
of engagement and satisfaction in the student and 
stakeholder experience.  This includes, but is not limited 
to: 
 

�  Early connections 
�  High expectations and aspirations 
�  Clear academic plan and pathway 
�  Effective track to college readiness 
�  Active and engaged learning 
�  Academic and social support 
�  Awareness of college services 
�  Participation in student life activities, etc.  

 
3.1b(2)  Satisfaction Relative to Competitors.  Results 
from the Survey of New Entering Student Engagement 
(SENSE), the Community College Survey of Student 
Engagement (CCSSE), the Noel-Levitz Student 
Satisfaction Inventory (SSI), and  the Priorities Survey of 
Online Learners (PSOL) provide data comparing RCTC 
against national percentiles for diverse cohort groups.  
The College also generates other comparison populations 
such as benchmark scores for other Minnesota two-year 
colleges and other groups.  The College is a member of 
the National Community College Benchmarking College 
(NCCBP) which is a data repository for many national 
surveys from which cohort segments can be generated for 
comparative purposes.  The College can also compare 
itself to cohorts from the Integrated Postsecondary 
Education Data System (IPEDS), and can also compare 
itself to other public two-year colleges in Minnesota via 
the MnSCU Accountability Dashboard and other 
management reporting mechanisms.    
 
3.1b(3)  Dissatisfaction.  Results from these surveys 
provide data for both satisfaction and dissatisfaction, 
reported as mean scores and percentiles.  Qualitative and 
quantitative data and information includes responses to 
open- and closed-end questions.  All satisfaction, 
dissatisfaction, and engagement data can be aggregated or 
disaggregated to segments or other discrete levels based 
on demographic or other characteristics.  Data can be 
presented as item-level results, or items may be grouped 
to create a benchmark.   
 
The College uses gap analysis (difference in importance 
rating of attributes versus satisfaction ratings) to 
determine areas with the largest gaps that need 
improvement.  Several years ago, one of the largest 
performance gaps identified in the Student Satisfaction 
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Inventory (SSI) was “early warning of college 
performance.”  In response, a rapid-response team, 
working with other college constituencies, launched 
“Student Success Day” in 2003.  Each semester these 
days include topical workshops, departmental assessment 
activities, and significant opportunities to meet with 
faculty, advisors and counseling staff.   
 
Listening and learning findings from all current and 
former students and stakeholder drove the Strategic 
Operations Committee to create the Standards of 
Excellence that outline service standards, expectations 
and guidelines.  Overall, diverse listening and learning 
approaches capture actionable data and information 
driving continuous improvement plans and innovation.   
 
The College's comprehensive listening and learning 
approaches and the planned administration cycles keeps 
data and information current.  The statistical significance 
of changes in attributes rated most important are 
constantly reviewed so as to identify shifts in the needs 
and requirements of market segments.  This data has a 
high level of statistical significance and low error 
margins.  Data and information from such surveys can be 
further validated through other surveys and focus groups 
which provide for greater granularity.  Surveying 
capabilities in Hobsons, our customer relationship 
management software tools, also provide for quick survey 
techniques to electronically engage student market 
segments in a flexible and responsive way. 
 
The College has ongoing initiatives to benchmark the best 
(or better) practices of leading organizations facilitated by 
its involvement in the Rochester Area Quality Council 
(RAQC), Minnesota Council for Quality, National 
Community College Benchmarking Project (NCCBP), 
Rochester Area Math Science Partnership (RAMSP), the 
Learning Alliance with Winona State University-
Rochester, Mayo Clinic Quality Services, the Center for 
Innovation and School of Health Sciences and--most 
notably--the Continuous Quality Improvement Network 
(CQIN) have all led to many improvements and 
innovations.  RCTC has a willingness to use “learning” 
technologies to advance student success and performance 
excellence.  This is evidenced by the collaborative 
innovations resulting from these benchmarking efforts 
(Figure 3.2-3).  Since 1996, the College has sponsored, 
partnered with, or planned learning events with RAQC, 
MCQ and CQIN to bring Baldrige recipients to the 
community including:  Pals Sudden Service; Branch 
Smith Printing; Boeing Aerospace Support; City of Coral 
Springs; Sunny Fresh Foods, Inc.; Community 
Consolidated School District 15; Clarke American 
Checks, Inc.; University of Wisconsin-Stout; BI; 3M 
Dental Products Division; Custom Research Inc; and 
SSM Health Care.  Additionally, the Disney Institute has 
been to the Rochester three times since 2000.  RCTC has 
also been part of learning events with Baldrige recipients 

Saint Luke's Hospital of Kansas City, Richland College, 
Mercy Health System, Texas Nameplate Company Inc., 
Chugach School District, Motorola Commercial, 
Government & Industrial Solutions Sector, and KARLEE 
Company, Inc. 
 
3.2 Customer Engagement 
 
3.2a  Educational Program Offerings, and Services, 
and Student and Stakeholder Support 
 
3.2a(1)  Programs and Services.��The strong relationship 
the College has with business and industry via 
representation on program advisory committees is also 
significant in the assessment of programs, design and 
development of new programs, and collaborative 
innovation.  The College has many program advisory 
committees (Figure 3.2-1).  Each program advisory 
comprised representatives from business and industry in 
the discipline as well as subject matter experts.  Advisory 
committees meet at least once a year. 
 

Programs With Advisory Committees 
�  Nursing (RN, LPN, CNA) 
�  Dental Assisting 
�  Dental Hygiene 
�  Surgical Technology 
�  Health Unit Coordinator (HUC) 
�  Human Services 
�  Occupational Skills  
�  Child Development 
�  Biotechnology 
�  Cardio Invasive Specialist (Mayo) 
�  Clinical Neurophysiology Technology 

(Mayo) 
�  Clinical Research Study Coordinator (Mayo) 
�  Carpentry 
�  Building Utilities Mechanic (BUM) 
�  Horticulture Technology 
�  Veterinary Technician 
�  Equine Science 
�  Intensive Care Paramedic (ICP) 
�  Business 
�  Health Information Technology (HIT) 
�  Business Technology Education Careers 
�  Mass Communication 
�  Automobile Mechanics 
�  Computer Aided Drafting 
�  Law Enforcement 
�  Surgical Assistant (Mayo)  under 

development for FY 2012 
 Figure 3.2-1 Program Advisory Committees 
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RCTC programs of study reflect of the needs of the 
greater Rochester area.  For example, nearly one out of 
four students is taking coursework in health and science 
disciplines, consistent with the business and labor profile 
of the region.  One in three students is taking courses or a 
liberal arts program with the intent of transfer and 
completion of a bachelor’s degree.  As a consequence, the 
College formed an alliance with Winona State University 
to offer articulation agreements that can be completed on 
campus.   
 
RCTC has differentiated itself with a strong and diverse 
Student Life program—perhaps the most robust in the 
two-year sector.  This has made the campus a destination 
site for education, recreation, cultural and social activities 
in the region.  Other student services are expected and 
necessary to compete in higher education and provide for 
a comprehensive co- and extra-curricular student 
experience. The College also uses local Faculty 
Instructional Development Grants as a means to align the 
institution to strategic goals and vital few projects; each 
year grants of up to $2,000 are made to faculty in order to 
support program improvement and innovations.   
 
The College’s Performance Improvement System (Figure 
P.2-2) is the principal means supporting the identification 
and innovation of educational programs and services.  
The College achieves identification and innovation of 
programs and services through its strong Organizational 
Leadership and Shared Governance System and through 
diverse partnerships as outlined in Category 1.  RCTC’s 
strategic strength in partnerships does facilitate strong 
relationships which foster continuous conversations that 
lead to new educational programs (credit and noncredit), 
collaborative and articulated design and delivery, and 
innovation of programs and services.   The robust 
Strategic and Integrated Planning (Category 2) processes 
include a comprehensive landscape analysis, an annual 
Academic Program Review (APR), and Service Review.  
Each year the College sets targets for strategic initiatives 
and then, via the Integrated Planning Process (IPP), 
identifies innovative ideas to drive change.  Diverse 
listening and learning approaches (Figure 3.1-2) capture 
the needs, requirements, and expectations of students and 
other stakeholders.  The Balanced Scorecard (BSC) and 
its array of dashboards provide a mechanism for 
continuous review of qualitative and quantitative data, 
and information to support continuous improvement and 
innovation via a plan, do, check, act methodology 
(Category 4).   
 
 The culture of assessment at the College is evidenced by 
the ongoing commitment to institutional and 
programmatic assessment.  Its quality programs are 
unparalleled within the State’s higher education 
community.  Since 1996, the College has submitted four 
Minnesota Quality Award (MQA), four Malcolm 
Baldrige National Quality Award (MBNQA) applications, 

and two Higher Learning Commission (HLC) /Academic 
Quality Improvement Program (AQIP) self-studies, all of 
which have been a driving force for improvement and 
innovation.  The alignment of core measures with Level 
1, 2, and 3 processes fosters data driven improvement and 
decision-making in the College’s Student Learning 
System (SLS) presented in Category Six.   
 
3.2a(2)  Student and Stakeholder Support.  The RCTC 
website is a core strategy in building relationships and 
engaging students and stakeholders, and Google analytics 
shows an explosion of first time and repeat visitors to the 
website.  Website traffic data can be found in Category 7.     
 
Visits to the College at various stages in the life-cycle are 
very important to prospective students’ decision-making 
and choice of a school.  Three visit options are available 
to prospective students including Preview Day, small 
group, or individual.  Prospective students can schedule a 
visit online At point of application, the Student Testing, 
Advising and Registration (STAR) sessions provide 
another means of contact and information for incoming 
students. 
   
Learner 
Life-Cycle 
Stage 

WEB 2.0 Brand Awareness and 
Engagement Approaches 

Awareness College Branding/Advertising 
Special Events 
RCTC Website/RCTC Mobile 
Social Media:  Facebook, YouTube, etc. 

Inquiry Hobsons Connect - CRM 
VIP Web Pages 
Social Media:  Facebook, YouTube, etc. 
Campus Visit Program 
RCTC Website/RCTC Mobile 

Application Hobsons Connect - CRM 
VIP Web Pages 
Social Media:  Facebook, YouTube, etc. 
Counseling and Advising 
Student Advising- Registration (STAR)  
     sessions 
RCTC Website/RCTC Mobile 

Enrollment The Yellowjacket Web Portal  
Intrusive Advising Initiatives 
Learning Communities 
First Year Experience (FYEX)  
Hobsons Retain 
Counseling and Advising 
Student Academic Support Center 
Comprehensive Learning Center 
Student Success Days 
Developmental Education 
Bridge Programming 
New Student Welcome Day 
WOW Weekend 
Student Life Programming and Events 

Advancement Graduate Follow-Up Survey 
Social Media:  Facebook, YouTube, etc. 
RCTC Website/RCTC Mobile 

Figure 3.2-2 WEB 2.0 Brand Awareness and  
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Engagement Approaches (partial list) 
 
Student and stakeholder feedback and survey results led 
the College to takes steps to keep our engagement 
approaches current and relevant.  In 2009, for example, it 
streamlined its STAR sessions by improving scheduling 
to create a more seamless set of intake processes for new 
students; the improved STAR significantly lessens the 
need for multiple return visits to campus. The College 
created a new “Expect Success Student Guide,” and 
implemented a new Student Welcome Day, an open house 
style event to target new students to help them access and 
find resources several days prior to the start of the fall 
term. Student Welcome Days include helping students 
locate classrooms, get ID cards, buy textbooks, meet other 
new students, establish email accounts, enjoy lunch, and 
generally get connected to their new college.  
The College currently uses customer relationship 
management software called “Connect” by Hobsons. The 
system fosters relationships, engagement, and dynamic 
communications with prospective students and applicants 
via electronic communications and 
customized/personalized VIP web pages. All prospective 
students receive up to five e-communications combined 
with the ability to create a VIP website customized to 
their interests.   
 
Many relationship strategies are targeted to new and 
returning students: intrusive advising, supplemental 
instruction, learning communities, First Year Experience 
(FYEX), developmental education, Bridge programming, 
Student Success days, WOW Weekend, the 
Comprehensive Learning Center (CLC), tutoring support 
in the Academic Support Center, Welcome 
Day/Orientation events, etc.  The College has launched 
Hobsons “Retain” to support targeted communications, 
engagements and proactive interventions with currently 
enrolled students that enhance communications and foster 
efforts to improve student engagement, learning, and 
success.  
 
The College’s Student Life program provides an array of 
activities, over 30 clubs, ten varsity sports, open gym, and 
several performing arts programs to engage and provide 
co- and extra-curricular programming for students.  The 
intent of all of these efforts is to engage and provide 
support to foster retention, transfer, and completion.  
Multiple measures on the College dashboards track 
student success. 
 
The College conducts a Survey of Stakeholders every 
other year to assess satisfaction and engagement of key 
community stakeholders such as elected officials, persons 
on area boards, community leaders, business leaders, etc.  
These findings demonstrate high levels of satisfaction and 
engagement of these critical populations.  Data is reported 
in Category 7.  Over the past decade, the College has also 
conducted Knowledge and Awareness Surveys of citizens 

aged 18-49 in a thirty-mile radius of campus.  The 
purpose is to measure awareness, familiarity, engagement 
and satisfaction and how well the College is serving the 
greater Rochester area.  Nearly 55% of persons in this 
market area have been on campus for educational, 
recreational, cultural and social purposes in the past 
twelve months. 
 
3.2a(3)  Student and Stakeholder Segmentation.  
RCTC has identified eight key student market segments 
(Figure 3.2-4).  Market segments are both historical and 
emerging--some segments like high school students are 
historic, while others like online learners have emerged in 
recent years.  For example, online learning accounted for 
4% of total enrollment in 2003 versus 21.8% in FY11.  
Another growth segment has been students attending via 
the Post-Secondary Enrollment Options (PSEO), junior 
and senior high school students taking college-level 
courses on campus.  These account for approximately 567 
students or 9% of total enrollment.   Such growth is likely 
driven by rising tuition and fees at four-year colleges and 
universities; parents and students recognize the value and 
rigor of a community and technical college education.  
Students enrolling at the College typically come from 
within a 50-mile radius of campus.  RCTC has several 
competitors:  MSB, Riverland Community College 
(Albert Lea, Austin and Owatonna), and MN State 
College - Southeast Technical (Red Wing & Winona).   
With the exception of the Minnesota School of Business, 
the nearest two-year college direct competition is located 
45-miles from RCTC.  The UCR model is beneficial to 
RCTC in that potential students can do it all, right here at 
UCR, in programming ranging from certificates to applied 
doctorate degrees.   
 
RCTC takes great care to acknowledge that even within 
the larger market segments, a variety of educational needs 
still exist depending on what sub-populations of students 
are examined.  Differences emerge among segments when 
one examines Student Satisfaction Inventory results 
regarding what is important to students.  Some differences 
are not surprising—for example, students of color placing 
greater importance on “students are made to feel welcome 
on this campus” than their white counterparts, and that 
older students placed greater emphasis on “program 
requirements are clear and reasonable” than younger 
students.  The College also has diverse stakeholders with 
unique and varied requirements (Figure 3.2-5).  
 
3.2a(4)  Student and Stakeholder Data Use.  College 
leadership, when it studies data, will often make 
recommendations for further study and/or the creation of 
Rapid Response Teams.  Rapid Response Teams go 
through a structured plan—a variation on the plan, do, 
check, act process—t o recommend improvements. 
 
 
 



19 
 

3.2a Building Student and Stakeholder Relationships 
 
3.2b(1)  Relationship Management.  Diverse marketing 
and outreach strategies are used to attract new students.  
This includes career fairs, business and trade shows, 
traditional print and broadcast advertising, web and 
mobile web approaches, social media, customer 
relationship management communication flows using 
Hobsons Connect and Retain, social media (Facebook and 
YouTube), and many others.  RCTC tracks market share 
in a variety of ways—for example, by high school in 
southeastern Minnesota, Rochester Public Schools, 
Rochester Math Science Partnership, and individual 
outreach and transition coordinators..  The College has 
three-plus years of trend data presented by high school. 
 
The College is building a student and stakeholder culture 
through its strategic focus on its AQIP “Better Serving 
Stakeholders” vital few project (Figure 3.1-6).  The intent 
of this initiative is to strengthen student and other 
stakeholder engagement and satisfaction. The Strategic 
Operations Committee is guiding the implementation of a 
multi-year plan to these ends, and has adopted a strategy 
map with eight core strategies.   
 
3.2b(2)  Complaint Management:  In response to 
research findings indicating that students desire an easier 
way to have their voices heard, RCTC launched a student 
comment card system in August, 2006.  This is essentially 
an informal means to solve concerns. While students are 
encouraged to seek informal means to resolve disputes 
before filing a complaint or a grievance, they still have 
the right to seek a remedy through the formal Student 
Grievance Process (SGP), the steps of which include:   
 

�  STEP 1 – A student files a written grievance and 
submits it to the supervisor of the employee.  The 
matter will be discussed between the supervisor and 
the student filing the grievance within five days.   

�  STEP 2 – If no agreement is reached, the student 
may present the grievance to a Vice President or 
Chief Officer within five days of the response in step 
one.  Again, the Vice President or Chief Officer will 
meet with the filing student within five days.  
Following this meeting a written response will be 
sent to the student.   

�  STEP 3 – If no agreement is reached, the student 
may present the grievance to the College President 
within five days.  The College President and the 
student will meet within five days of receipt of the 
grievance.  The decision of the College President is 
final and binding.   
 

�  STEP 4 – If the grievance involves a board policy or 
the actions of the RCTC President, a student may 
appeal to the Office of the Chancellor.  The decision 
by the Chancellor is final and binding.  The 
Executive Assistant to the College President logs all 
grievances and their resolutions. 

 
Beyond the Comment Card system and the SGP, students 
have numerous opportunities to voice their complaints 
and their compliments.  Besides student publications such 
as The Echo, student opinions are gauged every day by 
faculty and staff through transactional point-of-service 
and classroom contacts.  Student complaints are also 
communicated through monthly Student Senate and 
Leadership Cabinet meetings. 

 
Learner Life- 
Cycle Stage 

Listening and Learning Approaches Student and Stakeholder 
Segments 

Survey  
Cycle  

Awareness Knowledge and Awareness Study  
Competition Study 
Customer Service/Mystery Shopper Program 

Community Residents 
Competitors 
Potential Students  

Annual 
Periodic 
Periodic 

Inquiry Survey of Lost Inquiries  Prospects not Applying Periodic 
Application Survey of Lost Applicants  Applicants not Enrolling Periodic 
Enrollment Student Satisfaction Inventory (SSI) Enrolled students Odd Numbered 

Years 
Enrollment Community College Survey of Student Engagement 

(CCSSE) 
Enrolled Students Odd Numbered 

Years 
Enrollment Survey of Entering New Student Engagement (SENSE) Enrolled Students Annually 
Enrollment Client Satisfaction Surveys 

Participant Satisfaction Surveys 
Clients and Workforce Learners Ongoing 

Enrollment 
Online 

Priorities Survey for Online Learners (PSOL) Enrolled Online Learners Bi-Annual 

Advancement Graduate Follow-Up Survey 
Survey of Stakeholders 

Graduates 
Key Stakeholders 

Annual 
Annual 

Figure 3.1-2 Student and Stakeholder Listening Methods (primary) 
 
 



20 
 

Innovation Partner/Learning Organization 
Values Wall Graphics Poudre Valley Health Care Center 
Integrated Planning Process                                   Brevard Community College 
Balanced Scorecard                                                     Northwest Missouri State University 
History Wall and Leadership RCTC  3M 
Service Attributes Ritz Carlton 
WOW Stories                                                                 Ritz Carlton/Richland Community College (Dallas, TX) 
College Value of Fun                                                            Southwest Airlines 
Level 1, 2, and 3 Processes                                                 St. Luke’s Hospital 
The Deep Dive                                                              IDEO 
Fun/Clue Scanning/Staff Development Presentation Pike Place Fish/Experience Engineering, Inc. 
Welcome Center Lake Superior College, Woodwinds Health Campus, 

Minneapolis Community and Technical College 
Idea Management (in development) Mayo Center for Innovation 
The Collaborative and Gesture of Goodwill Mayo Clinic 
Staff Development Presentation David Spong, Boeing                                                                   
Problem Solving                       David Meier, The Toyota Way 

Figure 3.2-3 Collaborative Innovations and Benchmarking with CQIN Learning Partners 
 

Student Market 
Segment Key Requirements Source of Information 

High School Graduate 
and Young Adults 

�  Nearly all of the faculty are knowledgeable in their fields 
�  There is a good variety of courses provided on this campus 
�  I am able to experience intellectual growth here 

SSI, CCSSE, faculty 
evaluations, advisory boards 

Workforce Learners �  User satisfaction 
�  Employer satisfaction  
�  High efficiency in knowledge delivery  

Custom Training Participant 
Survey  

Prior College and Adult 
Learners 

�  I am able to experience intellectual growth here 
�  Faculty provides timely feedback about student progress in a course 
�  Program requirements are clear and reasonable 

SSI, CCSSE, faculty 
evaluations, advisory boards 

Pre-College Learners  �  Nearly all of the faculty are knowledgeable in their fields 
�  There is a good variety of courses provided on this campus 
�  Faculty provides timely feedback about student progress in a course 

SSI, CCSSE, faculty 
evaluations, advisory boards 

Lifelong Learners �  Value for the money  
�  Overall organization of events 

Program specific surveys 
(e.g., College for Kids 
Parents Survey) 

Employers/ 
Organizational Learners 

h. Efficiency of educational delivery 
i. Specific educational outcomes  
j. Overall value for tuition dollars 

Custom Training Survey, 
Stakeholders 

Online Learners 5. Registration for online courses is convenient 
6. Student assignments are clearly defined in the syllabus 
7. Faculty provides timely feedback about student progress 

Priorities Survey for Online 
Learners (PSOL) 

Under-represented 
Groups 

7. Program requirements are reasonable 
8. Students are made to feel welcome 
9. Library resources and services are adequate 

SSI, CCSSE, faculty 
evaluations, advisory boards 

Figure 3.2-4 – Student Market Segments and Requirements 
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Stakeholder – 
Partner Segment 

Segment 
Description 

Key 
Requirements 

Business Leaders and 
Civic Leaders 

Presidents and CEOs of Rochester area 
businesses and community and political 
leaders 

9. Avoid duplication of areas of study with other regional 
institutions 

10. Establish local and regional collaborations 
11. Minimize large tuition and fee increases 
12. Establish local and regional collaborations 
13. Avoid duplication of areas of study with other regional 

institutions 
14.  Foster alternative approaches for teaching and learning 

Economic and 
Community 
Development 
Organizations 

Local economic, governmental, community 
and civic groups.  Includes GRAUC, the 
Rochester Chamber of Commerce, and 
Rochester Area Economic Development Inc. 
(RAEDI), Workforce 2020 Steering and 
Coalition, Workforce Development, Inc., etc. 

15. Workforce training and development programs 
16. Small Business Development Center expertise  
17. Economic development partner 

Program Advisory 
Committee Members 

Representatives from area business and 
industry who sit on program advisory 
committees 

18. Curriculum that prepares graduates for work 
 

Winona State 
University Learning 
Alliance Partner 

Leadership of Winona State University 19. Program development 
20. Execution of contracted services 
21. Collaboration in identified areas of focus 

K-12 Education 
Partners 

Members of area K-12 partnerships with 
RCTC 

22. Avoid duplication of areas of study with other regional 
institutions 

23. Develop life-long learners and engaged citizens 
24. Establish local and regional collaborations 

UCR Advisory 
Council  

Local business and industry leaders who 
advise UCR leadership on program needs. 

25. Avoid duplication of areas of study with other regional 
institutions 

26. Increase participation of underserved students 
27. Minimize large tuition and fee increases 
28. Establish local and regional collaborations 

RCTC Foundation 
Board of Directors 

Members of the RCTC Foundation 29. Avoid duplication of areas of study with other regional 
institutions 

30. Minimize large tuition and fee increases 
RCTC Alumni  Graduates of RCTC 31. Avoid duplication of areas of study with other regional 

institutions 
32. Minimize large tuition and fee increases 

RCTC Donors People who have made financial contributions 
to RCTC or financial assistance to students 

33. Minimize large tuition and fee increases 
34. Meet the full range of student learning needs 

Citizens 
Citizens of Minnesota with special emphasis 
on those residing in the Greater Rochester 
region  

35. Quality academic programs 
36. Courses offered at a variety of times and days of the week 
37. Variety of degree programs and options offered 

Employers Business and industry employers in the Greater 
Rochester region.  Targeted especially at 
industry groups and organizations. 

38. Skilled graduates 

MnSCU Board of 
Trustees and Office of 
the Chancellor Staff 

The 15-member appointed Board of Trustees, 
the Chancellor and the Office of the 
Chancellor Staff 

39. Accessibility 
40. Affordability 
41. Collaboration 
42. Economic vitality 
43. Enhances the quality of life for all Minnesotans 

Figure 3.2-5 – Key Stakeholder Segments (Suppliers, Partners, Collaborator(s) and Their Requirements  
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Better Serving Stakeholders Strategies Successes Description 
Training and Development:  Assess needs and 
create training and development programs that 
support RCTC's goal of exceeding stakeholder 
expectations. 

Connections 
NOW 
 
 
 
The Collaborative  
 

In the fall of 2010, over 200 support staff participated customer 
service training called Connections NOW.  All staff took 12 online 
modules complimented with face-to-face facilitated session to 
enhance transfer and sharing.   
 
In the 2009-2010 academic year, RCTC launched “The 
Collaborative,” a best practice of the Mayo Clinic. A second 
Collaborative is planned in the 2011-2012 academic year. 

Communicating:  Create planned access and 
develop relevant professional communication 
standards considering the needs and expectations 
of all stakeholders. 

WOW Stories  
 

In 2009, the College launched “WOW” stories (www.rctc.edu/wow). 
Each week a pop-up is distributed to all faculty and staff 
workstations celebrating college values and service. This was based 
on the best practices of Baldrige recipients Ritz-Carlton and Richland 
Community College. 

Information and Measurement:  Utilize 
relevant information to support decisions and 
facilitate learning that advances efforts to 
continuously improve. 

College 
Dashboards  
 

All academic and nonacademic departments have established 
dashboards (www.rctc.edu/scorecard) with core measures. 

Audience Definition and Targeted 
Populations:  Listen to, learn from, and 
communicate with key stakeholders to 
understand their unique needs and expectations 

SENSE Survey  
 

RCTC was part of the pilot for the new Survey of New Entering 
Student Engagement (SENSE) in 2008 and is part of the first 
nationwide launch in the fall of 2009.  The survey examines the 
experience of freshman students in the first four to five weeks at the 
College.  

Transparent Culture:  Achieve a seamless, 
transparent culture by designing system wide 
organizational processes that will effectively 
respond to the institution's mission, vision, and 
values. 

Outcomes-Based 
Meetings/The 
Buzz Box  
 

The College has established a five-step, outcomes-based All-College 
meeting structure that strives to establish continuity and consistency 
between groups for its innovation, continuous improvement, and 
performance excellence efforts. Last August each All-College 
Committee received an orientation. Committees are supported with a 
values-based tool kit called “the Buzz Box.” This Buzz Box 
reinforces college values, shares and transfers organizational 
learning, and provides tools to help facilitate productive meetings.  

Campus Design:  Integrate institutional value 
standards into all elements of campus design for 
optimum learning, service, functionality and 
aesthetic value. 

Welcome Center  
 

RCTC opened a new Welcome Center with its learning alliance 
partner, Winona State University. The vision is to create an engaging 
high-touch front door experience that better serves stakeholders.  

Policy Compliance:  Develop and/or implement 
policy that is reflective of the college values. 

Policy Review 
Process  

A Rapid Response Team is being assembled in September 2011.  

Leadership and Workforce Engagement:  
Build an environment in which employees 
contribute to the ongoing development and 
implementation of performance standards.  

Establishment of 
Standards of 
Excellence  
 

The College has created service standards with defined expectations 
and guidelines for implementation. 

Figure 3.1-6 Better Serving Stakeholders Plan Components and Successes   
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Category 4 – Measurement, 
Analysis and Knowledge 
Management 
 
4.1 Measurement, Analysis and Improvement 
of Organizational Performance 
 
a.  Performance Measurement 
 
4.1a(1) Performance Measures.  The College selects data 
and information to track in accordance with priority 
measures appearing on the Minnesota State Colleges and 
Universities Accountability Dashboard.  A second basis of 
selection is measures that are part of the presidential 
evaluation process by the Office of the Chancellor.  The 
third basis of selection is core measures of performance that 
align with College self-designed strategic goals. The 
College’s Balanced Scorecard (BSC) is composed of a 
family of dashboards at the College, division, and 
department level.  The College’s strategic dashboard 
includes over 40 core measures (performance measures) 
aligned to ten strategic goals (Figure 4.1-1).  Each goal has 
associated core measures.  Strategic goals are aligned with 
four Balanced Scorecard  (BSC) perspectives:  learning and 
growth, internal processes, students and stakeholders and 
resources (Figure 2.2-2). BSC dashboard measures are 
selected based on the three methods noted above.   The BSC 
initiative was an AQIP Vital Few project to better use data 
and information to make improvements and manage 
institutional effectiveness.   The entire BSC family of 
dashboards is available for public viewing on the web. 
 

 
Figure 4.1-1 – RCTC Strategic Dashboard  
 
Division dashboards include a mix of College core measures 
and others that are unique to each division and that align 
with Level 2 processes.  These processes are part of the 
Student Learning System (SLS) Level 1, 2 and 3 processes 

of the College.  Department dashboards include some 
division core measures and other measures unique to their 
Level 3 processes.   
 
The College’s strategic dashboard uses a color coded system 
to indicate the progress being made toward the strategic 
goals.  Measures exceeding performance expectations are 
coded as gold, those meeting expectations as blue, and those 
in need of immediate attention as red.  At division and 
department levels the color-coding reflects the overall 
performance for that core measure. 
 

 
Figure 4.1-2 Three Perspectives on Dashboard 
 
Each measure is evaluated with three perspectives.  The first 
is the trend in the data for that measure, the second is 
performance against a comparative benchmark and the third 
is performance to a target set for the measure.  Measures 
have set tolerances that establish a basis for performance.  
Such tolerances may also be viewed as an error margin or 
standard deviation.  The established tolerance is what causes 
the dials on the dashboard to move.  Each measure has a dial 
for trend, comparative, and target.  The performance for 
each is mathematically calculated based on tolerances set 
(Figure 4.1-3).   

 
Figure 4.1-3 Tolerance Setting 
 
For example, if a measure has a tolerance of 3 percent, then 
one standard deviation or +/-3 percent improvement moves 
the dial to +/-1 (one deviation).  Performance equal to 6 
percent improvement moves the dial to +2.  If performance 
were -6 percent the dial would move -2.  Each perspective 
(Figure 4.1-2) trend, comparison and target is calculated in 
a similar way.  The value for each is added up to produce an 
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overall level of performance, then displayed by a dial 
placement and corresponding color.  Each measure is then 
added with another for all measures associated with a goal 
to produce an overall color for the goal.  The same process 
is used for division and department dashboards to produce 
scores and colors for each measure which then are averaged 
to create an overall numerical value and subsequent dial 
placement and color.   This allows for immediate 
identification of which measures are exceeding, meeting, or 
not meeting expectations.  Those underperforming are cause 
for improvement via PDCA-based approaches.  
 
4.1a(2)  Comparative Data.  The BSC for each measure on 
the dashboards includes comparative data.  A core measure 
may include a primary comparative for which performance 
and dial colors are determined; additionally, each core 
measure may have other comparative data points that further 
inform upon the overall view of performance.   
 
Principal comparative methods include comparisons to the 
Minnesota State Colleges and Universities system, national 
averages, defined cohorts and Minnesota consortia data, and 
the National Community College Benchmarking Project 
(NCCBP).  The NCCBP includes 210 two-year colleges 
from across the nation and provides a source of information 
to compare RCTC scores to national percentiles for 
institutions using similar surveys and metrics.  The College 
can also compare itself to cohorts from the Integrated 
Postsecondary Education Data System (IPEDS), and 
through vendors providing nationally-normed surveys.  For 
example, the Community College Survey of Student 
Engagement (CCSSE), Priorities Survey of Online Learners 
(PSOL) and Student Satisfaction Survey (SSI) provide 
benchmark reports comparing College performance with all 
institutions that are members or subgroups like other 
Minnesota colleges which are participants.   RCTC has 
identified several peer groups or consortia for purposes of 
tracking and sharing comparative data.  
 
4.1a(3)  Student and Stakeholder Data.  The College's 
comprehensive listening and learning approaches and the 
planned administration cycles keeps data and information 
current.  It reviews the statistical significance of changes in 
attributes rated most important so as to ascertain shifts in the 
needs and requirements of market segments.  This data has a 
high level of statistical significance and low error margins.  
Data and information from such surveys can be further 
validated through other surveys and focus groups which 
provide for additional granularity.  Surveying capabilities in 
our Hobsons customer relationship management software 
tools also provide for quick survey techniques to 
electronically engage student market segments in a flexible 
and responsive way. 
 
4.1a(4)  Measurement Agility.  The success of a dashboard 
system requires stability so measures are not continuously 
changing and so trends for performance can be evaluated 
without ongoing changes.  Each year, as part of the IPP, all 

measures are reaffirmed.  If changes are required, 
dashboards are edited.  The Office of the Chancellor and 
MnSCU Board of Trustees influence changes to core 
measures.  Changes in system level dashboards, presidential 
evaluation measures or other factors influence the College’s 
dashboard.   
 
b.  Performance Analysis and Review  
 
The College uses a variety of performance analysis and 
review processes (Figure 4.1-4).  The College also tracks 
findings reported in feedback reports from The Higher 
Learning Commission/AQIP, Malcolm Baldrige or the 
Minnesota Quality Award Feedback Reports.   
 
Another approach used to support performance review and 
improvement activities is the College’s Continuous 
Improvement website where all research studies, research 
executive summaries, quality assessments and feedback 
reports are made available to internal and external 
stakeholders.  RCTC has also uses executive 
briefings/summaries of major findings in key research.  
These executive summaries highlight gaps between 
expectations of key student and stakeholder populations and 
levels of satisfaction, and provide a means for focusing the 
College to attend to issues of high importance to students.  
Copies of these research summaries are distributed to 
College personnel as attachments to the weekly campus 
online newsletter College Crossings.  
 
Because not all issues to be addressed can be foreseen, the 
College has also made use of task forces or “Rapid 
Response Teams,” also known as “Solve & Dissolve” 
committees.  These teams form around a specific problem or 
improvement area and strategize on short- and long-term 
solutions.  In 2010, the College introduced “The 
Collaborative” process to address more systemic or larger 
challenges or opportunities.  
 
RCTC is represented on the Planning Advisory Committee 
of the Office of the Chancellor of the MnSCU system.  This 
group addresses topics like system work plans, presidential 
evaluation processes, and accountability dashboards.  RCTC 
also actively participates in meetings several times each year 
among institutional research representatives from other 
MnSCU institutions. 
 
Various analyses are done to support reviews including 
level- and trend-reviews via the Balanced Scorecard (BSC); 
gap analysis comparing importance to satisfaction levels; 
performance-to-target; performance compared to system 
averages for like institutions, services, or programs; and 
comparisons to national norms or comparative measures.  
Data from theses analyses flow into the Strategic Planning 
Process (SPP) and Integrated Planning Processes (IPP).   
 
RCTC has adopted a Plan-Do-Check-Act Cycle (PDCA) 
(Figure 4.1-5) that guides continuous improvement 
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activities.  The Collaborative process added additional steps 
to this approach by integrating the concepts of the Toyota 
problem solving method known as “A3.”   These added 
steps to the PDCA process help deepen teams’ 
understanding of the true problem or issue before following 
the traditional PDCA steps.  
 
Review Approach Participants Frequency 
Landscape Analysis 
(Design Documents, 
etc.) 

Strategic Planning 
Committee, 
Leadership Council 

Periodic 

MN Quality Award or 
Malcolm Baldrige 
Applications 

Leadership 
Cabinet/Council, All 
College Committees 
and Sub-committees 

Frequent 

Academic Quality 
Improvement Program 
(AQIP) Annual Updates 

Strategic Operations 
Committee, 
Institutional 
Effectiveness Sub-
committee and 
Leadership Council 

Annual 

Academic Program 
Development and 
Review (APR) 

Academic 
Leadership, Program 
Leaders and Division 
Coordinators 

Annual 

Integrated Planning 
Process (IPP) 
�  APR 
�  Service Review 
�  Continuous 

Improvement Plans 
�  Operational 

Budgeting 

Program Leaders and 
Division 
Coordinators, 
Department Leaders 
and Teams and 
Leadership 
Cabinet/Council 

Annual 

Integrated Planning 
Process Reviews 

Program/Department 
Leaders and 
Leadership 
Cabinet/Council 

Mid- and 
End-of-Year 
Strategy 
Reviews  

Balanced Scorecard 
(Dashboards) 

Leadership Cabinet 
and Council, All Staff 

Ongoing 

Leadership 
Cabinet/Council Shared 
Governance Meetings 

Diverse participants Weekly and 
Monthly 

Listening and Learning 
Approaches and 
Findings 

Diverse Student and 
Stakeholders 

Ongoing 

Level 1, 2 and 3 Process 
Reviews 

Process Owners Ongoing 

The Collaborative C3 Committees Six Month 
Process 

MnSCU Review of 
RCTC President 

Internal and External 
Constituents 

Annual 

Senior Leaders 360 
Degree Performance 
Evaluations 

Internal and External 
Constituents 

Annual 

Figure 4.1-4 – Performance Analysis and Reviews  
 
The results of performance analyses and reviews are 
communicated in a variety of ways to faculty, staff, students 
and other stakeholders.  Findings of research and other 
analyses are shared through the College’s organizational 
leadership/shared governance system as information items.  

The weekly newsletter College Crossings features “Weekly 
Marketing Facts” and “Supalla’s Scribblings.” Because 
faculty and staff are often confronted with an overwhelming 
amount of data from multiple sources, “Supalla’s 
Scribblings” is a weekly column from the president 
informing faculty and staff of timely news, information, 
data, and other happenings.  Additionally, two-page 
executive summaries or “Data Briefs” of college research 
studies as well as minutes from bargaining unit meetings are 
included as attachments.  Data and information are also 
available through the College intranet site.  Email, Staff 
Development Day, “State of the College” presentations, 
open forums, Chats with the President, and Open Mike 
(chats with the VP of Academic Affairs) are some other 
sharing approaches.  College leadership shares all data and 
information on College performance at College program 
advisory committees, department and team meetings, and in 
publications like the monthly student newspaper, The Echo.  
Data and information are currently made available through 
content embedded in the IPP, the MnSCU ITS Data 
Management site, and the Balanced Scorecard and its 
various dashboards. 
 

 
Figure 4.1-5 – Plan-Do-Check-Act Cycle   
 
4.1c  Performance Improvement 

4.1c(1)  Best Practice Sharing.  College All-Staff 
Development Days are a source for internal sharing of best 
practices.  These events include learning and sharing 
sessions presented by various areas of the College with their 
colleagues.  These events occur four times per year.   

4.1c(2)  Future Performance.  The IPP and dashboards are 
the primary means of translating analysis and review 
findings into action.  Multiple analysis and review processes 
(Figure 4.1-4) support ongoing review.  The IPP process 
considers all data and information used in the establishment 
of division strategies that then guides the setting of 
department strategies.  Additionally, the College conducts 
an October Fall Review and a January Mid-year review to 
consider new data, analyze marketplace changes, make 
adjustments for emerging needs,  and reprioritize resources 
as appropriate.   

4.1c(1)  Continuous Improvement and Innovation.  The 
results from self-assessment activities, feedback reports, 
other external analyses, learning events, etc. drive 
continuous learning, improvement, and all College 
assessment.  The Collaborative is an example where 
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feedback and other data and information drove the 
identification of Collaborative projects that led to strategies 
and actions to innovate and improve.  One such example 
was the creation of the Idea Hive (Figure 4.1-6) based on a 
Collaborative project to create an idea management system.  
This was driven by data from the Campus Quality Survey 
that identified a weakness—that the College lacked a means 
to receive, share, and act on ideas from faculty and staff.  
Analysis and further discussions led to the development of 
an innovative approach to manage ideas.  Best practices 
from Starbuck MyIdea, Mayo Clinic and the Pepsi Refresh 
Project were benchmarked with as identified best practices.  
The project was identified, placed in the IPP, designed, 
tested and launched in February of 2011.   

All of the AQIP “vital few” projects derive from feedback, 
data and information identifying opportunities for 
improvement.  Projects currently include Better Serving 
Stakeholders, Strengthening the Capability of the 
Workforce, and the First Year Experience. 

 
Figure 4.1-6 The Idea Hive  

Since 2000, the College has been part of the Continuous 
Quality Improvement Network (CQIN).  Each year the 
College establishes a team to attend the CQIN Summer 
Institute.  These events are done in collaboration with 
approximately 50 other two-year colleges and organizations 
dedicated to performance excellence.  The theme-based 
institutes feature leading organizations and Baldrige 
recipients.  Figure 4.1-7 highlights these learning events as 
well as improvement and innovations implemented as a 
result of participation.   

4.2  Management of Information, Knowledge 
and Information Technology 
 
a.  Data, Information and Knowledge Management 
 
4.2a(1) Properties.  All faculty and staff have access to the 
College intranet site where data and information is located.  
Networked workstations, laptops or mobile devices 
provided each faculty and staff member so they all have 
access to College websites and electronic publications.  

Faculty and staff can use MNSCU Information Technology 
Services (ITS) websites for generating college-level reports 
for a wide range of categories.  Faculty and staff can also 
request customized reports from staff members who have 
access privileges to MnSCU’s Integrated Student Records 
System (ISRS) and related replicated data at regional data 
warehouses.  Additionally, the RCTC Balanced Scorecard 
and other survey data are available for public viewing 
through the Continuous Improvement website.   

Improvement, 
Innovation and 

Learning 

Learning Partners 

Integrated Planning 
Process 

Brevard Community College 

Balanced Scorecard Northwest Missouri State 
University, St. Luke’s Hospital, 
Boeing, SSM Health Care 

History Wall 3M, Mayo Clinic 
Leadership RCTC 3M 
Standards of Excellence Ritz Carlton, Disney and others 
WOW Stories Ritz Carlton 
College Values 
Development 

Southwest Airlines, The Container 
Store, Richland College 

Level 1,2,3 Processes St. Luke’s Hospital 
Staff Development Day 
Activity 

The Deep Dive - IDEO 

Staff Development Day 
Speaker 

Pike Place Fish Market   

Staff Development Day 
Speaker 

David Spong - Boeing 

Clue Scanning/Mystery 
Shopper 

Lou Carbone, Starbucks, Pike 
Place Fish Market, IDEO 

Problem Solving Toyota and the Toyota Way 
The Collaborative Mayo Clinic 
Performance 
Management Concepts 

Poudre Valley Health Center 

Values Display Poudre Valley Health Center 
Leadership:  
Sustainability and 
Succession 

Disney 

Figure 4.1-7 CQIN Summer Institute Learning  
 
4.2a(2) Data and Information Availability.  RCTC has 
adopted workstation and software standards for keeping the 
technology infrastructure current with educational service 
needs and directions.  Common work productivity software 
packages are updated on regular, established cycles, linked 
to software releases (i.e., Microsoft Office, Windows, 
Outlook, etc.).  Faculty make additional recommendations 
and requests for academic software upgrades as warranted 
by their program needs. The College has an established 
procedure for the installation of new software.  Only 
software tested and approved by ITS will be pushed out 
through a background installation manager to ensure 
network compatibility and security. Any software program 
that is not approved and does not have a license on file with 
ITS department will be removed.  To get software on the 
"approved" list, faculty and staff must provide ITS with a 
copy of the software, license information, and purchase 
information.  Upon receipt of these items the software is 
tested to ensure it does not conflict with network 
applications or other software installed on college systems. 
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Special requests can be accommodated by Virtual Machine 
solutions in specific computer labs.  Work station standards 
prohibit loading of potentially dangerous electronic products 
that might corrupt or slow important internet activities.  
Nearly 100% of all full-time faculty and staff are at a 
standard desktop image. In addition, computer labs and 
presentation spaces have their own unique standard desktop 
images. 
 
Network Passwords.  Network passwords expire every 90 
days.  Faculty and staff are warned to change their password 
when six logins remain.  They are also sent emails to remind 
them of the deadline on a countdown basis starting at 30 
days. This coincides with the general MnSCU timeline for 
changing passwords.  
 
Workstation Security.  A screen saver is activated after a 
system is idle for 15 minutes (more in presentation and 
academic labs).  Network passwords are required to 
deactivate the screen saver. This is a preventative measure 
limiting access by non-users if faculty and staff are away 
from their workstation.  A user can manually activate the 
screensaver for immediate security. 
 
Virus Protection.  All computers connected to the Network 
must have current virus protection installed and activated.  
Workstations with the standard image automatically receive 
virus software (currently, Kaspersky) updates as they 
become available, usually on a weekly basis. This software 
is available to employees for home use. 
 
SPAM Protection.  All email coming into the College goes 
through several SPAM filtering processes.  There is a 
hardware-based solution that processes messages, as well as 
software (currently, Microsoft ForeFront). Faculty and 
students have access to the filter controls as well as the 
quarantined messages, and are issued nightly reports. 
 
Network Availability.  Faculty and staff have password-
protected access to email and their profile (personal 
preference and file storage) from remote locations on a 24/7 
basis.  Students also have email access at any time as well as 
application access for some academic programs through 
Remote Terminal Services. Other users requiring access to 
specific programs on the Consolidated Access Point (CAP) 
server such as ISRS can be accommodated through the use 
of a Virtual Private Network. 
 
File/Document Management. Files/documents stored on 
the local (that is, the individual workstation) hard drive are 
the sole responsibility of the user.  Users are expected to 
back up files stored on the local computer themselves, as 
they are not backed up to network devices. All users have a 
home directory on the F: network that will not be deleted 
during upgrades or transfers. The files in the home directory 
are backed up daily to an off-site location on a weekly basis.  
This helps ensure efficiency and integrity even in the 
unlikely event of an emergency.  Email information is stored 
on the College server so this information will not be affected 
by changes made during an upgrade or replacement process. 
In addition, there are several networked drives available for 
campus wide and department level use. 
 
 
 
 
 
 

Division Technology Support Systems 
College �  Integrated Student Records System (ISRS) 

�  Minnesota Accounting System 

�  StateWide Integrated Financial Systems (SWIFT) 

�  Firebird:  BSC  Portal and IPP Portal 

�  Data Warehouse 

�  MnSCU Accountability Dashboard 

�  Integrated Technology Services (ITS) – 
Management Reports 

�  Image Now 

�  Brio/Hyperion  
Academic 
Affairs  

�  Desire-to-Learn (D2L) - instructional/course 
management system) 

�  R25 (event scheduling system) 
Student 
Affairs and 
Strategic 
Operations  
 

�  Hobsons Connect (Customer Relationship 
Management System) 

�  Hobsons Retain (Retention software) 

�  Google Analytics (web tracking) 

�  YouTube Insights (social media tracking) 

�  Integrated Student Records Systems (ISRS) 

�  Facebook  

�  U-select (course equivalencies) 

�  Hootsuite (Facebook content tool) 

�  Idea Hive (idea management tool) 

�  ED Connect 
Finance and 
Facilities  

�  Minnesota Accounting System 

�  FRRM System (management of deferred 
maintenance) 

�  MAPS 

�  Purchasing Control System (PCS) 

�  Unifier System (large capital bonding project 
management) 

�  Work Order System – School Dude 

�  STAR-WENS (Emergency management warning) 

�  Andover Building Controls 

�  Barbe Coleman Building Controls 

�  Custom Alarm (monitoring buildings) 

�  Honeywell Building Controls 

�  Key Card Access and Cameras 
Human 
Resources 

�  HR-SCUPPS  

�  SEMA4  (State payroll processing system) 

�  Sharepoint (collaboration tool) 

�  Brio/Hyperion (data query tools) 

�  Resumix (resume software) 

�  MnSCU Credentialing  

�  Purchasing Control System (PCS) 
Technology 
 

�  Cold Fusion (rapid application development 
platform) 

�  Firebird (data system for managing IPP and BSC) 

�  Structured Query Language (SQL) 

�  Open Source Development Tools 

�  Support Suite 

�  Microsoft Exchange Server 

�  Sharepoint  (Facebook-like collaborative tool for 
instruction tool) 

�  Turnitin, Mentornet and Smart Thinking 

�  Eaglesoft  (imaging software) 
Figure 4.2-1 Data, Technology & Information Resources 



28 
 

Redundancy.  Redundant equipment for key network 
components, servers, and data storage are maintained at a 
secondary campus location (Heintz Center).  All 
components are active and available for immediate failover 
if there is a failure of the primary equipment. 
 
User Support.  The Technology Support Center (TSC) 
provides faculty, staff, and students with a support 
mechanism to report and fix errors.  These include 
telephone, front desk, email, website and instant messaging 
interfaces to the TSC staff. The TSC has established an 
eight-step process to assist staff and ensure responsiveness 
to problems and includes notification of case-closure and a 
satisfaction survey on how their request or problem was 
handled.  Cases are entered into SupportSuite systems to 
assign numbers and track progress. Faculty and staff are 
surveyed each year in the Campus Quality Survey and asked 
to rate hardware and software user friendliness.  Since 2001, 
ratings of user-friendliness have increased significantly.  A 
MnSCU initiative in 2007 requires that all faculty and staff 
be trained in information security online.  RCTC will use its 
online classroom management system (D2L) to track 
compliance.  
 
4.2a(3) Knowledge Management.  The College has diverse 
data, technology and information resources that constitute 
its Knowledge Management System (KMS) outlined in 
Figure 4.2.1. The College continues to explore ways to 
make these data/information repositories more dynamic and 
interactive in terms of access and how information flows 
across the whole system. These repositories provide data 
and information sources that support strategic and 
operational planning, continuous improvement, sharing of 
knowledge, and highlighting best practices.  
 
b.  Management of Information Resources and 
Technology  
 
4.2b(1)  Hardware and Software Properties.  Information 
Technology Services (ITS) delivers networked services, and 
is the custodian of our data and information. This 
department provides for a coherent architecture that aligns 
with the Technology Division and institutional strategic 
plan. ITS ensures that hardware and software are reliable, 
secure, and user-friendly as outline din Figure 4.2-2.  
 
4.2b(2)  Emergency Availability.   
 
RCTC is fully committed to ensuring the continued 
availability of data and information in the event of an 
emergency. All departments in the Technology Division 
have developed and are responsible for maintaining both 
Disaster Plans and Business Continuity Plans, and have 
ongoing discussions of critical services and operations. The 
overall objective is to create a highly resilient and flexible 
technology environment which includes redundancy, 
replication and multiple connection paths. In the area of 
redundancy, IT has a secondary server farm/system 
administration center at the Heintz Center campus. The 
primary server farm is located at the UCR campus, in 
environmentally controlled, secure rooms, which are 
monitored to ensure a minimum availability of 99%. Data 
from the principal server farm is continuously replicated to 
Data Recovery Site (DRS) at the Heintz Center, which 
automatically goes live if the primary server farm fails. The 

number of users able to log on, in the event of a DRS 
operation, is limited and is being monitored and adjusted 
regularly. 
 

Property Approaches 
 

Reliability 1. Service Level Agreements (SLA) for 
infrastructure and critical systems monitored 
online; performance reported and issues dealt 
with 

2. Procurement policy requires hardware and 
software, where practical, to be purchased ‘off-
the-shelf’, to be 

3. widely supported, to have a strategic 
development path and to comply with industry 
standards 

4. Generally accepted software development and 
engineering methods applied 

5. Generally accepted project management 
methods applied 

6. All software piloted in a test environment 
before deployment 

Security 1. Network passwords renewed every 90 days 
2. Most apps have ID and password protection 
3. Secure internet protocols, unique event 

numbers, date/time stamps, ongoing system 
monitoring, automatic backup, fixed lists, 
physical security, and record locking 

4. Virus-protection and spam filtering 
5. Incoming and outgoing e-mail attachments 

scanned 
6. Automatic website access monitoring and 

control. 
User-
Friendliness 

1. Applications are web-based and consider 
requirements for authoritative data, access and 
bandwidth 

2. Users involved in selection and development 
3. Processes for ongoing support and training are 

considered or in place before deployment 
4. Technology Support Center Helpdesk to 

support main applications 
5. Complex business systems involve focus 

groups 
Figure 4.2-2 Hardware and Software Properties 
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Category 5 – Workforce Focus 
 
5.1 Workforce Environment 
  
5.1a Workforce Capability and Capacity 
 
5.1a(1) Workforce Capability and Capacity.  Leaders at 
all levels of the College have the ability to request staff 
additions through the Integrated Planning Process.  Through 
this process, requests for changes or increases in capacity 
are directly linked to the institutional, divisional and 
departmental strategic initiatives.  The leadership team 
reviews all requests and approves funding if appropriate. All 
positions at the College are covered by either a Bargaining 
Agreement or State of MN Plan.  The Minnesota Colleges 
and Universities system governs Faculty Credentialing to 
assure faculty meet the minimum qualifications required for 
their field of study.  Position qualifications for non-faculty 
positions are determined by both the State of Minnesota 
position classification system and local Colleges. 
 
5.1a(2) New Workforce Members.  Employee selection is 
a major component of the RCTC Strategic HR Plan.  We 
recruit nationally for many positions and use a broad variety 
of recruitment sources including newspapers, workforce 
centers, higher education publications, several internet 
recruiting sites and the RCTC website.  Recruiting is also 
tailored to the specific vacancy through the use of 
professional organizations, trade journals and list serves.  
We also encourage current employees and retirees to 
support our recruiting efforts to provide applicants with 
first-hand testimonials about RCTC as a place to work.   
 

Recognition 
Type 

Description 

“Best Bee of the 
Month” or the 
“Best Bee Team 
of the Month.” 

Monthly awards program where the 
Recognition Sub-committee reviews 
nominations submitted by students or 
employees and recommends awards to the 
President. 

RCTC’s Faculty 
of the Year 
Award 

RCTC’s Faculty of the Year Award (started 
in 2007) where faculty go through a 
comprehensive nomination and extensive 
selection process locally.  Faculty of the 
Year members are forwarded for 
consideration as a MnSCU Faculty of the 
Year Award winner. 

Length of 
Service 

Annual length of service and retirement 
recognition events. 

“Shining Star” Recognition by the President as a “Shining 
Star” on Staff Development Days for 
achievements and acknowledgements 
received at the College from both internal 
and external stakeholders. 

Presidential 
Recognition 

Individualized recognition notes from the 
President or Vice Presidents. 

Team Meetings Recognition in team meetings by the 
supervisor. 

Other Regular verbal praise. 
Figure 5.1-1 Recognition Programs 
 
RCTC has a very open and inclusive search process. We 
consistently use search teams of 3 – 8 people with diverse 

membership.  Search teams are involved in all aspects of 
filling positions including recommending recruitment 
sources; developing vacancy requirements, advertisements, 
screening tools, and interview questions; interviewing; and 
recommending finalists.  All search team members are 
provided with orientation on an annual basis addressing 
confidentiality, objectivity/validity, AA/EEO/diversity 
considerations and other general responsibilities.   
 
A variety of retention programs are already in place and 
several strategies have been developed in the Strategic HR 
Plan to continually improve retention.  RCTC has several 
recognition programs (Figure 5.1-1) in place to support 
retention. 
 
Employees have the opportunity to use flexible scheduling 
options as long as work unit staffing needs are met.  These 
options include flexible schedules within an eight-hour day, 
four-day or other alternative work weeks, and periodic work 
schedule adjustments to address personal needs. 
Approximately one-half of our employees use these options.  
RCTC was also the first MnSCU institution to develop a 
Telecommuting Policy for staff positions and, at the request 
of the faculty union, will be tailoring the policy to meet 
unique faculty needs.  The availability of employee 
insurance benefits has a major impact on both recruitment 
and retention.  RCTC has used multiple appointments for 
employees allowing them to work in two positions to create 
more full-time or insurance eligible part-time opportunities 
to improve retention, address organizational needs, and 
more fully utilize the strengths and talents of our existing 
workforce.  This practice also strengthens our succession 
planning efforts by providing employees with broader 
training and skills. 
 
As mentioned earlier, RCTC received the Alfred P. Sloan 
Award for Business Excellence in Workforce Flexibility in 
2011.  This prestigious award recognizes employers that are 
successfully using workplace flexibility to meet both the 
employer and employee goals.  As an award winner, RCTC 
ranked in the top 20 percent (the 80th percentile) of 
employers nationally in terms of flexible work programs, 
policy and culture.  
 
5.1a(3) Work Accomplishment.  The Strategic Planning 
and Integrated Planning Processes set the tone and direction 
for management and organization of our workforce and 
other resources.  As a result, we have an organizational 
focus on our mission, vision and values centered on teaching 
and learning and maximizing the strengths and talents of our 
workforce.  Information on strategic directions, goals, plans, 
and status are broadly communicated to students, 
faculty/staff and stakeholders in team meetings and the web-
based IPP.  The organization of the workforce is described 
fully in Category 6.  This section outlines organizational 
structure and its relationship to what are termed Level 1, 2, 
and 3 processes.  The organization of work is also depicted 
in the Organizational Leadership and Shared Governance 
System (Figure 1.1-1). 
 
Whenever RCTC has a vacancy, opportunities for 
improvement and position/organizational restructuring are 
strategically assessed to determine if changes should be 
made for more effective staffing.  We use a variety of 
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employment conditions including FT, PT, permanent, 
seasonal and temporary and intermittent staffing to ensure 
our workforce is responsive to changing needs and is as 
flexible as possible.  The college’s selection process focuses 
on our values and competencies and emphasizes “right fit” 
of the new hire in the specific position. We also continually 
review how positions are evolving to assess opportunities 
for further development, promotion, reassignment, etc. to 
address changing needs and trends within the College. 
 
5.1a(4) Workforce Change Management.  Proactive 
discussions are held in team meetings and union meet and 
confer sessions to communicate changing organizational 
needs/plans, to listen to and prepare our workforce.  RCTC 
recognizes the negative effects of workforce reductions and 
we continually strive to avoid these implications in all of our 
workforce management actions.  When workforce 
reductions are unavoidable, we communicate early and 
openly with employees and approach reductions in a 
sensitive manner.  Discussions also occur with union 
representatives during the planning and implementation 
phases.  The purpose of these communications is to solicit 
employee/union input and determine if agreements can 
eliminate or reduce the need for layoffs.  Several processes 
and benefits are outlined in collective bargaining 
agreements when a layoff can’t be avoided.  These 
processes enable use of retraining, reassignment and a 
variety of other options to preserve employment at RCTC, 
other MnSCU institutions or another state agency.  Rights 
also exist to recall staff as soon as possible after a layoff 
occurs. 
 
More recently during our budgetary constraints and in a 
period of high employment, RCTC has avoided reductions 
in force by using other strategies.  Several vacated positions, 
due to retirement or other movement, have been left vacant 
in an effort to avoid future reductions.  We have also used a 
method of reallocation of funds to support needed capacity 
in other areas of the College.  These decisions are made 
through the IPP process.  The past two years the College 
offered a Board Early Separation Incentive (BESI) program 
that was accepted by eight employees. 
 
5.1b Workplace Climate  
 
5.1b(1) Workplace Environment.  RCTC employs a 
Safety Officer with responsibility for developing critical 
incident plans and procedures, providing a safe 
education/work place, legal compliance, ergonomics, safety 
training, pandemic planning, safety committee leadership, 
etc.  We have a Campus Security Director who is supported 
by a student security force of 8 – 10 students hired primarily 
from the college’s law enforcement training program. 
Worker’s compensation claims are also managed and 
measured.  The Safety Officer position is currently vacant 
but we could probably keep this statement in as we will be 
back filling is in some capacity. 
 
The Student Health Service Nurse administers health and 
wellness programs for both students and employees.  An 
annual health fair is sponsored and we offer broad health 
and wellness programs including employee use of the 
college fitness center, stress management/reduction, 
relaxation, walking/exercise programs, work/life balance, 

weight reduction, smoking cessation, flu vaccinations, a 
regular health/wellness newsletter, etc.  We have also 
included health/wellness topics in staff development events 
and encourage staff to use health and wellness services 
available through their health insurance providers.  During 
employee insurance open enrollment period, employees may 
reduce their doctor visit co-pays by participating in a health 
assessment designed to provide comprehensive health 
information and promote healthy behaviors.   
 
The State of Minnesota offers a confidential Employee 
Assistance Program (EAP) with professional counselors 
who provide counseling/referral services to meet a variety of 
employee needs for specialized personal assistance. The 
EAP also provides management consulting for conflict 
management, performance counseling, etc.  RCTC also has 
a unique program called the RCTC Fund for the Family 
providing financial assistance or services to employees in 
need.   
  
5.1b(2) Workforce Polices and Benefits.  The College has 
seven collective bargaining agreements (P.1-4) or plans in 
place based on occupational categories.  These agreements 
spell out the terms and conditions of employment and 
benefits structured to the specific needs of covered 
employees.  Each bargaining unit also has different job 
classification and compensation structures.  All agreements 
have generous paid leave and unpaid leave provisions, and 
there is a comprehensive insurance package with optional 
coverage’s to meet individual needs.  MnSCU and the state 
also have comprehensive mandatory and voluntary 
retirement plans in place that recognize the differing needs 
of various employee segments.  The State of Minnesota also 
has vacation donation programs that allow employees to 
donate their vacation or personal leave to employees who 
have exhausted all forms of paid leave, or to pay un-
reimbursed medical expenses in excess of $10,000.   
 
5.2 Workforce Engagement 
 
5.2a Workplace Performance  
 
5.2a(1)  Elements of Engagement.  In 2007, RCTC 
established a Workforce Engagement Benchmark resulting 
from changes to the Malcolm Baldrige National Quality 
Award Performance Excellence Criteria.  The benchmark 
was patterned after the Gallup Q12 National engagement 
Benchmark.  The College identified existing items from the 
Campus Quality Survey and then added several items to 
establish a similar measure for engagement.  Item scores 
from the survey were recalculated and applied to data prior 
to 2008.  Data from the 2008 and 2009 surveys are inclusive 
of the full set of 12 items composing the benchmark.  The 
Workforce Engagement Benchmark results can be viewed 
as a composite or aggregate score or viewed at item level to 
determine factors most contributing or impacting overall 
engagement.    
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The College received the Alfred P. Sloan Award for 
Business Excellence in Workforce Flexibility in 2009 and 
again in 2011.   This prestigious award recognizes 
employers that are successfully using workplace flexibility 
to meet both the employer and employee goals.  As an 
award winner, RCTC ranked in the top 20 percent (the 80th 
percentile) of employers nationally in terms of flexible work 
programs, policy and culture.  It is significant to note that 
the employer application is one third of the overall score. 
An employee survey used to corroborate and obtain data on 
employee knowledge and use of flexible programs is two-
thirds of the overall score.  
 
5.2a(2) Organizational Culture.  The College employs a 
number of approaches to foster high performance work 
through an engaged workforce.  First is the Organizational 
Leadership Shared Governance System (Figure 1.1-1).  
This system provides multiple opportunities for faculty and 
staff to be engaged in conversations regarding important 
issues facing the College and be part of groups making 
recommendations for improvement, innovative ideas, and 
positive change.  Faculty and staff have ample opportunities 
to participate in All-College Committees, sub-committees or 
other task forces or ad-hoc groups.  As mentioned 
previously the College launched a new process called “The 
Collaborative” in October 2009 with more than 50 
participants and representing approximately 10% of the 
workforce and all parts of the College.  The Collaborative is 
composed of six teams and whose efforts reinforce all of the 
college values.  A second Collaborative is planned in the 
2011-2012 academic year. 
 
The College has adopted Standards of Excellence which 
defines service standards and expectations with guidelines.   
The Standards of Excellence align to the College’s six 
values.  Over 200 staff participated in Connections Now 
training in the fall of 2010.  This was described in Item 
1.1a(3). 
 
The College adopted an outcome driven, values-based 
agenda structure for its all college committees this year.  
Every committee meeting begins with three minutes of good 
news and a conversation on a college value.  All new and 
revised college policies and procedures go through shared 
governance in a spirit of open exchange with multiple 
readings before final action is taken.    
 
 The College has implemented a Core Competency Model, 
centered on and aligned with the College’s values (Figure 
5.2-1).  The core competency model is directly aligned with 
the college’s values and outlines expectations of all 
employees in terms of characteristics and competencies that 
the college wants to develop in order to engage the 
workforce and foster the desired organizational culture and 
climate (Figure 5.2-2).  A behavioral based interview 
question data bank has been developed for use in the hiring 
and selection process allowing RCTC to hire to our values.  
Measureable performance standards and “Standards of 

Excellence” (Figure P.1-2) have been developed for 
incorporation into our performance management system.  
These Service standards reinforce the commitment of RCTC 
to our values and core competencies. 
 

 
Figure 5.2-1 Core Competency Model 
 
5.2a(3)  Performance Management.  The Strategic Human 
Resources Plan developed by the Human Resource 
Committee and approved by the College Leadership Team 
identifies several strategies specifically related to the 
Colleges Performance Management System including 
employee and leadership development, recognition and 
reinforcement, the appraisal process and succession 
planning.  The College has separate performance 
management systems for administrators (1.2a(2)txt), faculty 
and staff, which include goal setting, completion of self-
appraisals and development plans, and the use of 360 degree 
feedback surveys to gather feedback from students, direct 
reports, faculty, staff and external stakeholders.   
 
Individual employees and supervisors identify 10 – 50 
people (generally students, faculty, staff and stakeholders) 
to complete an anonymous 360 Degree survey regarding the 
employee’s performance.  These surveys focus efforts on 
student and stakeholder needs and provide the employee 
with information regarding perceptions of their performance 
across the college community that they can use to 
assess/adjust their actions and approaches to improve 
performance.  The survey augments the formal performance 
evaluation by the supervisor and employees are asked to 
complete a self-evaluation.  All assessment tools are 
discussed during a performance conference.  Employees are 
integral in the formation of their professional development 
plans during this process. 
 
The performance review serves as the basis for pay for 
performance increases for administrators, and for 
supervisory recommendations on granting progression/step 
increases for staff.  Per college policy, Achievement Awards 
(lump-sum monetary rewards for staff in certain bargaining 
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units) are based on performance reviews that reflect superior 
or outstanding work on specific projects or in overall 
performance.  The HR Strategic Plan includes a strategy to 
review the administrator and staff performance management 
and recognition systems to ensure the core competencies 
and engagement are integrated.   
 
Probationary and adjunct instructors are evaluated every 
year, and non-probationary instructors are formally 
evaluated every three years and required to submit an annual 
report to administration. Student evaluations are an integral 
component to focus faculty efforts on meeting their needs.  
Professional development planning is another major 
component to ensure faculty maintain currency within their 
discipline and in teaching/learning competencies.  Using a 
“Toolbox” concept, faculty are able to choose several 
methods of self-evaluation and outside evaluation as part of 
the professional development plan and to be completed 
annually.  Options available in the “Toolbox” include peer 
observation, observation of other teaching, self-evaluation, 
outside observation, evaluative surveys, document 
collection and professional development portfolios. 
 
5.2b  Assessment of Workforce Engagement 
 
5.2b(1) Assessment of Engagement.  Using the Gallup 
Q12 as a model for measuring Workforce Engagement, 
RCTC used questions from its annual Campus Quality 
Survey and formed a new benchmark, called "Workforce 
Engagement."  By using existing measures, RCTC avoids 
over-surveying its faculty and staff and also reduces 
redundancies from asking questions similar to those already 
being asked.  These questions emerge from research done 
from thousands of interviews at all kinds of organizations at 
all levels by Gallup.  The questions from RCTC's CQS 
survey were chosen because they align with the themes 
Gallup demonstrated as being among the best predictors of 
employee and workgroup performance.   Another 
benchmark established in 2008 was the Workforce 
Innovation Benchmark that like engagement, measures 
items, then aggregates them to determine the extent to which 
faculty and staffs feel that a culture and supportive 
environment exists conducive to innovation.  The Campus 
Quality Survey (CQS) is conducted annually and includes 
fifty-plus items that are aggregated into ten benchmarks 
measuring various dimensions of workforce satisfaction.  
These results are segmented by type of position, 
employment status and years of service. 
 
As mentioned earlier, RCTC received the Alfred P. Sloan 
Award for Workplace Flexibility which involved both an 
employer application and a comprehensive employee survey 
which verified that the flexibility programs offered are used 
and valued by employees.  Also mentioned earlier, 
satisfaction surveys are conducted after each Staff 
Development Day to gather data on the learning success of 
the event. 
 
Another measure of workforce engagement is done through 
monitoring the number of employee grievances.  The goal is 
always to reduce the number of grievances through 
workforce engagement efforts.  The College has 

experienced a relatively low number of grievances over the 
past several years. 
 
5.2b(2) Correlation With Organizational Results.  While 
the College has established no direct correlation between 
Workforce Engagement and student and stakeholder 
satisfaction, other national studies suggest a relationship.  
Student satisfaction has trailed the national average and 
other comparative groups.  That said other engagement 
derived from the Community College Survey of Student 
Engagement (CCSSE) shows RCTC outperforming medium 
sized school in it classification group and other institutions 
who participate in the National Community College 
Benchmarking Project (NCCBP).  On four of five national 
benchmarks RCTC is in the 75th percentile or higher.  These 
benchmarks include:  Active and Collaborative Learning, 
Student Effort, Academic Challenge and Student Faculty 
Interaction.  The College performs slightly under the 
national average for medium sized schools for the Support 
for Learners Benchmark.       
  
5.2c Workforce and Leader Development 
 
5.2c(1)  Learning and Development System.  The College 
provides faculty and staff with diverse professional and 
personal development opportunities that support and 
advance college goals and address strategic challenges and 
core competencies (Figure 5.2-3).   
 
A new initiative in its early beginnings at the time of the 
application submission is a focus on innovation.  RCTC, 
with representatives of the Mayo Center for Innovation, 
Winona State University and the Minnesota State Colleges 
and Universities system are meeting to discuss various 
dimensions on innovation including training and education, 
measurement, idea management, building a culture of 
innovation and other topics.  These conversations will foster 
best practice sharing and leads to collaborative innovation 
efforts consistent with the College value of innovation.  The 
goal is to enhance sustainability and high performance work 
through innovation initiatives.  The use of dashboards 
creates a results focus and reinforces a culture of high 
performance.   The College’s commitment to continuous 
self-assessment cultivates a culture of assessment and a 
focus on enhancing strengths and taking action opportunities 
through an open exchange of ideas. 
 
5.2c(2)  Learning and Development Effectiveness.  The 
College has four all Staff and Faculty Development Days 
included in each academic calendar.  The events are 
structured to include a variety of developmental 
opportunities for staff, faculty and leadership.  A satisfaction 
survey is conducted after each event to assess employees’ 
perception of the learning sessions and to obtain suggestions 
for future events.   
 
The SPP, IPP, Performance Management and Learning 
systems focus on the need to improve organizational and 
individual performance, address technological change and 
further embed innovation into our ongoing operations.  The 
implementation of work unit level development plans is 
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useful in facilitating these needs as well as succession 
planning to address the anticipated level of retirement.   
 

Professional Development Opportunities 

Tuition waiver at MnSCU institutions 
Reimbursement for tuition at other providers. 
Sabbatical leaves (typically 13-14 per year at a cost of 
approximately $700,000) and external development 
opportunities such as Fulbright Scholarships and educational 
leaves for faculty and staff. 
MnSCU, regional or national conferences or workshops 
available within disciplines/functions. 
Computer/technology training offered regularly by Educational 
Technology Services. 
Health and wellness programming offered regularly. 
Safety and regulatory training such as Right to Know, 
ergonomics, safe-lifting, etc. 
Interpersonal/human relations/conflict management training 
offered as needed or incorporated into staff development day 
programming. 
Quality/innovation training addressed through ongoing 
participation in CQIN Summer Institutes, RAQC events, and 
other focused staff development sessions. 
On-the-job training. 
Subscriptions to a significant number of professional journals, 
higher education and other publications. 

Figure 5.2-3 Professional Development Opportunities 
 
Our on-boarding process, used to integrate new employees, 
includes an orientation program offered each semester, 
mentor assignment, welcoming activities, on-the-job 
training and probationary evaluation.  New employees are 
equipped with many resources to assist in their assimilation 
to RCTC, MnSCU and State employment. The HR 
Committee has established a work group that has researched 
best practices and implemented more systematic processes 
for onboarding, including a more formal mentoring program 
and methods for job rotation and cross training.  These 
efforts also support knowledge management and succession 
planning. Beyond on-boarding and staff development days, 
there are many other development opportunities available to 
meet the diverse and unique needs of our workforce. The 
breadth of leadership/supervisory development opportunities 
is addressed in 5.2c(3).  
 
Separate college-wide, faculty and leadership development 
budgets are in place and individual departments provide 
additional funding for staff to attend seminars, conferences 
and workshops.  The State and MnSCU both have phased 
retirement programs that allow faculty and staff to reduce 
from full-time to part-time prior to retirement to support 
succession planning as faced with a high level of retirements 
in the next ten years.  
 
5.2c(3)  Career Progression.  In the annual performance 
management process of staff, changes that have occurred in 
the duties of a position are identified through a review of the 
position description.  This review recognizes growth that 
has occurred, but provides an opportunity to identify plans 
for future changes in duties.  When an employee assumes 
additional responsibility, a review is undertaken to 
determine if promotion is appropriate.  This process 
encourages employees to pursue gaining new knowledge or 
skills.  When promotion is not possible, gaining new 

knowledge or skills may serve as the basis for a lump-sum 
monetary Achievement Award for staff. The awards are 
currently not available due to budget if that matters.  Faculty 
and staff are encouraged to share information gained from 
formal or self-development efforts within their department 
or office, and on staff development days.    
 
The “Leadership RCTC” program was developed and 
implemented in 2004 to develop leaders at all levels of the 
College.  The program has a steering committee made up of 
program alumni to ensure it is “participant-driven” and 
flexibly meets emerging needs.  To date, close to 150 
faculty, staff and administrators have participated in seven 
cohorts.  The program includes diverse leadership topics 
delivered in eight 4-hour sessions. The program is under 
review for redesign at present. 
 
RCTC employees have also participated in other leadership 
development programs such as “Leadership Greater 
Rochester,” sponsored by the local Chamber of Commerce 
and designed to develop future community leaders.  RCTC 
has had 1 – 3 participants per year since the program’s 
inception in the early 1990s.  MnSCU established the 
“Luoma Academy,” in 2005 to develop future presidents, 
vice presidents, deans and other top leaders for the MnSCU 
System to address the system’s succession planning needs.  
Leadership team members and faculty also participate in 
national leadership academies to build their knowledge and 
skills, and share information upon completion of those 
programs.  These programs are “fed” by alumni from the 
Leadership RCTC program to support our succession 
planning efforts at various leadership levels.  RCTC has 
recently made the commitment to participate in a local 
Collaborative Leadership Fellows Program as an advanced 
development opportunity for employees. 
 
All new RCTC administrators and supervisors participate in 
the MnSCU “Core Training Program for Supervisors” that 
covers both the art and science of leadership.  RCTC also 
holds supervisory meetings and training sessions on a 
variety of supervisory topics.  A mentor program exists 
where mentors can be assigned to all new college leaders 
and there are opportunities for interim, acting and mobility 
assignments.  MnSCU also provides contract training as 
new collective bargaining agreements are negotiated and 
sponsors Labor Relations Institutes on topics such as 
mediation, performance evaluation, grievance handling, 
progressive discipline/just-cause, etc.  Individual 
administrators and supervisors may incorporate any 
leadership development opportunity into their individual 
development plan.  As a member of the Minnesota State 
College and Universities Talent Management Steering 
Committee, the Chief Human Resources Officer is a 
member of the Succession Planning sub-committee.  The 
charge to this sub-committee is to develop tools for 
campuses to use in establishing succession planning 
programs that meet individualized needs.  A succession 
planning model has also been adopted at a MnSCU system-
wide level for Presidential positions with a plan to include 
other executive level positions in the future.



34 
 

Core Competency Behavioral Examples  Sample Competency Based Interview 
Questions 

Innovation:   Uses data, critical thinking and logic to analyze 
problems; identifies new and fresh approaches to problems and 
issues; is focused and makes sound decisions; is willing to learn 
and continuously improve. 

�  Engages others in brainstorming and encourages 
creativity in others; integrates emerging concepts into 
strategy and plans that support the organization’s mission 
and values. 

�  Understands the role, strengths and limitations of data in 
analysis. 

 
 

�  Give us an example of a new process, procedure 
or innovative idea you have facilitated.  How 
did you overcome any barriers or resistance to 
change? 

�  Please share an example of a time when you 
were part of a team charged with designing 
and/or implementing a new idea or method of 
accomplishing a work task or process. 

Fun:  Fosters a work environment that is pleasant and enjoyable 
to work in; is positive, upbeat, optimistic and enthusiastic; has a 
sense of humor. 

�  Uses humor, empathy, or other non-threatening 
approaches to reduce resistance or conflict and achieve 
positive outcomes. 

�  Publicly recognizes the contributions of staff, makes 
others feel valued as team member. 

�  What is your opinion of the phrase “Work 
should be enjoyable and fun?” 

�  Describe what methods you have used to deal 
effectively with stresses associated with your 
work. 

Learner-Centered:  Is open, approachable and focused on 
students, student learning and student success; develops rapport 
with learners; responsively assesses, anticipates and address the 
needs of the learning; engages learners in the learning process. 

�  Makes sure that the services are delivered as promised 
and follows up to ensure long-term learner satisfaction. 

�  Identifies and understands learner needs and builds 
student relationships by addressing them. 

�  Give us an example of a rewarding experience 
while serving a student or customer. 

�  Describe a situation where you went above and 
beyond what was expected of you to provide 
quality customer service. 

Teamwork:  Actively listens, collaborates and develops effective 
working relationship with others; communicates openly and 
clearly articulates ideas; builds and supports team efforts; 
encourages a spirit of participation and belonging; enhances group 
cohesiveness by emphasizing team objectives and cooperation. 

�  Conveys respect to others and preserves dignity; involves 
others and is collaborative; poses questions to invite 
input. 

�  Effectively communicates information to a wide variety 
of individuals, including people from diverse ethnic, 
gender, occupational, etc. backgrounds, identifies 
opportunities for multifunctional organizational teams. 

�  Give an example of when you were part of a 
workgroup that encountered difficulty reaching 
agreement or consensus preventing progress.  
Describe the project, the workgroup and the 
resolution. 

�  Tell us about things you have done in your 
current or past role to improve the team 
environment. 

Respect:  Fosters an environment of mutual dignity and respect; 
values differences and shows sensitivity to people of diverse 
backgrounds; openly manages conflict and disagreement through 
collaborative discussion to reach positive conclusions; arrives at 
constructive solutions while maintaining positive working 
relationships; seeks win-win solutions; diplomatically explores 
common ground to reach mutually acceptable positive solutions. 

k. Considers cultural diversity and its impact on 
communication and conflict; seeks to understand 
differences in cultures and personal styles; displays 
sensitivity. 

l. Listens and values the view point of others; recognizes 
the feeling and concerns of others and responds with 
empathy and tact. 

 

8. What is your experience working with people 
from diverse backgrounds and cultures? 

9. Give us an example of a time when you were 
required to show empathy for multiple 
perspectives.  What was the situation and 
describe how you were able to be successful. 

Excellence:  Focuses on improving value, effectiveness and 
quality in all actions using job specific knowledge; demonstrates 
high ethical standards and personal integrity; is flexible and 
adaptable; has high motivation for succeeding; shows effort and 
drive in the face of obstacles; sets aggressive goals for oneself and 
works hard to achieve these goals; strives to identify and 
implement better and more cost-effective solutions; is willing to 
invest considerable effort to assure goals are met in a high-quality 
manner. 

10. Maintains high professional standards for the 
quantity and quality of services provided; efficiently 
achieves targeted solutions; acts quickly to take advantage 
of opportunities that have the possibility of benefiting the 
organization. 

11. Aligns own performance with the organization’s 
objectives; is constantly focused on providing end work 
products in an efficient and high-quality way. 

 

44. Share a time when you have acted as the 
“champion of change” in order to increase 
effectiveness in the work place.  How did you 
handle any resistance expressed by others? 

45. Describe the professional standards that you 
have for yourself personally.  Give examples of 
how you meet/and or exceed these standards in 
your job. 

Figure 5.2-2 Core Competencies Expected Behaviors and Sample Competency-Based Questions 
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Operations Focus     
   
6.1 Work Systems 
 
a. Work System Design 
 
a(1) Design Concepts.  The college work system is called 
the Student Learning System (SLS) and is organized 
around what are termed Level 1, Level 2 and Level 3 work 
processes (Figure 6.1-1).  Level 1 processes are best 
described as major operating divisions of the College; 
Level 2 processes are major work processes of the 
divisions; Level three processes are key daily processes 
functioning for all academic and service departments.  As 
an example, Figure 6.1-2 depicts Level 1, Level 2 and 
Level 3 processes for the Academic Affairs Division.   
 
All Level 1, Level 2 and Level 3 processes support the 
phases of the Learner Life Cycle (Figure 3.1-1).  The 
Learner Life-Cycle shows the continuum of experiences 
that prospective and current students have at the College.  
The Learner Life-Cycle also contributes to how work is 

organized and managed within the College’s 
organizational structure.  
 
The SLS is also influenced by collective bargaining 
processes and agreements, partner arrangements, state laws 
and policies and procedures of the State of Minnesota, and 
the Minnesota State Colleges and Universities (MnSCU) 
system.  The System Office provides RCTC with diverse 
services that complement the local work system.  These 
services range from legal, governmental relations, 
auditing, technology, finance, facilities, etc. (Figure 6.1-
3).   
 
Additionally, work systems are determined by internal 
agents--in particular, the contractual agreements between 
RCTC and Learning Alliance partners for services 
including library, bookstore, duplicating, media, facilities 
maintenance, security, and informational technology.  
These internal partnerships and external processes 
contribute favorably to student learning.  The College also 
contracts externally for food service, vending, and child 
care services delivered on campus; and it operates the 
UCR Regional Sports Center, Rochester Regional Stadium 
and sports field complex in partnership with the City of 
Rochester. 

 
 

 
 
 

 
Figure 6.1-1 – Student Learning System (SLS) – College Work System:  Level 1 and 2 Processes
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Level 1 Level 2 Level 3 
Academic 
Affairs  

Teaching 
Excellence 

�  Managing Teaching 
Effectiveness 

  �  Managing Teaching 
Efficiency 

 Student 
Learning 

�  Improving Student 
Access 

  �  Curricular Support 
Systems 

  �  Co-curricular Activities 
  �  Graduation/Goal 

Attainment 
  �  Student Academic 

Success 
 Academic 

Program 
Development 
and Review 

�  New Program 
Development 

  �  Academic Program 
Review 

  �  Accreditation 
  �  Advisory Committee 

Guidance 
 Partnership 

Development 
�  K-16:  General and ISD 

535 
  �  Business and Industry 
  �  Articulation 

Agreements 
Figure 6.1-2 Academic Affairs Level 1, Level 2 and 
Level 3 Process Examples 
 
In the Minnesota State Community and University system, 
college and university presidents and senior leadership 
have high levels of local autonomy to achieve locally 
established vision, mission and goals.  RCTC’s 
Organizational Leadership and Shared Governance System 
(Figure 1.1-1) provides for a collaborative approach to 
better work system design.  This includes use of 
collaborative leadership and advisory structures.   
 
The College makes adjustments in its work system design 
to more effectively respond to student, stakeholder and 
marketplace needs.  Each time a vacancy occurs College 
leadership assesses the ongoing need for the position and 
whether changes in processes should be made in the design 
of work.  Part of the planning process includes 
conversations about the flow of service and how people 
and space can interact to better serve stakeholders and to 
create a more seamless experience for prospective 
students, guests, and enrolled students. 
 
 
 
 
 
 
 

MnSCU  Types of Support Services (Examples) 
 

Human 
Resources 

�  Negotiates labor contracts 

�  Manages grievances 

�  Reviews employee classifications  

�  Manages worker compensation claims 

�  Manages retirement programs 
Finance and 
Facilities 

�  Provides assistance with financial statement 
preparation 

�  Manages state appropriations to institutions 

�  Plans capital projects 

�  Develops and administers system-wide procurement 
and purchasing procedures 

�  Operates risk management program 
Academic 
and Student 
Affairs  

�  Develops and maintains system-wide mechanisms for 
seamless transfer 

�  Manages implementation of the Carl Perkins 
Vocational Education Act 

�  Monitors federal/state financial aid programs 

�  Monitors compliance with laws pertaining to students 
such as FERPA/Title IV programs 

�  Promotes coordinated delivery of academic programs 

�  Acts on campus proposals to begin, suspend or close 
programs 

Office of 
General 
Counsel 

�  Provides legal defense 

�  Provides counsel/advice/training on contract issues 

�  Provides advice/training on employee ethics or 
conflicts of interests 

�  Provides advice/training on intellectual property 
issues 

�  Provides advice/training on discrimination and 
affirmative action issues 

�  Provides advice/training on student discipline  
Information 
Technology 
Services 

�  Develops and manages plans for system-wide IT 
infrastructure 

�  Develops system-side IT security standards and 
policies 

�  Builds and maintains data warehouse  

�  Develops and maintains software providing for a 
common database 

�  Develops and maintains administrative systems for 
campus business and student services functions 

Government 
Relations 

�  Advocates on behalf of legislation benefiting the 
system 

Internal 
Auditing  

�  Coordinates and conducts audits of system colleges 
and universities 

MnSCU 
Board of 
Trustees 

�  Sets vision and mission 

�  Sets strategic directions and policy 

�  Oversees Office of the Chancellor 
Diversity and 
Multi-
culturalism 

�  Provide training for campuses on discrimination, 
affirmative action, anti-racism and harassment. 

�  Conducts Office of Civil Rights reviews on campuses. 
Advance-
ment or 
Development  

�  Assists campuses comply with the Board’s 
development policies. 

�  Increases fundraising and stewardship 
expertise of presidents, development officers 
and foundation board members.  

Figure 6.1-3  MnSCU:  System Office Support Services 
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The College’s SLS leverages its strategic strengths (core 
competencies) into the design of work.  The College’s 
three strategic strengths include partnerships, outstanding 
faculty, and the distinctive campus; the three are identified 
in the strategic planning process.  One of the College’s 
values is teamwork, evidenced by its strategic strength 
(core competency) in developing partnerships.  The 
faculty, staff, and administration have an ongoing and 
strategic willingness--and ability--to create community, 
business, and educational partnerships (more than 75 in 
operation at present).  These partnerships create pathways 
to transfer both skills and credits.  The College’s diverse 
partnerships are factored into work system design; these 
partnerships have led to collaborative and innovative 
arrangements that leverage resources to achieve greater 
efficiencies and effectiveness.  
 
RCTC enjoys particularly strong collaborative 
relationships with the Rochester Public School (RPS).  
Some years ago RCTC and RPS created the Collaboration 
Among Rochester Educators (CARE) Committee, whose 
mission is the development of collaborative programs and 
other efforts to enhance learning experiences for students 
in both organizations.  Formed in the spring of 2002, the 
CARE Committee uses funds recaptured from the 
Minnesota Post-Secondary Education Option (PSEO); 
these funds have been used to sustain several initiatives, 
including the sharing of facilities, implementation of 
several testing and assessment options, and creating the 
successful CARE Summer Bridge Program.   
 
The CARE Summer Bridge begins with RCTC’s 
coordinated assessment testing of RPS juniors and seniors 
who have expressed an interest in attending RCTC.  RPS 
students testing into RCTC development courses are 
invited to attend the Summer Bridge, a curriculum 
consisting of English and reading courses, a credit study 
skills class, and other courses that engage students to 
bridge the gap between high school and college level 
courses.  All costs related to the Summer Bridge are 
covered through CARE Committee funds.  Students 
attending the Summer Bridge, starting with the first class 
of 2004, have been monitored in each semester following 
their enrollment in the Bridge Program.  Most students 
attending the Summer Bridge have registered and attended 
RCTC classes in the following Fall semester, and the 
Summer Bridge students have been retained at a higher 
level since 2004 and achieved higher grade point averages 
than the general student population (including those who 
had no developmental work required) at more than double 
the rate.  
 
Beyond its work with RPS, RCTC has built relationships 
with many of the southeast Minnesota school districts 
through the College’s PSEO program.  RCTC’s PSEO 
enrollment consistently ranks within the top five providers 
in the Minnesota State Colleges and Universities system. 
RCTC attempts to communicate the availability of PSEO 
through the PSEO college counselors, advisors and the 

outreach coordinators. It has begun a venture (known as 
Concurrent Enrollment) with surrounding high schools to 
provide college classes in the high school.  In addition, 
RCTC sponsors one charter high school, the Rochester Off 
Campus (ROC) Charter High School.  RCTC has been 
associated with ROC since its opening in 1999.  As the 
charter school authorizer, RCTC meets with ROC 
administration, faculty and staff on a monthly basis, and 
has an ex-officio seated on the governing board. RCTC 
also conducts annual reviews of its sponsorship.   
 
RCTC’s second strategic strength is its outstanding 
faculty fostering relevant and engaged learning.  The 
College has outperformed the national average for 
measures of active learning and engagement.  Over the 
past five years, RCTC faculty have won the "Educator of 
the Year" award, Minnesota State Colleges and 
Universities' top teaching award, five of 19 times. The 
prize is given to three to four MnSCU educators from two-
year colleges each year.  That means that among the 25 
two-year colleges within the MnSCU system, RCTC has 
won the distinction more than 25 percent of the time — or 
more than twice as many as any other college.  The third 
strategic strength is the welcoming and distinctive 
campus to offer a robust learning environment.  The 
campus sits on 518 acres that serves as a destination site 
for education, recreation, social and cultural activity.  
Approximately 56% of residents aged 18 to 49 are on the 
University Center Rochester campus at least one time in a 
twelve month period.  The campus plays host to national, 
statewide, region and local events.  
 
College values and strategic advantages also influence the 
design of the SLS.  For example, RCTC has innovation as 
one of its values; to support this value the College has a 
willingness to be a pilot or be one of the first institutions to 
embrace, adopt, and test new technologies and 
improvement approaches.  The College also enjoys a 
strategic advantage in its ability to deliver of a health 
science/allied health curricular focus. Healthcare is the 
dominant industry in our market with more than 30,000 
persons employed at the Mayo Clinic, generating annually 
over $4B economic impact.  Nearly 20% of credits sold are 
in health sciences/allied health and related courses.  The 
College partners with the Mayo School of Health Sciences 
by collaborating on several affiliate programs.  
 
a(2) Work System Requirements.  Process requirements 
are determined via Listening and Learning approaches and 
methods described in Category 3 and in Figure 3.1 -2.  
Also informing process requirements are document used in 
the Landscape Analysis phase of the Strategic Planning 
Process (SPP).  Additional inputs on process requirements 
comes from Program Advisory Committees (Figure 3.2-
1), the Survey of Stakeholders, and other formal and 
informal engagements.  An example of key requirements 
for the Academic Affairs processes is shown in Figure 
6.1-4; examples of service departments Level 1, 2 and 3 
process requirements are shown in Figure 6.1-5.   
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Level 1 
Process 

Level 2 
Processes 

Student/Stakeholder 
Expectations 

Academic 
Affairs 

Teaching 
Excellence 

�  Quality Instruction 
�  Knowledgeable Faculty 
�  Convenient Class 

Scheduling  
�  Fair and Unbiased 

Faculty  
�  Faculty Availability 
�  Value for Investment 

 Student 
Learning 

�  Experience Intellectual  
�  Growth 
�  Quality Instruction 
�  Timely Faculty Feedback 

 Academic 
Program 
Development 
and Review 

�  Ease of Transfer 
�  Course Availability 
�  Clear/Reasonable 

Program   
Requirements  

 Partnership 
Development 

�  Ease of Transfer 
�  Satisfied Business and 

Workforce Education 
Needs 

 Advising and 
Counseling 

�  Knowledgeable 
Academic Advisor 

Figure 6.1-4 –Academic Affairs Level 1, Level 2 and 
Level 3 Process Requirements 
 

Level 1 
Process 

Level 2 
Processes 

Process Requirements 

Finance and 
Facilities 

Facilities ·  Safe and Secure 
Campus 

·  Welcoming Campus 
·  Sufficient Campus 

Study Areas  
Student 
Affairs and 
Strategic 
Operations 

Inquiry 
Management 

·  Responsiveness to 
Requests for 
Information 

Human 
Resources 

Development ·  Satisfaction with Staff 
Development Days 

Information 
Technology  

Information 
Technology 
Services 

·  Easy Access to 
Computers and 
Technology 

·  Adequate Library 
Resources 

Figure 6.1-5 – Sample of Service Level 1, 2, and 3 
Processes 
 
The Student Satisfaction Inventory (SSI) has students rate 
the importance and level of satisfaction for approximately 
80 items.  This survey aids the College in determining 
students’ most important requirements.  The gaps between 
importance and satisfaction--which suggest unmet needs at 
the College--drive priority action by an All-College 
Committee or result in the formation of a Rapid Response 
Team.  The Survey of Stakeholders and Knowledge and 
Awareness Study asks participants to rate what the most 
important attributes are in selecting a college and how well 
RCTC is performing.  Some individual organizational units 

at the College also conduct user surveys of their service to 
determine satisfaction and opportunities for improvement. 
All data can be segmented to discern differences in 
requirements among student and stakeholder segments.  
 
6.1b Work System Management 
 
6.1b(1) Work System Implementation.  The College 
organizes its work around the SLS (txt 6.1a(1)).   When 
creating Continuous Improvement Plans (CIPs), all 
departments link planned strategies, actions, resources and 
measures to their Level 3 processes.  An example of the 
relationship between Level 1, 2 and 3 for Academic 
Affairs processes is shown in Figure 6.1-2.  
 
6.1b(2) Cost Control.  As part of the Integrated Planning 
Process (IPP), all areas of the College submit cost center 
budgets aligned to academic and service departments.  In 
addition, all departments have Continuous Improvement 
Plans aligned to key work processes and core measures.  
These core measures make-up departmental dashboards.  
Every dashboard has a budgetary efficiency measure that 
compares budgeted to actual expenditures.  One measure 
on all academic dashboards is called the Instructional Cost 
study.  This measure identifies program costs relative to 
other like programs and disciplines at MnSCU institutions.  
The measure indicates whether programs are in, below, or 
above the band.  College resource allocations are 
conducted in a Fall Review in October and a mid-year 
review in January.  Programs above the band are 
considered to be or expensive than those in, or below the 
band.   
 
6.1c Emergency Readiness.  The College has an 
Emergency Operations Plan  (EOP) to address campus 
emergencies such as chemical/hazardous substance spills, 
civil protest, criminal or violent behavior, gas leaks, fire, 
flood, bomb threats, earthquakes, aircraft down on campus, 
death on campus, etc.  This plan also protects students, 
faculty and staff, stakeholders, and the general community 
from adverse impacts on College operations; and the plan 
is available to all students and staff on the College security 
website.  In recent years College personnel had been part 
of planning efforts for a community response to H1N1 and 
the establishment of an emergency Flu Center to be located 
on campus.  This planning has been in partnership with the 
City of Rochester, Olmsted County Public Health, the 
Mayo Clinic, Olmsted Medical Center, Homeland 
Security, and Olmsted County Public Safety. Similar plans 
were established a few years earlier in response to the 
Avian Flu concerns.  Presently the College is piloting a 
program called the STARS Alert System to provide for the 
delivery of emergency response messaging via phone, cell 
phone, email and instant messaging.  This STARS Alert 
System enables RCTC to deliver a message to its students 
and stakeholders within minutes of an emergency.  
 
The College has also participated in several “table top 
drills” using different scenarios to gauge preparedness in 



39 
 

the event of an actual emergency.  Additionally, the 
College has served as a host site for an emergency 
response for local law enforcement personnel.   The EOP 
considers all phases of an emergency, including initial 
response, creation of a command structure, incident 
stabilization, continuity of operations, and the resumption 
of normal operations.  Classrooms have posted emergency 
response guidelines for various types of incidents. 
 
 
6.2 Work Processes  
a. Work Process Design 
 
6.2a(1-2) Design Concepts and Work Process 
Requirements.   All work is a process and all academic 
and service departments have identified processes.  In most 
instances these departments have created flowcharts for 
their work.  As stated in 6.1b(2) process requirements are 
determined (Figure 3.1-2) by listening and learning 
approaches, advice from program advisory committees 
(Figure 3.2-1), Survey of Stakeholders and other formal 
and informal engagements. 
 
b. Work Process Management 
 
6.2b(1) Key Work Process Implementation.  Process 
measures are in place for all academic departments and 
programs, and all service departments.   Each academic 
program and service department has core measures aligned 
to their work processes and presented on their dashboard.  
All Level 3 processes and measurements are aligned with 
higher level processes and divisional dashboards, thus 
ensuring the alignment of processes and measures.  
Dashboards present a current view of performance, a view 
that serves as a visual incentive to drive improvement 
based on dashboard dial colors as outline in Category 4.   
Level 3 process measures serve as core measures (in-
process) to track performance that enable the College to 
proactively respond if improvement is warranted.  Level 3 
process measures will also help to validate performance of 
lagging indicators identified in both College-wide and 
separate divisional dashboards.   
 
Divisions and departments in the College are increasing 
their use of process mapping to meet unmet or changing 
student needs.  Process flowcharts have been created for 
most Level 2 and 3 processes to create consistency, to 
reduce variability, and to educate and inform department 
workers of process steps and work flow.    For example, 
Figure 6.2-1 shows Level 1-3 processes for College 
Relations.  These processes are linked to Level 1 which is 
Strategic Operations.  In the chart, Level 3 processes for 
the Level 2 process of Brand Management includes 
Advertising, Creative Development, Institutional Memory 
and Message Development.  For each Level 3 process the 
core measures to assess process performance are listed.  In 
this example, the Level 3 process has eight core measures; 

a similar graphic is available for all academic and service 
areas. 
 

 
Figure 6.2-1 College Relations Process Diagram:  Level 
2-3 Processes Aligned to Core Measures 
 
6.2b(2) Supply-Chain Management.  The College has 
many collaborations/partnerships like those referenced in 
6.1a(1) text and in earlier sections of this document. 
Providers of services also include those in Figure 6.1-3.  
Area high schools and workforce agencies serve as 
suppliers of new students.   The College tracks high school 
market share and the number of graduates entering in the 
first summer and fall after graduation with a particular 
focus on college readiness.  The College’s market share for 
all target high schools is 15% (for Rochester schools, 
which is 31%).  The percentage of student testing into and 
taking one or more developmental courses is 70%. 
 
6.2b(3) Process Improvement.  The College has 
numerous approaches to facilitate work process 
improvement.  These approaches have been highlighted 
throughout the application and include: 
 
�  Integrated Planning Process (Figure 2.2-1) including 

Academic Program Review (APR), Service Review 
and continuous improvement planning 

�  College Performance Improvement System (Figure 
P.2-2) 

�  Institutional Self-Assessments (Figure 2.1-3)   
�  Performance Review Approaches (Figure 4.1-4) 
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�  Dashboard Reviews at the College, Division and 
Department Level (Category 4) 

�  Continuous Quality Improvement Network (CQIN) 
Initiatives (Figure 3.2-3) 

�  All-College Committee Improvement efforts via 
“The Collaborative”  (Item 1.1a(3))   

�  Assessment of Student Learning (ASL) initiatives 
including the Power of One (Figure 6.2-1)  

�  Beta testing/piloting of new tools prior to full scale 
launch college-wide  

 
The first approach as described in 2.2a(1) is the 
Integrated Planning Process which embeds a plan, do, 
check, act (PDCA) protocol.  The IPP process is fully 
deployed to all academic and service departments, it 
requires faculty and staff to assess performance, submit 
continuous improvement plans, link those plans to 
resources, and with processes and measures linked to 
dashboards depicting performance against trends, 
comparative data and targets for performance.  
Additionally, each department submits a mid- and end-of-
year review summarizing progress made in their strategies 
and any improvement that have resulted.   
 
The Academic Program Review (APR) has become the 
key approach to assessment planning, documentation and 
improvement in Academic Affairs.  As stated in 2.2a(1),  
the APR is conducted annually and linked to the IPP which 
ensures that APR, non-academic self-assessments, 
continuous improvement plans and resource requests align 
with the strategic goals of the institution. These web-based, 
transparent processes have been internally designed and 
constructed, and their content populates institutional and 
program/discipline level dashboards. In spring 2008, 
faculty entered 59 program and course-level strategies 
related to assessment into the IPP, and in spring 2009 
programs and disciplines reported on progress made 
toward their many strategies in the new Assessment of 
Student Learning section in the APR portion of the IPP.   
In the spring of 2010 and 2011, programs and disciplines 
began including information on how they were supporting 
all-college core outcomes. APR provides for a systematic, 
multi-level, comprehensive measure of student learning. 
 

 
Figure 6.2-1 –The Power of 1  
 
Each year all service departments conduct a Service 
Review, akin to APR.  Departments evaluate their 
performance based on key work processes and linked core 
measures to assess and determine opportunities for 

improvement.  Additionally, departments do Dashboard 
Reviews on a continual basis. 
 
Since 1996, the College has written a variety of 
Institutional Self-Assessments for the Minnesota Quality 
Award, Baldrige Performance Excellence Award and for 
the College’s accrediting body (the Higher Learning 
Commission). 
 
The Power of 1 is a key process for engaging faculty 
across the campus in assessment of student learning. This 
faculty-driven process (Figure 6.2-1) was created to 
simplify assessment for inexperienced faculty by 
facilitating the creation of one assessment activity which is 
implemented in one upcoming semester; the results of the 
assessment are used to suggest one pedagogical or 
curricular improvement and are summarized in one simple 
report. As of spring 2009, 57% of programs/disciplines 
have participated at a Power of 1. Throughout these Power 
of 1 events, Assessment of Student Learning (ASL) 
Committee members have provided mentoring and 
assistance to create rubrics, competencies, check lists, 
shared exams and other tools for measuring student 
learning.  The Power of One concept has also been applied 
in service areas as well to assess institutional core 
outcomes. 
 
The type of instruments used reflects the nature of the 
program or discipline being represented: general education 
areas tend to use rubrics, checklists and pre- and post-
exams, while the allied health and other Career and 
Technical programs tend to use checklists, internships, 
clinical, and board exams.  Faculty also report using 
general observations and conversations as evidence of 
learning; indeed, faculty acknowledged consistently 
engaging in conversations about student learning within 
their discipline (16% occasionally, 37% regularly, 47% 
always).  In the 2008-2009 academic year, 19 different 
assessment projects were developed at the Power of 1 
events. 
 
The ASL Committee has also provided mini-grants to 
faculty who were developing various projects directly 
associated with assessment of student learning.  In the 
current academic year, eight projects are being supported 
with $12,800 in funds.  These projects focus on measuring 
student success in high contact courses and developmental 
courses, and on shared department/program level 
outcomes.   
 
Ad hoc group analyses bring energy and insight to an area 
where work processes need to be created or modified.  
Rapid Response and Solve-and-Dissolve teams (Figure 
4.1-4) have been used in several areas to drive short- and 
longer-term improvements.  For example, one Rapid 
Response Team was able to address the perception by 
students that they had not been notified early enough in the 
semester about marginal or unacceptable performance.  
The team proposed a Student Success Day, during which 
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classes would be suspended so that students could interact 
with faculty advisors and counselors, and participate in 
workshops focused on helping them be successful in the 
collegiate setting.  Since the launch of Student Success 
Day strategy in 2004, participation data suggests both 
improved attendance and student satisfaction.  Efforts to 
determine whether student success is been improved by 
these days remains inconclusive, but efforts continue to 
complete the full PDCA cycle.  Other uses of Rapid 
Response Teams and Collaborative projects to improve 
processes are highlighted in Category 4 (Figure 4.1-4).   

 
The College makes considerable use of pilots to chart its 
way to changes in processes.  For example, in the spring of 
2009 it conducted a pilot effort to measure critical thinking 
and communication, two of the College core outcomes.  
Academic and service departments tested two rubrics and 
collected data.  This effort led to a full roll out of 
measurements of these two core outcomes.  Comparable 
piloting was used in subsequent years to get measurement 
of the remaining four core outcomes.  RCTC conducted a 
pilot of a new First Year Experience Course in the Spring 
of 2011.  Results from the pilot have led to a full 
implementation of the course for underrepresented students 
this fall.  And in the Spring of 2012 there will be two 
additional pilots:  one consists of five sections of 
particularly difficulty classes that have supplementary 
instruction (special tutors embedded in the classes), the 
other consists of six learning communities (paired classes 
with the same students in both).  Student success and 
satisfaction data will be used to drive larger scale 
implementations, if appropriate. 
 
The College has identified and collected five years of 
student success data in high contact courses that serve as 
"gatekeepers"; these data will enable the faculty to engage 
in meaningful discussions to make important curricular 
improvements. (Gatekeeper courses are those with which 
have broad impacts on subsequent courses of study; high 
contact course are those with high enrollment.)
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Category 7 – Results 
 
All  RCTC Divisions, academic and service departments 
have dashboards with measures.  The measures included in 
Category 7 are highlights of the college level measures. A 
full review of the dashboards will be available at site.  
Some dashboard measures are still under development.  
Measures that are gray are in-development or dials not 
turned on for a variety of reasons. 
 
7.1a Student Learning and Process Outcomes 
 

Figure 7.1a-1 MnSCU:  Licensure Exams Pass Rates 
 
The MNSCU:  Licensure Exam Pass Rates (Figure 7.1a-1) 
for RCTC in 2009 is 87.9%.  The aggregate measure for 
the college is a weighted average pass rate including the 
Associates Degree (AD) Nursing, Practical Nursing, 
Radiography, and Law Enforcement programs at the 
College.  This is a MnSCU Accountability measure and 
reported data is lagging.  The RCTC External Exam Pass 
Rate (Figure 7.1a-2) for all represents the aggregate score 
for all college programs who have external testing.  This 
shows consistently high performance between Fiscal Year 
2007 and 2010 with sustained pass rate performance 
exceeding ninety percent.  The most current data for FY10 
shows a combined pass rate over 93%. 
In 2007, the College showed a high rate of “other” persons 
reporting the status of graduates, well exceeding the 
average for other MnSCU institutions.  New process steps 
have dramatically reduced the reliance on parents, siblings 
or others persons providing graduate information.  These 
process improvements have shown dramatic improvements 
in tracking the 2008-2010 classes with approximately 
ninety-two percent of the cohort responding to survey 
attempts each year.  This is an increase of nearly eight 
percent over 2007.  It is believed that recent graduates 

need more time to find training-related employment as the 
rate for recent cohorts has had significant fluctuation.�
��������	
��
��  
 

Figure 7.1a-2 External Exam Pass Rates 
 

 
Figure 7.1a-3 MnSCU:  Related Employment of Graduates 
 
The MnSCU Persistence and Completion measure (Figure 
7.1a-4)  includes student transfer, graduation and retention 
data.   The College has implemented the Access to 
Opportunity program to improve underrepresented 
students persistence and completion rates. The College has 
initiated a variety of strategies with the goal of improving 
student success.  These strategies are targeted at improving 
student persistence and completion both short- and long-
term.  RCTC conducted a pilot of a new First Year 
Experience Course in Spring 2011.  Results from the pilot 
have led to a full implementation of the course (FYEX 
1001, 1 credit) for underrepresented students this fall.  
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Additionally, in the Spring of 2012 the College will 
support two additional pilots:  one consists of five sections 
of particularly difficult classes that have supplementary 
instruction (special tutors embedded in the classes), the 
other consists of six learning communities (paired classes 
with the same students).  National evidence suggests that 
SI and Learning Communities will significantly contribute 
to retention. 
The College has identified and collected five years of 
student success data in high contact courses that serve as 
"gatekeepers"; these data will enable the faculty to engage 
in meaningful discussions to make important curricular 
improvements. (Gatekeeper courses are those with which 
have broad impacts on subsequent courses of study; high 
contact course are those with high enrollment.)  Finally, 
the College is implementing an “intrusive” advising model 
to better serve students through planned and intentional 
engagements to make early connections with vulnerable 
students and increase awareness and use of academic 
assistance services (the College’s Comprehensive Learning 
Center, Academic Support Center, etc.).  And it is 
launching proactive communications to at-risk populations 
(evidenced by non-attendance in courses) at critical early 
points in the fall term using Hobsons Retain.  The overall 
intent is to make early connections with advisors 
supporting retention through targeted interventions 
encouraging use of support services.    
 

 
Figure 7.1a-4 MnSCU: Persistence and Completion Rate 
 
The National Occupational Competency Testing Institute 
(NOCTI) is a national leading provider of high-quality written 
and performance occupational competency technical 
assessments.  Several RCTC career and technical programs use 
NOCTI assessments to assess student learning.  (Figure 7.1a-5) 
 
Additional Student Learning outcomes data available at site 
include: They are not presented here given space limitations and 
chart complexity and include:  High Contact Course Student 

Success Data, Core Outcome Pilot Data, First Year Experience 
(FYEX) Results and Transfer Success data. 
 
Program  National Occupational Competency 

Testing Institute (NOCTI ) 
Building 
Utilities 
Mechanic 

Overall for Building Utilities Mechanic, the Fall 
2010 (most recent data) cohort is performing at or 
above the level of previous RCTC cohorts and 
significantly above the level of the nation in all 
eleven content areas tested.  RCTC student 
outperformed national survey participants in ten of 
eleven content areas, with only computer literacy 
below the national average.  For the computer 
literacy competency, RCTC students have made 
significant improvement since 2009, likely due to 
improvements to curriculum in this area.  Both 
2009 cohorts scored well below the national 
average for this competency, but both 2010 cohorts 
scored well above the national average.  In the area 
of refrigeration, the RCTC cohort out-performed 
the state average and the national average by at 
least 7 points. 

Computer-
aided 
Drafting 

The Computer-aided Drafting cohort in the spring 
2011 performed higher than the spring 2010 cohort 
on every section of the NOCTI assessment except 
the “Drawing and Designing Assemblies” section.  
The most significant gain was on the “3-D 
Modeling” section.  The RCTC group performed 
higher than the national average on every section 
of the test. 

Carpentry The Carpentry Spring 2011 cohort scored lower in 
most content areas than the Spring 2010 cohort and 
the national average on all sections of the NOCTI 
assessment.  Gains made from 2009 to 2010 in the 
content areas were not sustained in Spring 2011. 

Law 
Enforcement 

Total scores for Law Enforcement in the Summer 
2010 outperformed the overall nation average 77.2 
to 69.7.  The RCTC cohort scored higher in nine of 
the ten content areas tracked by the assessment.   

Figure 7.1a-5 NOCTI Results 
 

 
 
Figure 7.1a-6 Transfer Success RCTC Students at Winona 
State University 

Figure 7.1a-7 Retention Rates for RCTC Students Attending 
Winona State University 
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Figure 7.1a-8 High School Developmental Data 
An area of particular concern to RCTC partnerships with area high schools is the 
percentage of high school graduates requiring developmental education in English 
and Math before they are ready for college-level courses. Bridge is one initiative 
designed to assist these graduates as they transition to college. In (Figure 7.1a-11) 
the data shows that these Bridge students experience greater course success and 
higher retention.  RCTC will continue to further these partnerships and collaborate 
with high schools and Workforce 2020 to improve performance. 
 

 
Figure 7.1a-9 English Development Pathway 
To assess student success further the transition from developmental class has been studied. 
Of students enrolled in developmental English course 0980 56-68% have successfully passed 
with a grade of C or better.  Of these students who go on to enroll in the college-level 
English 1117 70% achieve a grade of C or better.  The Math developmental pathway was 
studied as well and the data is presented in (Figure 7.1a-10). 

 
Figure 7.1a-10 Math Development Pathway 

Figure 7.1a-11 Bridge and Overall Course Success and Retention 
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7.1b Process Effectiveness Outcomes 
All College Division and academic and service department have 
dashboards with core measures linked to work processes.  These 
dashboards have shared and unique measures for the processes 
and work they perform.  Due to space limitation these are 
viewable online at www.rctc.edu/dashboard or at site visit.   
The College also tracks on each division and department 
dashboard the percentage of IPP strategic initiatives completed 
and mid-year and end-of-year updates provided.  Another 
common measure for each dashboard is budgetary efficiency. 
The student engagement and satisfaction measure(Figure 7.1b-2)   
reports the extent to which students are actively engaged in their 
educational experience and satisfied with it.  This measure is a 
recent measure to the MnSCU Accountability Dashboard.  RCTC 
has multiple years of data for five benchmarks that are available 
at site.  One such benchmark is Active and Collaborative 
Learning. (Figure 7.1b-3) 
 

 
Figure 7.1b-1 Instructional Cost Study 

Figure 7.1b-2 CCSSE Student Engagement 
 

 
Figure 7.1b-3 CCSSE:  Active and Collaborative Learning 
Benchmark 
 
The College has full institutional and programmatic 
accreditation with no findings. 
Other process-related measures including Innovation 
Index, MnSCU High Quality Learning, MnSCU 
Innovation and Effectiveness, MnSCU Transfer will be 
available at site. 
 

 
Figure 7.1b-5 Applicant Conversion Rates  
 
7.2 Customer-Focused Outcomes 
All  RCTC Divisions, academic and service departments 
have dashboards with measures.  The measures included in 
Category 7 are highlights of the college level measures. A 
full review of the dashboards will be available at site.  
Some dashboard measures are still under development.  
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Measures that are gray are in-development or dials not 
turned on for a variety of reasons. 
Please note that student and stakeholder segmented data 
are available at site.  Due to space limitations only some 
data can be included in the application. 
 

 
Figure 7.2-1 SSI:  Overall Student Satisfaction 
 

Segment Overall Satisfaction 
Mean Score 2006 2007 2008 2009 2010 

Online Learners 5.55 5.58 5.32 5.48  
Graduates  5.78 5.74 5.69 5.73 5.73 
New Entering 
Students  

  3.61* 3.44 3.65 

All Students 5.04 Off 
Cycle 

5.16 Off 
Cycle 

5.05 

*Key 
Community 
Stakeholders 

4.05 Not 
Done 

Not 
Done 

Pending  

Figure 7.2-2 Overall Satisfaction of Other Segments 
On a 1 to 7 Scale with 7 Being Very Satisfied and 1 Being Not 
Satisfied At All   
Sources:  SSI, Graduate Follow-Up, PSOL, and SENSE 

Figure 7.2-3 Community Satisfaction 
 
Segment Expectations Met 

Mean Score 2006 2007 2008 2009 2010 
Online Learners 4.66 4.77 4.60 4.75  
Graduates  4.5 4.66 4.74 4.71 4.75 
New Entering 
Students  

  3.37* 3.30 3.46 

All Students 4.45 NA 4.45 Off 
Cycle 

 

Figure 7.2-4 Expectations Met 
On a 1 to 7 Scale with 7 Being Much Better Than I Expected, and 
1 Being Much Worse Than I Expected 
*NOTE:   This data on 5 point, versus 7 point scale.  Sources:  
SSI, Graduate Follow-Up, PSOL, and SENSE 
 
Segment All in all, if you had to do it over 

again, would you enroll here? 
Mean Score 2006 2007 2008 2009 2010 

Online 
Learners 

5.84 5.82 5.60 5.58  

Graduates  5.05 5.69 5.70 5.67 5.75 
New Entering 
Students  

  3.71* 3.72 3.82 

All Students 5.30 NA 5.22 Off 
Cycle 

 

Figure 7.2-5 Would You Do It All Over Again 
1 to 7 Scale with 7 Being Definitely Yes, and 1 Being Definitely 
Not.   NOTE:   This data on 5 point, versus 7 point scale.  
Sources:  SSI, Graduate Follow-Up, PSOL and SENSE 
Segment Word of Mouth 

Mean Score 2006 2007 2008 2009 2010 
New Entering 
Students  

  3.73*   

Figure 7.2-5 New Students Likelihood to Recommend 
1 to 5 Scale with 5 Being Strongly Agree and 1 Being Strongly 
Disagree - Source:  SENSE 
Segment Word of Mouth 

Percentage 2003 2005 2007 2009 2011 
All Students 90% 87% 91% 91% site 

Figure 7.2-6 Students Who Would Recommend RCTC  
Source:  CCSSE 
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Segment Word of Mouth 
Percentage 2006 2007 2008 2009 

Community Residents 
(18-49 Years of Age) 

67% 69% 72% 74% 

Key Community 
Stakeholders 

97% Not 
Done 

Not 
Done 

Pending 

Figure 7.2-7 Stakeholder Populations Likelihood to 
Recommend (Percentage indicating yes or definitely would.) 
Sources:  Knowledge and Awareness Study and Survey of 
Stakeholders   
 
7.3 Workforce-Focused Outcomes 

Figure 7.3-1 CQS:  Faculty and Staff Satisfaction 
Following are nine benchmarks from the Campus Quality Survey 
(CQS), an annual survey of faculty and staff.  All benchmarks are 
rated on a 1 to 5 scale with  

Figure 7.3-2 CQS:  Employee Empowerment and Teamwork 
Benchmark 

 
Figure 7.3-3 CQS: Workforce Engagement Benchmark 
 

 
Figure 7.3-4 CQS:  Workforce Innovation 
  

 
Figure 7.3-5 CQS: Employee Training and Recognition 
Benchmark 
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Figure 7.3-6 CQS: Top Management & Leadership Support 

Figure 7.3-7 CQS: Measurement and Analysis Benchmark  
 

Figure 7.3-8 CQS: Quality and Productivity Benchmark 

 
Figure 7.3-9 CQS: Strategic Quality Planning Benchmark 

 
Figure 7.3-10 CQS: Quality Assurance Benchmark 
 
The following process measures are under development. 

·  Time to fill vacancies 
·  Percent of employees completing mandatory 

training 
·  Percent of employees with annual evaluations 
·  Percentage of successful hires 

 
7.4 Leadership and Governance Outcomes 
The following chart depicts college progress towards each 
of it 13 goals for the FY09 to FY11 Strategic Plan.  Each 
dial is a composite or aggregated score depicted as a color 
for the core measures linked to the goal as reported on the 
Strategy Map (Figure 2.1-3).  NOTE:  Dials that are 
grayed-out are pending definition or data population. 
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Figure 7.4-1 Strategic Scorecard Aggregate Results: Goals 
and Strategic Direction – FY12 to FY14 Plan 
 
Each of the five College strategic directions is supported 
by goals.  Each goal has core measures that are aligned 
with it to measure progress.  Performance for each core 
measure reflects performance trends, performance against 
a comparison and performance against a target.  Each of 
these dimensions are measure against set tolerances (error 
margins or standard deviations) that trigger a color based 
on performance.  Colors for each dimension aggregate to 
create an overall color for each core measure.  All core 
measures for a goal aggregate to create an overall picture 
of progress for each goal. 
Annually, in the Campus Quality Survey (CQS) the 
College asks faculty and staff to assess ethical behaviors in 
two questions:  1) Senior leaders foster and model an 
ethical work environment (2010- 3.16 2011- 3.08); and 2) 
Faculty and staff demonstrate ethical behavior in decisions, 
actions and stakeholder interactions. (2010-3.4, 2011-3.42)  
 
7.5 Budgetary, Financial and Market Outcomes 
 
RCTC had two Management Findings on its audit and 
financial statements in FY2009 and none in 2010. 
RCTC/UCR believes that an informed public is a safety-
conscious public. The following statistics, provided in 
compliance with the Crime Awareness and Campus 
Security Act of 1990.  In 2008 there were no on-campus 
crimes were reported.  Full crime statistics for 2009 and 
years prior to 2008 are will be available. 
Due to space limitations, many measures for societal 
responsibilities (Figure 1.2-1) are not reported.  This data 
will be available at site visit.  Additionally, data with 
regards to faculty and staff participation in community 
activities will also be available at site. 

 
Figure 7.5-1 Fiscal Year Student FYE 
 

 
Figure 7.5-2 MnSCU:  Percent Change in Enrollment 
 

 
Figure 7.5-3 MnSCU:  Tuition and Fees 
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Figure 7.5-4 Online Enrollment 
 

 
Figure 7.5-5 Retention Rates:  Second Fall 
 

 
Figure 7.5-6  Enrollment Day 10 Fall 

 
Figure 7.5-7 Enrollment Day 10 Spring 
 

Figure 7.5-8 Top-of-Mind Awareness (TOMA) 
 

Figure 7.5-9 First Time Visitors to College Website 
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Figure 7.5-10 Percentage of Residents Visiting Campus 

Figure 7.5-11 Brand Recall of “Get There”  

Figure 7.5-12 Market Share of High School Students  

 
Figure 7.5-13 Facilities Condition Index 

 
Figure 7.5-14 Resources for Facilities Renewal  
 

Figure 7.5-15 Composite Financial Index 
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Figure 7.5-16 Debt Burden Ratio 
 

 
Figure 7.5-17 Fund Balance as Percent of Revenue 


