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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 —pép
Midwest

AQIP — Academic Quality Improvement Program

ASHE — Association for the Study of Higher Educatio

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

Cl — 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 Universitie
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 Enroliment 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



Organizational Profile

P.1 Organizational Description

a. Organizational Environment

a(1) Educational Programs and ServicesRochester
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 oldesgioal
community colleges.The College is a member of the
Minnesota State Colleges and Universities system
(MnSCU). With 32 institutions including 25 two-yea
colleges and seven state universities, MNSCU is the
largest single provider of higher education in $tate of
Minnesota. MnSCU is governed by a 15 member Board
of Trustees appointed by the Governor and confirlned
the Senate. The College President reports to the@lh
Chancellor. RCTC is located in Rochester Minnesata
center for medicine, technology and bioscienced,isa
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 waselikas
No. 1 in his list of 20 metros with the fastestigiag

jobs, with projected job growth of 12-plus percent.
Kiplinger's Personal Finance Magazine recently ndme
Rochester as #6 in its “10 Best Cities for the Next
Decade.” Kiplinger's search focused on “prospeyous
innovative” places that specialize in out-of-thexbo
thinking. Rochester’s robust economy relies upsresal
strong foundations: Mayo Clinic, IBM, agriculturnd
hospitality industries. The city has consistengigded
near or at the top of several “Most Livable Citidéists.

RCTC serves approximately 8,300 students in credit-
based enrollments and 3,000 persons in contracha@mne
credit/ open enrollment courses. The College sféefer
70 credit-based programs with more than 130 créamlent
options in the areas of liberal arts, allied heditisiness,
services, and technical career pathways. RCTCe&
programs include liberal arts, nursing, Health infation
Technology (HIT), and business. The College grants
number of awards to students meeting academic
requirementsKigure P.1-1).

A variety of delivery approaches are utilized tpsort
student learning. These include face-to-face,iagpébs,
online, interactive television delivery, internshipn-the-
job training, clinical, and cohort. RCTC is onetloé
MnSCU'’s systems largest providers of online leagnin
which now accounts for twenty-one percent of adidits
sold. A variety of educational partnerships as® ah
place to provide learning opportunities for studeard
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 uptate
“Path to Purple” agreement with Winona State Ursitgr
The College’s Business and Workforce Education

Department provides customized training and contonu
education to serve targeted industries and incumben
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.!
Associate in Applied Science (A.A..
Associate in Fine Arts (A.F.A
Diplomas
Certificate:

Figure P.1-1 — Awards Granted

In addition to the 70 programs of study, RCTC daffer
diverse student and development services (advising,
counseling, financial aid, admissions, tutoringadbility,
and other services). The College also offers a
comprehensive Student Life program including tersia
sports, student government, over 40 clubs, aratteeand
music programming. The College is annually ratethe
top ten in the nation in several sports. Sincel2GLCTC
athletics has won two DIII National Junior College
Athletic Association (NJCAA) football and one won'®n
basketball championships. The Men’s Basketbaihtea
has finished second in the nation the past twosyear
Additionally the College offers other services like
Goddard Library, Business Office, Bookstore, Food
Service, Student Health Services, Campus Secthgy,
Echo Student Newspaper, career counseling, tecgynolo
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 collegehwtite
feel of a university environment by virtue of the
University Center Rochester (UCR) partnership farth
discussed in Pb(1). The RCTC culture is best esgae
in the signature statement&dure 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/adjunatélty.
The College workforce also includes 223
support/professional staff and 12 administrators.
Twenty-six percent of employees are 55 years ofaage
older. The average age is 47. A significant patage of
the staff will reach retirement age in the nextyears.
The average length of service is twelve years.th®540
employees, 5.3% of faculty and 7% of staff/admiaistrs
are persons of color. Approximately 80% of all-tirhe
faculty have a master’s degree or higher. Theegelhas
established a values-based competency model guiding
RCTC's efforts to attract and retain talent (Catggo
Five). RCTC was one of eight local organizations to
receive the Alfred P. Sloan Award for Business
Excellence in Workplace Flexibility in 2011 and 200
This prestigious national award honors organizatioh
all sizes and all types that are using flexibilitya
strategy to increase workplace effectiveness.



Signature Satements |

Vision Rochester Community and Technical Collegd
will be a universal gateway to world class
learning opportunities.

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

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

Value Pro- | Improve Student Lives

position

Strategic 1. Educational, Business and Community

Strengths Partnerships: Pathways to Transfer Skills

and Credits
2. Outstanding Faculty Fostering Relevant afid
3. Engaged Learning
4. Welcoming and Distinctive Campus
Offering a Robust Learning Environment
Core 1. Communication: Students will read, write,
Outcomes speak and listen professionally.

2. Critical Thinking: Students will think
systematically by integrating skills and usifg
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 fo
achieving their educational and personal
goals.

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

Standards | 1. Welcome stakeholders with warmth and

of enthusiasm, and maintain a safe and

Excellence respectful environment.

. Be a positive representative of RCTC.

. Meet the needs of our stakeholders by

exceeding their expectations.

. Follow College guidelines for

communication.

. Protect confidentiality.

. Build positive and supportive relationships]

. Take pride in campus facilities.

. Welcome feedback for continuous

improvement.

Figure P.1-2 — RCTC Signature Statements
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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 piddjer
education system (MnSCU), where two institutions
(Rochester Community and Technical College and
Winona State University Rochester (WSU), share one

campus. These two institutions comprise whatlieda
the Learning Alliance, which serves approximately
12,000 credit and non-credit students annuallye Th
Learning Alliance brings together a spectrum ofgoaon
offerings and career pathways that range fromfzates
to doctorate degrees, all which can be completzua fr
start to finish on the UCR campus. RCTC is thaleg
authority and landlord of the campus. The uniq@RU
model creates unique organizational relationshigs a
collaborative structures to advance higher educatio
including the Greater Rochester Advocates for
Universities and Colleges (GRAUC) and the UCR
Advisory Council. Each advocates, guides, and ack&n
the UCR partnership. Each meets on a regular ¢gcle
discuss the region’s needs. GRAUC was established
1987, and now is the leading advocate for advancing
innovation, growth, and excellence of public higher
education in the greater Rochester area. It has it
to the establishment of UCR and obtaining capital
bonding and sales tax funding for campus developinen
the past twenty years.

The UCR campus includes 20 buildings with 739,527
square feet of building inventory on 518.5 acrekn#,
making it one of the largest campuses in MNSCUc&i
1996, RCTC has leveraged more than $50M in campus
development through capital bonding dollars, |@zdés
tax proceeds and partnerships. The following mitsje
have been completed since 2000: UCR Regional Sport
Center; youth sports complex including six foothséven
soccer, and 11 baseball/softball fields; $9M Tedbbgyp
Enhanced Learning Environments Project (TELEPro);
intercampus roadway system; Horticulture Technology
Center; Health Sciences Center; low income princarg
migrant medical/dental clinic; the Rochester Region
Stadium and Bubble; an Eco parking lot; the Greiped
Project; and the UCR Welcome Center.

Since 1983, the City of Rochester has had a Iquiabio
sales tax. The current voter-approved sales taa hate
of 0.5 percent and over the years has provideddens
millions of dollars in investment in numerous piagethat
have made the community safer, economically stronge
and a vital regional center for the State of Mirotas 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 facilitiesdoliege
and community use. In 2005, Rochester residertexivo
once again to extend the sales tax that providedrfo
additional $8M for co-development projectEhis year, the
City of Rochester is asking the legislature to edtis sales tax
authority by an additional $160M, including $26.504 higher
education projects. Elements of the extension evindludethe
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 expansfon
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




includes a state-of-the art resource center with
instructional materials, science lab, meeting spacel
classrooms for educators and students from K-1Z,GRC
and WSU. The extension would also support Phas# 11
Rochester Regional Stadium, which will help positibe
community to host regional, state and national tepgr
events

The UCR Master Site Plan envisions future co-
development and will focus efforts in the 2011 a6d2
legislative sessions, on getting several “alreadyesign”
projects currently on the MnSCU Board-approved list
funded. The College will continue to work for sysi-
wide Higher Education Asset Preservation Repair
(HEAPR) funds for maintenance of existing buildings
2011 Capital Bonding request is for the Workforeanter
Co-location Project. This $8.5M project calls fhe
design, construction, furnishing and equipping 82Q
gross square foot addition and minor remodelintpéo
Heintz Center. The project consists of an additoon
house a Workforce Center for the DEED agency, a new
east building entrance and administrative officesl
space for a central steam absorption chiller pdait
equipment to be connected to the existing Olmsted
County Waste-to-Energy district steam system. 0h22
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 goveined
a 15 member Board of Trustees and the laws, pslici
and financial regulations of the system and théeSi&
Minnesota. RCTC is accredited by the Higher Leagni
Commission (HLC). The College participates in the
HLC’s Academic Quality Improvement Program (AQIP).
This is a quality-based, Baldrige-like accreditatio
process operating on a seven-year reaffirmatiotecyln
2008, RCTC, participated in a Quality Check-Uptvsid
received a Quality Check-Up Report as part of its
reaffirmation of accreditation this year. Severfaihe
College’s programs are also nationally accreditgd b
various accrediting agencigsigure 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 docusnen

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 cigati
student-centered, customer-focused learning envieorh.
The Organizational Leadership and Shared Governance
System is composed of integrated groups that irclud
college leadership, shared governance and meet and
confer groups, the Student Senate, and other key
stakeholder organizations. College leadershipvisied

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

RCTC Accrediting Agencies

The Higher Learning Commissi

American Dental Association Commission on De
Accreditatior

Commission on Accreditation of Allied Health Eduoa

Joint Review Committee on Education in Radiolc
Technolog'

National League fc Nursing Accrediting Commissit

Commission on Accreditation for Health Informatarsd
Information Management Education (CAHII

Commission on Accreditation of Allied Health Eduoat
Programs (CAAHEF

American Veterinary Medical Associati

Figure P.1-3 — Accrediting Agencies

The College has several collective bargaining
relationshipgFigure P.1-4). In addition to the shared
governance groups and leadership, the system also
includes six all-college committees. Each commaitte
co-chaired by a senior cabinet member and a fastaty
member chosen by the committee. Each month, the
College’s Leadership Council and committee co-chair
“C3" meet to share, update, and make recommendsation

Collective Bargaining Groups
Minnesota State College Fdty (MSCF)

American Federation of State, County, Munici
Employees (AFSCME), Counci

Commissioner’s Ple

Minnesota Nurses Association (MN

Middle Management Association (MM

Minnesota Association of Professional Employees BNE

Personnel Plafor MNSCU Administrator

Figure P.1-4 — Collective Bargaining Relationships

The College has diverse partnerships to advandehig
education, improve the quality, promote community
development, and foster student success. Thelsgléc
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 Netkvo
(CQIN), the Rochester Area Quality Council, Minnieso
Council for Quality (MCQ) and other community and
business organizations. This is only a partialdfs
partners and RCTC’s community involvements. Mdst o
the College’s technical programs have well-esthblis
advisory committees that meet regularly to keegrams
current with industry needs.

b(2) Customers. The College has identified eight key
student segmen{&igure P.1-5). The College has
diverse listening and learning metho#égg(re 3.1-2)
used across the student life cycle to ascertaindh@mon
and unique needs, expectation, requirements aetslet
satisfaction of its diverse students and stakehslde
These student segments and their requirements are



described in detail ifigure 3.2-4 Approximately 17%
of learners are students of color. Fifty-five qeart of fall
enrollees are full-time. RCTC is a leader in oalin
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 segsnent
(Figure 3.2-5). Partnerships also play a key role in the
College’s Student Learning Systé@ategory 6).
Partners, suppliers and collaborators are inexgrabl
integrated into Level 1, 2 and 3 processes atritiffe
points. Key Teaching and Learning processes irclud
partnership development, academic program developme
and review and assessment of student learning. The
College also collaborates on other processes iimgjud
facilities, marketing, and information technologittw
Winona State University in support of the Learning
Alliance. Additionally, other initiatives like “Rh to
Purple” have been created to recruit and retaidestis
between the two institutions. RCTC also collabesat
with diverse higher education and K-12 partnersttitd
transfer articulations, career pathways, and dtheging
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 consistenthnast
year. Fall headcount is approximately 6,250 sttgjem
all-time high in the College’s history. The Coléegas
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 thay
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 ChangesFactors that determine
the College’s success relative to its competitoctude
course and program variety, overall value, credit
transferability, and access to technology. These a
attributes rated most important by the citizenryhef
greater Rochester area each year. RCTC's sttategi
strength (core competency) of partnerships havengikie
College a differential competitive advantage by
establishing it as the place to go to get a head, st
complete or obtain retraining. As tuition increasgew
populations are accessing a community college dituca
and recognizing the value for the investment. éwdng
segment includes persons who have some college.

The College’s Collaboration Among Rochester Edusato
(CARE) with the Rochester Public Schools creates
pathways allowing high school students to get anfju
start” on their college education through progréikes

Post Secondary Education Options (PSEO) and tke fre

iv

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 andeurt
branding of the College as a destination site for
educational, recreational, and cultural events will
strengthen the college position. Approximately 56%6
residents in a thirty-mile radius are on campusat
once in a year. Other factors influencing the €gdi's
long-term success include the ability to leverdgehrand
strengths of Mayo and IBM, capitalize on the patdruf
the Learning Alliance, enhance and continue tavatk
community partnerships, and utilize the full powwed
capacity of TELEPro (IT infrastructure).

Key Market
Segments

Key Requirements

j=n

High School Nearly all of the faculty are
Graduate and knowledgeable in their fields
Young Adults There is a good variety of courses
provided on this campus
I am able to experience intellectual
growth here
Workforce User satisfaction
Learners Employer satisfaction
High efficiency in knowledge delivery
Prior College | am able to experience intellectual
and Adult growth here
Learners Faculty provides timely feedback about
student progress in a course
Program requirements are clear and
reasonable
Pre-College Nearly all of the faculty are
Learners 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 Value for the money
Learners Overall organization of events
Employers/ Efficiency of educational delivery
Organizational Specific educational outcomes
LEEIMERS Overall value for tuition dollars
Online Registration for online courses is
Learners convenient
Student assignments are clearly define
in the syllabus
Faculty provides timely feedback about
student progress
Under- Program requirements are reasonable
represented Students are made to feel welcome
Sl 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 MNnSCU ITS Management Reports
website and data warehouse, system Accountability
Dashboard, Balanced Scorecard and other sourdes. T



College also has access to comparative data and
information through its participation in nationatiyprmed
surveys including the Integrated Postsecondary &hrc
Data System (IPEDS), the Noel-Levitz Student
Satisfaction Inventory (SSI), Community College \ayr
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 Global Economic
Community in a Thriving Downtown and
Economic Environment Fundamental

Collaborative and Progressive| Change in Funding Mode
Campus that Leverages

Resources
Reputation for Innovation and| Labor Agreements and
Commitment 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 organizedrad
the five MnSCU strategic directions. Goals argradid
with four Balanced Scorecard (BSC) perspectives:
learning and growth, internal processes, studerds a
stakeholders and resources. The strategic plstmisn
as a Strategy Map in Category 2. The College srd€k
core measures each aligned to a goal and track#éteon
Strategic Dashboard. College goals @&igure 2.1-4)
aligned with the MnSCU strategic plan and the
Accountability Dashboard. Strategic goals are tgpex
considering the College’s unique strategic chaksng
advantage§Figure P.2-1)and strategic strengtliBigure
P.1-2). The College has an annual budget of $38M with
$103M in local economic impact. To create aligntnen
and deepen the culture of continuous improvemexat) e
year all college academic and service departmenage
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 plansare th
linked to Level 1, 2 and 3 processes and departthent
measures that support division strategies andgmlle
goals. The College has three AQIP “vital few” anti
plans focused on Better Serving Stakeholders,
Strengthening the Capability of the Workforce amel t
First Year Experience (FYEX) of students.

c. Performance Improvement System

The College Performance Improvement Sys(Eigure
P.2-2)is a framework built on key concepts including
shared governance, strategic and integrated plgnnin
listening to and learning from key stakeholders,

assessment, innovation, continuous improvements, an
accountability within an environment of systems and
process thinking. This system embeds a Plan-Daiche
Act approach and the use of data to drive innowatio
improvement and action across the institution. Sehe
concepts are detailed as follows: Organizational
Leadership and Shared Governance Syg@ategory 1);
Strategic and Integrated Plannifi@ategory 2); the
Listening and Learning and the Student Life-Cycle
(Category 3); BSC(Category 4); and the Student
Learning SysteniCategory 6)Level 1, Level 2, and
Level 3 processes. Since 1996, the College hasebct
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 intem 3.2-3

Figure P.2-2 — Performance Improvement System



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 vabfes
excellence and innovation. RCTC began its quidityney
in 1992 when the former Minnesota Riverland Tecahic
College identified continuous improvement as a goék
strategic plan. Since 1996, the College has [patied in
the Minnesota Quality Awards (MQA) program in 1996,
1999, 2000 and 2009; and the Malcolm Baldrige Nhtio
Quality Award (MBNQA) in 2004, 2005, 2006 and 2007.
In 2001, the College requested and was grantedipson
to participate in a special emphasis Baldrige-tide
accreditation process by the North Central Assamriat
(NCA) Higher Learning Commission (HLC) using the
Baldrige Performance Excellence Criteria. In 20RZ,TC
became a member of HLC’s Academic Quality
Improvement Program (AQIP) that provides a Baldrige
based process to guide the College’s ongoing aitatied
efforts using a continuous quality improvement-ldase
approach. This dynamic approach requires anntiaitaes
and reporting as opposed to episodic reviews ones/e
five to ten years. The College’s commitment totoarous
improvement is evidenced by dedication to self-sssent
as a means to plan, innovate and improve.

RCTC senior leaders set and deploy strategic diesiand
goals through multiple systems including the Cadleg
Performance Improvement SysteRigure P.2-2),
Organizational Leadership and Shared Governandei8ys
(Figure 1.1-1), Student Learning SysterRiQure 6.1-1),
Strategic Planning Process (SPPligure 2.1-1, Integrated
Planning Process (IPP) iigure 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/AQIPJ&a
benefited SPP and IPP processes by highlightieggths,
opportunities for improvement, and challenges. Bazar,
the Leadership Cabinet and Council reviews and fiexdi
the strategic goals and divisional strategies kislaoff step
for the IPP. This ensures that goals and divismel
strategies continue to be important to the Collgege’
sustainability.

The Organizational Leadership and Shared Governance
System Figure 1.1-1) is composed of integrated groups that
include college leadership, shared governance a&l and
confer constituencies, the Student Senate, and kéye
stakeholder organizations. RCTC Leadership igdéiinto
five divisions all reporting to the College Pregitle
Academic Affairs (formerly called Teaching and Laag),

Student Affairs and Strategic Operations, Finamz a
Facilities, Human Resources, Information TechnoJogyhe
College leadership team includes the Leadershipnégb
Leadership Council, and the Cabinet/Council/Coneait
(C3). The members of the Leadership Cabinet are th
President, Vice President for Academic Affairs, &fic
President of Finance and Facilities, Chief Humaadreces
Officer, Chief Information Technology Officer, ahief
Student Affairs and Strategic Operations OfficEhe
Leadership Council comprises the Cabinet membeisthe
four Academic Deans.

The College’s Organizational Leadership and Shared
Governance System includes meet and confer andahar
governance groups that exist by contractual agreetoe
provide a forum for exchange of views between fy¢staff
and administration in determination of campus ojana,
policy, and planning prior to final decision makinghese
groups are depicted Figure 1.1-1in red. All-college
committees are depicted in the bluehe College’s all-
college committee structure is complimented by sub-
committees, task forces, ad-hoc groups, and o#tad r
response teams and are depicted in yellRCTC’s
Cabinet/Council/Committees is referred to as “GHt
aligns with the Minnesota State Colleges and Usities
(MnSCU) Board of Trustees committee structure. C3
membership includes college leadership, and faauity
staff. Each committee is led by a senior cabinemimer
and a faculty/staff co-chair chosen by the committeC3
meets monthly as a clearinghouse for committee, sub
committee, task force, and other ad hoc groupbaoes
issues and focus on major topics affecting theegell This
year, a common five-step values-driven and outcelpased
meeting structure was adopted by C3 committeeagare
continuity and consistency between committees diodus
on values and outcomes.

The College also has the RCTC Foundation thatvemgueed
by a separate Board of Directors; the Foundation’s
Executive Director reports to the College Presiddriie
Foundation supports college goals and has a migisain
enhances student access to college through fusidgaand
scholarship efforts. Other aspects of the orgéioizal
leadership and shared governance system are futliped
in the Organizational Profile.1b(1).

1.1a(2) Promoting Legal and Ethical Behavior RCTC is
a member of the Minnesota State Colleges and Usities
System (MnSCU) and adheres to State of Minnesata la
and system policies. RCTC is part of an annuarfaal
reporting and auditing process conducted by the GAnS
Office of Internal Auditing. Periodically, the Gege also
participates in other legislative or agency-spoedaudit
activities (e.qg., financial aid, health and safetireless
technology, etc.). There are also various lavesolicies
governing ethical behavior as outlinedbirib(2). Annually,
in the Campus Quality Survey (CQS) the College asks
faculty and staff to assess ethical behaviors o tw



questions: 1) Senior leaders foster and modettainal
work environment; and 2) Faculty and staff demaietr
ethical behavior in decisions, actions and staldsgrol
interactions. Results are reportecCiategory 7.4.

1.1a(3) Creating a Sustainable Organization The
Organizational Leadership and Shared Governandei8ys
promotes a grass roots structure that embraces
empowerment of faculty as well as staff and alignioé
resources to a student-centered, continuous imprere
and customer-focused learning community. Collegelérs
reinforce college strategic directions, goals aaldies
through the Integrated Planning Process (IFgjire 2.2-1
which links academic and service area self-assggsme
continuous improvement planning and aligns resautae
our vision, mission and values (signature states)ent
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 aeyaviap
in Category 2. RCTC tracks 40-plus core measutess]
each aligned to a college goal and dynamicallykeelon
the BSC. College goals aréFigure 2.1-4)aligned with the
MnSCU strategic plan and the Accountability Dashidoa
The BSC Figure 4.1-1) includes College- and Cabinet-
level dashboards to monitor and track college perémce.
The IPP requires annual self-assessment and empower
academic and non-academic departments to identify
initiatives, strategies, and actions which suppoltege
goals and division strategies. Departments musigile
and focus both on college strategic directionstardunique
needs of their key customers, students, and stideiso
IPP activities creata culture focused on continuous
assessment, continuous improvement, innovation and
performance results.

The College declared an AQIP vital few project i
“Better Serving Stakeholders.” The intent is tgmove
customer service leading to greater levels of fsation and
engagement of students and stakeholder2010, three
initiatives focused on service were implementedie Tirst
is was the opening of the UCR Welcome Center. The
Welcome Center created an inviting front door emvinent
for campus visitors, prospective students and stisde
have an improved customer experience in a warraxeel
and friendly place fostering purposeful and guided
interactions. The second initiative was training on customer
service. Over 200 staff participated in “ConnetcsicNow”
training that included twelve online modules foalisa
customer service. The online line modules werearoéd
in face-to-face sessions that included group aw#vied by
teams of internal facilitators to foster the tramgf
learning. Finally, a Rapid Response Team reptagga
cross discipline, cross functional representatibfaculty
and staff developed “Standards of Excellence.” sthe
standards established expectations and guidelmesfvice
at the College.

The College fosters organizational learning throiigh
Student Learning System (SLS)@ategory 6by using a
variety of approaches including orientation sessimn new
faculty and staff conducted at the beginning oheac
semester, focused Staff Development Day eventsotmet
development activities that are further outlinecCategory
5. Additionally, the College is establishing a perfame
management system that aligns employees’ annual
performance reviews with individual professional
development plans, the College’s competency mau#l a
other evaluative standards. RCTC offers a widayaof
leadership development opportunities including lexaklip
Greater Rochester, Leadership RCTC, and the Luoma
Leadership Academy further outlined@ategory 5.RCTC
also has a variety of programs in place includBegt Bee,
Shining Stars, and a newly implemented effort paté
after a Ritz Carlton best practice called “WOW w&sr’ In
2009, the College established “The Collaboratiue,”
which college committees with invited guests wianbugh
four learning sessions over a five month periodcteteam
identified an opportunity for improvement and thveent
through a problem solving process based on onelused
Toyota to establish strategies and actions to eageu
innovation and improvement. A second round of “The
Collaborative” is planned in the 2011-2012 acadeysiar.
Each year, a team patrticipates in the ContinuowitQu
Improvement Network (CQIN) Summer Institute. Pitior
the Summer Institute, the team participates in % poe-
institute learning sessions. After the event,tédan
chooses project(s) to plan and implement basedsitute
learning and identified best practices. This pagjust, the
team traveled to Walt Disney World with corporaperssors
the Disney Institute, NASA, and Baldrige recipietite City
of Coral Springs. The focus was Leadership andtisity.
The team is considering projects including leadersh
development and onboarding.

The College recognizes a need to develop a suocessi
planning strategy and is represented in a MinneStatte
Colleges and Universities system sub-committee on
succession. The sub-committee is part of a Stiateg
Workforce Group whose goal is to attract, retaid an
develop employees to meet current and future eitunzdt
needs. The succession sub-committee has establshe
seven-step framework with potential for local apation.

b. Communication and Organizational Performance

1.1b(1) Communication: The College uses diverse
communications tools including the College Crossjrighat
With the President, Open Mike, Budget Buzz, the
Banterings (a Strategic Operations newsletter)Biehive
Notice, signature cards (which outline the collgion,
mission, values, core outcomes, etc.), strategiarphg
documents and blog, and presentations at staffingset A
complete listing is found ifigure 1.1-2 Additionally, in
order to ensure immediate emergency communication f



both students and employees, the College laundteed t
STAR Alert Emergency Notification System.

Labor/Management, meet and confer and shared gaween
forums provide for an exchange of views between
faculty/staff and administration in determining qam
operations, policy, and planning. Although finppaovals
are made by the President (with consultation with t
Cabinet/Council; seEigure 1-1.1white box), these forums
provide a means of communicating and ensuringelesip
accountability for management actions related tiective
bargaining agreements, fiscal accountability ard th
protection of stakeholder interests.

The Minnesota State College Faculty (MSCF) Shared
Governance Council (General Matters) and MSCF
Academic Affairs and Standards Council (Curriculyare
groups that ensure accountability and a balanéeterfests
within the organizational leadership and governaystem.
Similar strategic and operational dialogues occitin w
American Federation of State, County, Municipal
Employees (AFSCME) Labor/Management and Minnesota
Association of Professional Employg®APE) Meet and
Confer Committees. The UCR Advisory Council angl th
Greater Rochester Advocates for Universities aniteGes
(GRAUC) bring an external view and promote and fev
for other stakeholder interests.

The College’s Organizational Leadership and Goverea
System include active and monthly dialogue witldetis at
Student Senate/Leadership Cabinet meetings. Tuue6t
Senate comprises officers and representatives from
chartered clubs. The College has a long history of
partnership with students since the formation ef$tudent
Council in 1921.

This robust organizational leadership structureves
college leaders to share information, gather ingait)
support, initiate two-way communications, receive
recommendations, and balance value for all keyestudnd
stakeholder groups--including key customer segments
stakeholders, partners, and suppliers on a weekiyomthly
basis; it also allows for an exchange of views, raeel
confer, and sharing of dialogue to gain input abwadds,
expectations and the requirements of the colledjerse
community. College leadership deploys strategieations
and goals in support of its signature statemerathiés)
through these leadership bodies.

In addition to the structured shared governancequses,
the College also provides an on-line “Comment Card”
pathway for stakeholders to share compliments and
concerns anonymously via the Intetn&his process does
not supersede any formal grievance procedureréthier,
makes available another tool for comments to beived
by the Office of the President. All comments argged,
categorized, and routed to the appropriate
person/department for investigation/follow-{fee 3.1b(3).

Last year President Supalla implemented a serigtteen
Chat with the PresidentThe purpose of these sessions was

3

to provide an avenue for faculty and staff to wisith
President Supalla on campus issues and share Tteae
are no agenda, no presentations, just chat. T¢te Vi
President for Academic Affairs holds similar sessi
called “Open Mike.”

1.1b(2) Focus on Action.The College identifies strategic
directions and goals linked to core measurdsgure 2.2-1
via leadership meetings and as part of it SPPaliRPBSC
processes. For example, each Cabinet member has
participated in a process to create dashboardsmgdsures
that are part of the College dashboard and othesures
linked to Level 1, 2, and 3 processes that comphise
Student Learning System (SL&)igures 6.1-1) To further
cascade these processes, create alignment and ambed
culture of accountability and continuous improvemeach
year all the College’s academic and service departsn
engage in Academic Program Review (APR) or Service
Review (SR). Then, departments submit IPP requme ke
form of Continuous Improvement Plans (CIPs) withrpled
strategies. All strategies are linked to Levekepartmental
processes and related Core Measures (CMs) thasackto
track performance. Each academic aatvicedepartment
has a dashboard of Core Measures (CMs) that are
strategically and operationally aligned. As pdrthe IPP,
all departments submit mid-year and end-of-yeaemey as
to progress achieved.

The College’s participation in the Academic Quality
Improvement Program (AQIP) requires a declaratiovital
few projects. The identification of these projedésives
from institutional research, stakeholder survedifigs and
strengths and opportunities highlighted in previfaexback
reports from the Minnesota Council for Quality, thigher
Learning Commission, Malcolm Baldrige National Quyal
Award and other sources.

In the Strategic Planning Process (SPP), the @molle
conducts an Organizational Review and Program Avigly
Process to examine findings and establish strafegics.
For example, the College declared Better Serving
Stakeholders as one of its vital few projects. $lrategic
Operations Committee has established a strategywitap
eight strategies and multiple actions to guide the
improvement of service efforts. To date thesereftoave
resulted in actions including the establishmerdesf/ice
attributes, design of a Welcome Center, the Coliatidee,
new committee meeting process, the Buzz Box, arsduBe
of Goodwill initiatives. Similar efforts are undeay with
other committees.

The AQIP process operates on a seven year reafimef
accreditation process. Each year, the College nepstrt on
its progress on its vital few projects. The Collegn retire
projects and add new ones each year, thus keeping a
constant focus on improvement.



As noted above, last year the College has launahed
initiative called “The Collaborative.” This procewas a
Mayo Clinic best practice that the College has hemarked
and adapted to its environment. The Collaboratireates a
year-long approach focused on improvement, innowati
and problem solving efforts on challenges and ofpities
the College is facing. The approach is deployeouth the
C3 all-college committee structure. Each commisiglects
an area of focus based on research and feedbauk rep
findings; it then undertakes a structured procé$saoning,
sharing and making positive change. All committeds
participate in four learning sessions complemebtedork
between these learning events using an enhanceddaa
check, and act methodology based on the Toyotdgrob
solving process. Committees can collaborate witlero
committees and invite other employees and contgrerés
to participate in the process. A feature of arieng
sessions is the ability of all faculty and stafptrticipation
in keynote presentations that are part of eacimilegrevent.

1.2 Social Responsibility

a. Organizational Governance

1.2a(1) Governance SystemThe College addresses the
impact on society of its programs, services, areraons
in several ways. The first approach is througheditation.
RCTC has both institutional and programmatic
accreditation. The HLC accredits RCTC at the instinal
level. The last major review was conducted ingbeng of
2001. Since that time, RCTC has joined the Academi
Quality Improvement Program (AQIP). AQIP is design
for institutions seeking a more dynamic and BaleHiige
approach to accreditation. Being a member of AQIP
requires yearly activities and reporting on a seyear
cycle. In addition, the College has a number etsgized
program accreditationgigure P.1-3.

The College also has implemented key practicessare
legal, safety, risk management and equiig(re 1.2-1).
Legal requirements are monitored and managed by the
Office of the President. Each institution can ascand use
MnSCU General Counsel and is assigned a liaistinein
State Attorney General’s Office to assist colleggdership
in operational, health, safety, and other legatenat The
MnSCU General Counsel assists the campus in irgengr
policies, procedures, and matters of State law paadides
legal and ethical training for the employees. €gdl
operations are governed by state statutes and
policies/procedures developed by the Office of the
Chancellor and approved by the Board of Trustétsk
management assessments are conducted by Constructio
Occupancy-Prevention-Exposure (COPE) in conjunction
with the Finance and Facilities Office. Human Reses
and Finance and Facilities Offices assure compdidocthe
responsibilities of health, ethic, workplace safety
affirmative action and equity.

The College has also established a Emergency Oqesat
Plan to address campus emergencies including
chemical/hazardous substance spills, civil pro@#ninal
or violent behavior, gas leaks, fire, flood, aift@wn on
campus, death on campus, etc. This has been done t
protect students, faculty and staff, stakeholdzmnd, the
general community from any potential adverse imp#uat
college operations may have on the Rochestes.

1.2a(2) Performance Evaluation.Annually the Office of
the Chancellor conducts an assessment on the penfice
of the President. The 360-degree multi-rater gsce
includes surveying a list of key constituency gmup hese
constituents include members from the student body,
bargaining unions, subordinates, peers and comgnunit
leaders. In addition to the survey, the Presidabinits to
the Chancellor a list of achievements from the jonewv
year, and a work plan for the upcoming year. Upon
completion of the survey summary, the Chancelloete
individually with the President to review the assesnt
materials.

Locally the Leadership Cabinet and Council members
follow a similar 360-degree multi-rater processdanual
performance reviews, which includes surveying 30-50
stakeholders mutually agreed upon between the shige
Cabinet member and the President. In additiohdo t
stakeholder assessment feedback, each LeaderdhiipeCa
member submits to the President individual self-
assessments, summaries of achievements relategllég€
goals, and goals for the next fiscal year. Theese also
requires Cabinet members to address performaneés|ér
measures on divisional dashboards. The Presidesitsm
individually with each Leadership Cabinet membeshare
the findings, discuss areas for improvement andiadiyt
agree upon the divisional goals for the next yeaBath the
Presidential assessment and Leadership Cabinetsasset
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 om gheater
Rochester area through the management of a varfiety
compliance processeBiQure 1.2-1). Each categorical
responsibility identifies processes, practices,suezs and
goals/targets. RCTC is fully accredited by thelitig
Learning Commission of the North Central Associaiid
Colleges and Schools. RCTC also holds occupatipnall
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 aond
established by Minnesota State Statute 43A.38s Thide
of Conduct includes an obligation for reporting and
investigating fraudulent or dishonest acts. The |golicies
and procedures are included on the college wehisithe



employee online handbook, and shared through trguiai
staff development daysSee Category Jor additional
information.

Annually, in the Campus Quality Survey (CQS) thdl€e
asks faculty and staff to assess ethical behaindrgo
guestions: 1) Senior leaders foster and modetfzinal
work environment; and 2) Faculty and staff demastr
ethical behavior in decisions, actions and staldsgol
interactions.

c. Support of Key Communities

1.2c(1) Societal Well-Being.RCTC is a major employer
and steward of the greater Rochester region. Auduitly,
we contribute greatly to the economic and socigldot of
the region. Each year approximately 55% of perd@®i49
visit campus each year for educational, cultuetdreational
and social activity. The campus has become a major
destination for activities that support the quatifyife in the
region. The College has approximately $104M ofnecoic
impact each year on the region. Additionally, he@80% of
students attending the College will, upon completlive
and work in the area. The campus is also a placaréa
youth and their families as a major site for youth
recreational sports. On any given weekend indialipring
literally thousands are on campus attending events.

1.2c(2) Community Support. RCTC is active in the
greater Rochester area. This involvement is widke a
diverse, with activity targeted in community orgeations,
service organizations, and in initiatives focused a
supporting populations of people with identifieceds.
College leaders, faculty, and staff serve in a nema local
organizations and on local boards including therester
Area Chamber of Commerce, Workforce 2020 Coalition,
the Rochester Diversity Council, Leadership Greater
Rochester, Rochester Rotary Clubs, Rochester Atedit®
Council (RAQC), Rochester Arts Council, Boys andl&i
Club, Intercultural Mutual Assistance Agency, Famil,
Rochester Area Math Science Partnership (RAMSR), an
others. Seventy-two percent of those volunteedimgo at
six or more hours per month. In addition to supfar

organized groups, college faculty and staff areaged in
other community stewardship efforts including thated
Way, Paws and Claws, Victim Services, American Red
Cross, Salvation Army, Christmas Anonymous, Halfdat
Humanity, and others. Each year, RCTC collectdyed
Bears from faculty, staff, and friends of the cgéeand
donates them to the Olmsted County Sheriff's Oftiod
the Rochester Police Department, who in turn stiee
with other local agencies who come upon childrendad
of a “friend” for comforting during a traumatic sétion
(automobile accident, domestic violence situaté&in,).

Key college communities, including those that foons
higher education, complement college strategiactioas
and goals, and/or provide services to potentialestti
populations or groups. Partnerships are a stagtgingth
of the College. The College is heavily involvediwi
organizations whose purpose is to advance the etiocno
vitality and quality of life in the greater Rochessarea. As
a community college, part of our mandate is to dlpaeet
the diverse needs of the community and to sere as
resource to the community and the region. Theegelhas
active partnerships and staff representation witla a
organizations that serve targeted or under-served
populations; it is active in organizations thatmuode
educational, cultural, recreational and social ohputies
for area youth, and is a founding member and hagepl an
active role in the Rochester Area Quality Coundihe
Council has brought diverse programming to campus
advancing quality, innovation and continuous imgoent
in the community. The College has been active with
Chamber of Commerce supporting annual initiatives,
providing support, and co-sponsoring community-wide
planning programs like “Learn. Do. Earn,” and Warkfe
2020.

This fiscal year the College is tracking attendaawee in-
kind contributions for co-sponsored events to lbetteasure
its social and cultural impact. In the past yéae,college
has played host to significant events includinglgedion
ceremonies for the three public high schools, mé&of the
Rochester Chinese School, and sponsors/hosts thg fee
Life.



Figure 1.1-1 — Organizational Leadership and Share@Governance System

Communications Types

Frequency

Student

Stakeholder

College Websites Ongoing X X
Hobsons Connect and Retain (VIP Pages) Ongoing

Facebook Ongoing X X
Ask Sting Ongoing X

The Echo (Student Newspaper) Monthly

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 ngding X

STAR Alert - Emergency Communications As Needed

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

Baldrige Banterings Periodic X
Staff Development Day Workshops Periodic

Teaching and Learning Briefings Periodic

Open-door policies Ongoing X X
State-of-the-College Presentations Periodic

Figure 1.1-2 Communications Mechanisms




Responsibility Process Practices WEESIES Goal/Target

Legal College Policy Legal Compliance with State Law | Compliance
Development Consultation

Risk Management | Risk Management Insurance COPE Review Findings No Findings

Reviews

Ethics College Policy Human Resource$ Adherence to Policy No Ethical Violations
Development

Equal Education | Affirmative Access Compliance to Standards Compliance

and Employment | Action/Diversity Searches Grievances 0

Opportunity and o Investigations 0

Qillatiegscian Amerean SXV'”‘ Office of Civil Rights Review | No Findings

isabilities Act Complaints No Findings

Title IX

Health and Safety | Parking/Security Right to Know Participation in Right to Know 99% All Maintenance Staf
Training Trained
Campus Security | Crime Reports No more than 1 incident
per year
Workplace Safety Yearly Walk Around
Critical Incident Parking/Security Critical Incident | Number and Type of Incidents0
Planning
Accreditation Institutional Continuing Full Accreditation — No No Findings
Assessment Accreditation Finding
Fiscal Budgeting and System Audits Clean Audit - No Significant | Clean Audit

Accountability

External Financial
Reporting

Findings

Figure 1.2-1 — Societal Responsibilities




Category 2 — Strategic Planning

2.1 Strategy Development

a. Strategy Development Process

2.1a(1)Strategic Planning Process.The College
adopted a multi-phas€&igure 2.1-1) Strategic Planning
Process (SPP) in 2000. In this same year the @olle
adopted its signature statements that includestervand
mission statemen{§igure P.1-2). Strategic planning is
conducted on a three-year cycle. The strategit igla
implemented in the College through the Integrated
Planning Process (IPP). The SPP and IPP haveawio f
one strategic, the other operatiorfagre 2.1-1). The
outer ring of the circle highlights key phasestar t
strategic components of the process. The inngrafrihe
circle highlights the steps comprising the anngdt |
process used to establish continuous improvemanspl
and determine resource--that is, budget--allocatiorhe
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 depairtme
Continuous Improvement Plans; the SPP, on the other
hand, will be replicated every two or three yeard will
guide long-term planning.

Figure 2.1-1 — Strategic Planning (SPP) and Integtad
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 pess
supports continuing accreditation and the College’s
commitment to continuous assessment, learning,
innovation and improvement; it requires three ‘vieav”

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 goads ar
depicted in gold on the strategy map and noteddrtext.
Every four years, a team from the college attemds a
AQIP Strategy Forum to reaffirm its commitment he t
AQIP process. Since introducing the SPP many
improvements have been magégure 2.1-2).

Strategic
Planning
Cycle

2004 Improved the process for selecting participap
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 disting
phasegFigure 2.1-1).

Created the Integrated Planning Process (IHP)
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 th
use of a Balanced Scorecard (BSC) approagh.
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 valueq
proposition, “improving student lives” was
adoptedFigure 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 Improvemest

Strategic Planning Process
Improvements

—

S

—

%

2.1a(2)Strategy Considerations. The SPP includes five
phases. Each phase includes the use of diversanyri
and secondary research and external inputs that are
considered in the strategy development process.

The Landscape Analysis Phasmcludes a SWOT
analysis where internal and external analysis tége
strengths, weaknesses, opportunities and threats ar
identified. This phase brings together collegeagsh,
listening and learning system informatidtiqure 3.1-2)
external reports, quality award and accreditation



feedback, dashboard performance and other infns.
outcome of this step is identification and defimitiof
college strategic advantages, challenges, anegicat
(distinctive competencies) strengths of the Colldge
then are considered in the process to inform aidkegu
goals for the strategic plan. The strategic adges,
challenges and strengths prioritized as most inapoire
identified in the Strategy Mag-igure 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 oder 7
sources. The software provides the College withohto
aid in organizational sustainability and suppocdgram
development, determination of market share, congeti
analysis and marketplace changes.

The Signature Review Phaséocuses on review of
vision, mission, and values statements, which ctliely
are known as the College’s Signature Stateméidsi(e
P.1-2. The 2004 Strategic Planning Task Force
recommended refinements to each of the Signature
Statements. The new vision statement had a grieetes
on RCTC being a universal gateway to world-class
learning opportunities; this reflected the Colleggfowth
in online learning, the University Center Rochester
partnership (UCR), collaborations with the Mayonlj
Rochester Public Schools, and others. A minor ghan
the mission placed more emphasis on serving a ggpwi
community. Six college values were adopted, and in
2008, the College also adopted, through a colleige-w
participatory process, the creation of student core
outcomes and service attributes that define the®CT
brand and learning experience. In 2010, the Celteg
value proposition “Improving Student Lives” was
establishedRigure P.1-2.

The Organization Review and Program Analysis
Phasereviews, summarizes, and prioritizes findings from
previous accreditation and quality site visit feacl

reports Figure 4.1-4). RCTC has participated in twelve
accrediting and self-assessment cycles in thegpetsen
years Figure 2.1-3. This phase also references data and
information derived from the College’s diversedising

and learning methodg&igure 3.1-2) The College looks
to identify cross cutting themes identified in feadk
reports and validated through listening and leaynin
methods. In 2004, an improvement in this phasbef
planning cycle was the inclusion of data and infation
from a new Survey of Stakeholders, which includdidta

of approximately 300 elected officials, businesd an
community leaders, representatives of local boadd,
other key populations. Key stakeholders are asked
respond to a series of questions that help to nmfoollege
strategic directions. In 2007 the College usedries 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/Framewotk

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 Phiase
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 syst
known as the Student Learning System (SLS) by which
all learner-centered and support processes ar@iaegh

in the support of Academic Affairs and student sssc
(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 irdégt into
improvement efforts of key systems and processes to
create and add value for students and stakeholders.

Identify Goals and Core Measures Phasguides and
informs the College’s strategic focus. The collggals
and measures are derived from prior steps in tenihg
process. Goals are set based on the Landscapesfsyaly
SWOT, research findings, strengths and opportumitie
feedback reports, and the strategic directionb@f t
Minnesota State College and Universities systeimeyT
are also informed by community planning effortstsas
Workforce 2020, Destination Medical Community, and
others presented in the Landscape Analysis. RGIC h
adopted a vision of its future called “2010 and &®y.”
RCTC's future is characterized by the followingioising
statements:

The College will be a community center for
educational, recreational, cultural, and socialvagt
The College will be a Malcolm Baldrige National
Quality Award recipient.

The College will be nationally recognized in thear
of e-learning for rural healthcare training foredit
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.



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

To achieve this “2010 and Beyond” vision the Codleg
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 Cortipeti
Shopping on itself and other competitors. In 20k,
included shopping the Minnesota School of Busints,
college’s chief local competitor. Trained shoppers
analyze performance on characteristics including
customer service, communications messages,
responsiveness to requests, campus visits, ets. Thi
information informs related college strategiesclicgear,
the college revisits targets for its core measarethe
Balanced Scorecard (Figure 2.2-5).

b. Strategic Objectives

2.1b(1) Key Strategic Objectives.The College uses the
following nomenclature that varies from criteriadmage.
At RCTC, strategic objectives are college goal$vidibn
strategies align with college goals and help gaide
inform the creation of both academic and service
department Continuous Improvement Plans. The @elle
has identified five strategic directions and teatsigic
goals depicted on its strategy map that guides the
accomplishment of goals. The five strategic dicetst

are those of the Minnesota State College and Usities
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 stiow
“gold” on the strategy marigure 2.1-4) Each year the
Leadership Council reviews and refines strategic
directions and goals to ensure their appropriateaed
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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 org#omizh
profile that impact short- and long-term succésgyre
P.2-1) The College goals directly align to these sgat
challenges, advantages, and strengths and are sirown
the RCTC Strategy Maf-igure 2.1-4) The robustness
of the SPP, IPP, and strategy mapping processensur
that the College vision, mission, values, value
proposition, strategic advantages and challengeb, a
strengths are considered.

2.2 Strategy Deployment

a. Action Plan Development and Deployment

Strategic planning is conducted on a three-yealecyc
The College’s strategic plan is implemented andajesul
through the IPP. All operating divisions identify
strategies each year. Continuous Improvement Rlans
established by the ninety-plus academic and service
departments of the College aligned with their opiega
division strategies. Continuous Improvement Pkmes
informed by self-assessment/review processestibat t
drive resource (non-personnel, capital, repair and
replacement, technology, infrastructure and people)
allocation. The web-based IPP portal allows idadi
program and department leaders and cost center
supervisors to input the following in a three-stagecess
(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 compteete
by program and department strategiésnually, each of
the College’s divisions identifies strategies thlagn with
both the College strategic goals and academic arvice
department goalskigure 2.2-2shows thecascading
nature of college goals, to division strategies and
department ones. Key division strategies withan th
division plans are prioritized visually with red so
programs and department leaders entering stratkgms
that they are required to submit a supporting atrat For
example, each division plan has a strategy for avipg
student satisfaction; as such, programs and depattm
are required to submit a supporting strategy fatsgies
that are highlighted with a color.

IPP Step 1- Self-Assessment: Academic Program
Review and Service ReviewThe first step in the IPP is
for all academic programs and departments to cample
an Academic Program Review (APR). APR requires
program and department leaders to provide backgroun
information and then respond to a series of questio



regarding three dimensions: efficiency, effectivanand
the satisfaction of students. Each academic pnognad
department is provided with appropriate data and
information on their dashboard. The dashboarddalis
APR core measures that are common to all academitg u
and others that are unique to the area. Updaweonf

dashboard data academic programs and departméfnts se

rate their performance against a rubric as wefiraside

a qualitative response based upon evidence sugplibe
provided data regarding their program’s or depant'ee
performance. Faculty may also upload other externa
documentation to support the review process. Ateécle
Deans then review the APR for their academic pnogra
and departments and then provide feedback. Once
feedback is provided, and required changes are niaele
academic program/department can proceed to step 2.

Figure 2.2-1 Integrated Planning Process

All Service Departments also complete an annualiGer
Review (SR). In 2010, the Service Review process
improved to be more like that of APR. Service arsslf
rate their performance for efficiency, effectivenasd
satisfaction. The rating scale is 1 to 4, withednig
exemplary. After rating themselves numerically
departments must identify strengths and opporemitr
improvement for each of these three dimensions
(efficiency, effectiveness or satisfaction). Eaehvice
area has a dashboard that is part of the Coll&pdanced
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Scorecard. Department staff provides commentfiein t
performance measures as part of the process.

AQIP Vital Few Project:
Better Serving Stakeholders
Supporting College Goal

Goal 2.2: Achieve learning and performance exnebe
through continuous improvement, service, engagenagiot

innovation with accountability for results.

Aligned Division Strategies

Academic Affairs Improve student satisfaction in all T/L

areas.

Student Affairs and  Better serve stakeholders.

Strategic Create a culture which encourages s

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

Finance and Promote college's service attributes -

Facilities 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 authaored i

o

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 coatia
improvement plans by all academic and non-academic
departments and programs. The IPP web interfaoesl
each organizational unit to write strategies artibas
that align with their divisional plan. Persons miing
requests must identify new resources includingtegpi
personnel, repair and replacement (R&R) or non-
personnel funds. Entries may also be made faaiiies
not requiring new resources; these may be thetreStg-
prioritizing of current funds or leveraging otheternal
resources. Each strategy submitted also requires a
author, planned completion date, and cost cerigery
strategy is then linked to a Level 3 process incihiiege
work system known as the Student Learning System
(SLS). At budget retreats, leadership discusses all
Continuous Improvement Plan strategies requiring ne
resource requests and makes a funding determination
Each year the college identifies potential budgeharios
based on legislative appropriations, enroliment
projections, tuition revenue and a variety of ottagtors.
All resource decisions consider these budget simenar
The College has added a process to identify Reypair
Replacement (R&R) projects on the campus. The All-



College Finance and Facilities Committee send out a
request for proposals for projects. The entirepasn
community has the opportunity to present their psapb
to the committee. The committee scores the pr®jec
using a defined rubric and then submits a ranlstafi
the projects to the Leadership Council for fingbegwal.

2.2a(3) Resource Allocation

IPP Step 3- Annual Operating Budgets RequestThe
next step is the development and submission ofannu
operating budget requests. Operational budgelisdac
requested funds for communications, supplies, tyavel
other categorical areas that are required to dedind
support teaching and learning at the College. $taip of
the process allows academic programs and depagment
and nonacademic departments to request annualtimgera
budgets that are not strategic in nature. All estimto
Steps 1-3 are made in a 60-day window beginningid:
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 B@r a
day period. This is done using in the IPP webrfate.
During this same time, strategic targets are getdpital,
personnel, non-personnel, repair and replacemedt, a
other spending and revenue targets. Then, iniessef
leadership retreats, leadership discusses all nesorded
projects and budgets, and makes final approvals.
Approvals are posted in the IPP and communicatedeto
college community. All proposals, recommendatiars]
final approvals are fully transparent to employees.

2.2a(4) Workforce Plans. RCTC has identified
“Strengthening the Capability of the Workforce’ase of
its AQIP “vital few” projects. Nearly 50% of cotie
personnel will reach retirement eligibility agetihe next
ten years. The Strengthening the Capability ef th
Workforce project focuses on the following key
organizational process: strategic planning, irategt
planning, and performance management and
development. The project also includes workforce
engagement, workforce innovation, employee recagnit
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 throagh
focus on professional development plans, and
. Align work outcomes with strategy.
People are the most important asset of any orgtémiza
so addressing present and future human resoureds i
truly “vital.”
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2.2a(5) Performance MeasuresThe 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 througieut
college and includes the RCTC strategic dashboard,
divisional dashboards, and approximately 90 acacdemi
program and service department dashboards. RCTC has
identified 40-plus core measurdsdqure 2.1-4)organized
around four perspectives (learning and growth rivae
processes, student and stakeholder value, andrcespu
(Figure 4.1-1)that comprises the College Balanced
Scorecard (BSC)Each dashboard includes core
measures to track performance, which are linkegaxk
processes that make up the Student Learning System
(SLS) that constitutes the college work system etijmg
the achievement of strategies. Departments igentif
measures for their work processes making up the
department dashboard. The BSC is further desciibed
ltem 4.1.

2.2a(6) Action Plan Modification. Programs and
departments are asked to complete mid-year aneend-
year update regarding the status of their Contiauou
Improvement Plans. In October and January, folhgwi
Fall and Spring Semester enrollment reporting deeasl)
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 processkthe
MnSCU system. Annual continuous improvement
planning is done via the IPP on a one-year cyBlg.
these means the College remains adaptable to system
level planning and marketplace changes. Performanc
targets have been established for most core measare
the college Strategic Dashboard as well as mostidiv
and department level dashboards. Target settag a
variety of methods including the external reference
standard, specified goal or target methespected
values and performance-based or gap closure method
Due to space limitations in the application onlynaall
sampling is shown ifigure 2.2-5.

Core Measure Current FY12 FY13
Target Target

Online Enrollment: % of | 21.8% 23% 25%

Total FYE

Community Satisfaction | 5.05 5.40 NA

Full Year Equivalent 4635 4650 4700

Enrollment

CQS: Faculty and Staff | 62.0% 65.0% | 65.0%

Satisfaction

MNSCU: Related 81.7 85.0 85.0

Employment of

Graduates

Figure 2.2-5 Selected Examples of Targets for Core
Measures on the College Strategic Dashboard



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-CycleC().
outlining the key phases of the students’ expegetdhe
College(Figure 3.1-1). The LLC has five stages:
awareness, inquiry, application, enroliment and
advancement. Within each of these stages the@mll
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 Phaséncludes all activities serving to
enhance brand equity, the image, and top of mind
awareness among target market segments for thegeoll
creative development, image and brand management,
advertising, market research, market planning uitng

and outreach, communications and event management.

Thelnquiry Phase is the point at which a prospect
initiates contact with the College to request infation.

All activities in this phase are aimed at conveytinterest
into an application: inquiry management, campss vi
programs, data and information management and
traditional/electronic communications. TApplication
Phaseincludes all activities that begin once an inquiry
applies to the College. The goal of this phage is
convert the applicant to an enrolled student. \Atitis
include admissions, registration, advising, coungel
orientation, data management, assessment/placement,
financial aid, and communications with applicamtav
point of application to actual matriculation. Tdeal of
theEnrolliment Phase is student success. During this
phase the effort is to help the students achiesie th
intended educational goal. Activities include sgition,
counseling, advising, business management, retentio
student life, teaching and learning, assessmet#,atal
information management, communications, and otbgr k
activities supporting the student. Student gaattude
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degree/certificate/diploma completion, transfeb, jo
placement, career enhancement, lifelong learnitag, e
The Advancement Phasdocuses on continuing success
for the student and the College by establishirifeddng
relationship. Activities include transfer, artiatibn,
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 approachd§igure 3.1-2)to gather information
about the needs, expectations, and requiremeoisrof
diverse student and stakeholder market segments
throughout the Learner Life-Cycle (LLC). On amiad
cycle, RCTC conducts both internal and external
assessments to help determine the current andfutur
needs and expectations of its key customer/student
segments—such as: the Survey of New Entering &tude
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@QRy

the SNG Knowledge and Awareness Survey, student
evaluations of teaching, Survey of Stakeholderd,@her
periodic surveys. Survey results are availablegfock
viewing online through the RCTC Continuous
Improvement website and many results constitute cor
measures on College, division, and department
dashboards.

The College has adopted a Web 2.0 strategy for giaga
brand awareness and engagement with prospective
students, applicants, enrolled students and stédetso
Key engagement approach&sgure 3.2-2)in the LLC
include a web-based strategy integrated with custom
relationship management software; and social nmedis
including Facebook, Twitter, and a YouTube channel.
The College has a master Facebook page with
approximately 20 program and departmental-leveepag
College Relations tracks social media measuresdiiud:
Number of Facebook Likes, Number of Facebook Wall
Posts, and Interactions per post on your Facebagk P
Post quality on your Facebook Page, and Total Vigfws
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, thecttg
of which is to track the experiences that prodpect
students have prior to enrolling at RCTC through 40
shopping scenarios. High school students and oibrer
traditional persons, based on the assigned scematie
contact with the College and document their expegs
during a 60-day period. Additionally, the shopping
program tracks a smaller segment of prospectivaestis



who, as part of their scenario, make applicatiothéo
College. Finally, a handful of shoppers request
information and track their experience at a contipeti
institution--this year, the Minnesota School of Biess.

Historically, shopping results have indicated thatje
numbers of shoppers are never entered into thermeast
relationship management (CRM) software, Hobsons
Connect, and therefore do not receive the planmeahe-
based communications from the College. The gohlat
100% are entered and receive the communications flo
Past shopping efforts showed low percentages of
shopping being entered into the CRM as prospects.
Historically, between 25-35% of shoppers neverivace

a response. After the 2010 shopping program, adRap
Response Team (RRT) was formed to problem solve and
making improvement recommendations. The purpokes o
RRT are to organize a cross-discipline group ofpfeto
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 informatiothén

fall 2010.

Results of the 2011 shopping initiatives indicatteat
76% of shoppers were entered into Connect and 100%
received planned communications. This compar@$%
being entered into Connect in 2010 and 9% in a prio
year. The goal is 100% entry into the CRM with %006f
prospects receiving the College’s theme-based
communication. In this year’s initiative, planned
scenarios directed shoppers to engage with, aitdés
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 tyuali
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 innovatiod an
teamwork in a culture of continuous improvement and
performance excellence.

The College conducts periodic competition studies a
monitors competitive institutions’ advertising and
communications. RCTC does not have many compstitor
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 competitoreyt are
largely seen as friendly collaborators or partmers

transfer education.

Annually as part of the Graduate Follow-Up Studjhwi
graduates, the College surveys former studentssess
their status relative to finding employment, coniny
education and assessing satisfaction. This hképs t
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College to measure student success and satisfaurigin
graduation.

3.1b Determination of Student and Stakeholder
Satisfaction and Engagement

3.1b(1) Satisfaction and EngagementEach of the
surveys identified in the Learner Life-Cycle (LLC)
measure a variety of benchmarks, items and otlpercts
of engagement and satisfaction in the student and
stakeholder experience. This includes, but idinoted
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 CompetitorsResults
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\&y of
Online Learners (PSOL) provide data comparing RCTC
against national percentiles for diverse cohortigso

The College also generates other comparison pogiogdat
such as benchmark scores for other Minnesota twao-ye
colleges and other groups. The College is a mewiber
the National Community College Benchmarking College
(NCCBP) which is a data repository for many natlona
surveys from which cohort segments can be genefated
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 Minn&swoia

the MNnSCU Accountability Dashboard and other
management reporting mechanisms.

3.1b(3) Dissatisfaction.Results from these surveys
provide data for both satisfaction and dissatigfact
reported as mean scores and percentiles. Quaditatid
guantitative data and information includes respstse
open- and closed-end questions. All satisfaction,
dissatisfaction, and engagement data can be aggcega
disaggregated to segments or other discrete lbesisd
on demographic or other characteristi@ata can be
presented as item-level results, or items may bepgd
to create a benchmark.

The College uses gap analysis (difference in ingpme
rating of attributes versus satisfaction ratings) t
determine areas with the largest gaps that need
improvement. Several years ago, one of the largest
performance gaps identified in the Student Satiigfac



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 ass&ss
activities, and significant opportunities to meettw
faculty, advisors and counseling staff.

Listening and learning findings from all currentlan
former students and stakeholder drove the Strategic
Operations Committee to create the Standards of
Excellence that outline service standards, expeotat
and guidelines. Overall, diverse listening andriaw®
approaches capture actionable data and information
driving continuous improvement plans and innovation

The College's comprehensive listening and learning
approaches and the planned administration cyclegse
data and information current. The statistical gigance
of changes in attributes rated most important are
constantly reviewed so as to identify shifts in tleeds
and requirements of market segments. This data has
high level of statistical significance and low arro
margins. Data and information from such surveysloa
further validated through other surveys and foausigs
which provide for greater granularity. Surveying
capabilities in Hobsons, our customer relationship
management software tools, also provide for quickesy
techniques to electronically engage student market
segments in a flexible and responsive way.

The College has ongoing initiatives to benchmaeklibst
(or better) practices of leading organizationslfated by
its involvement in the Rochester Area Quality Caunc
(RAQC), Minnesota Council for Quality, National
Community College Benchmarking Project (NCCBP),
Rochester Area Math Science Partnership (RAMSIB), th
Learning Alliance with Winona State University-
Rochester, Mayo Clinic Quality Services, the Cefaer
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 “lezghi
technologies to advance student success and penficem
excellence. This is evidenced by the collaborative
innovations resulting from these benchmarking ésfor
(Figure 3.2-3) Since 1996, the College has sponsored,
partnered with, or planned learning events with RAQ
MCQ and CQIN to bring Baldrige recipients to the
community including: Pals Sudden Service; Branch
Smith Printing; Boeing Aerospace Support; City ofr&l
Springs; Sunny Fresh Foods, Inc.; Community
Consolidated School District 15; Clarke American
Checks, Inc.; University of Wisconsin-Stout; Bl; 3M
Dental Products Division; Custom Research Inc; and
SSM Health Care. Additionally, the Disney Instititas
been to the Rochester three times since 2000. R@EC
also been part of learning events with Baldrigepieats
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Saint Luke's Hospital of Kansas City, Richland €g#,
Mercy Health System, Texas Nameplate Company Inc.,
Chugach School District, Motorola Commercial,
Government & Industrial Solutions Sector, and KARLE
Company, Inc.

3.2 Customer Engagement

3.2a Educational Program Offerings, and Services,
and Student and Stakeholder Support

3.2a(1) Programs and ServicesThe strong relationship
the College has with business and industry via
representation on program advisory committeessis al
significant in the assessment of programs, design a
development of new programs, and collaborative
innovation. The College has many program advisory
committeegFigure 3.2-1) Each program advisory
comprised representatives from business and indimstr
the discipline as well as subject matter expeftdvisory
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




RCTC programs of study reflect of the needs of the
greater Rochester area. For example, nearly onefou
four students is taking coursework in health andree
disciplines, consistent with the business and Igipofile
of the region. One in three students is takingsesior a
liberal arts program with the intent of transfedan
completion of a bachelor’s degree. As a consedjghe
College formed an alliance with Winona State Ursitgr
to offer articulation agreements that can be coteglen
campus.

RCTC has differentiated itself with a strong andedse
Student Life program—perhaps the most robust in the
two-year sector. This has made the campus a déstin
site for education, recreation, cultural and soad@ivities
in the region. Other student services are expeated
necessary to compete in higher education and pedeid
a comprehensive co- and extra-curricular student
experienceThe College also uses local Faculty
Instructional Development Grants as a means to #fig
institution to strategic goals and vital few prageach
year grants of up to $2,000 are made to facultyriter to
support program improvement and innovations.

The College’s Performance Improvement Sys{Emure
P.2-2)is the principal means supporting the identificati
and innovation of educational programs and services
The College achieves identification and innovatibn
programs and services through its strong Orgaoizali
Leadership and Shared Governance System and through
diverse partnerships as outlineddategory 1. RCTC'’s
strategic strength in partnerships does facilisateng
relationships which foster continuous conversatibas
lead to new educational programs (credit and nalijre
collaborative and articulated design and delivand
innovation of programs and services. The robust
Strategic and Integrated Plannif@@ategory 2)processes
include a comprehensive landscape analysis, arehnnu
Academic Program Review (APR), and Service Review.
Each year the College sets targets for stratediatines
and then, via the Integrated Planning Process (IPP)
identifies innovative ideas to drive change. Déeer
listening and learning approach&sgure 3.1-2 capture
the needs, requirements, and expectations of studed
other stakeholders. The Balanced Scorecard (BB€) a
its array of dashboards provide a mechanism for
continuous review of qualitative and quantitatiaa]
and information to support continuous improvement a
innovation via a plan, do, check, act methodology
(Category 4).

The culture of assessment at the College is evatbby
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 submitbed f
Minnesota Quality Award (MQA), four Malcolm
Baldrige National Quality Award (MBNQA) applicatien
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and two Higher Learning Commission (HLC) /Academic
Quality Improvement Program (AQIP) self-studie$ 0él
which have been a driving force for improvement and
innovation. The alignment of core measures withdle

1, 2, and 3 processes fosters data driven improwearel
decision-making in the College’s Student Learning
System (SLS) presented @ategory Six

3.2a(2) Student and Stakeholder SupportThe RCTC
website is a core strategy in building relationstapd
engaging students and stakeholders, and Googlgtiasal
shows an explosion of first time and repeat visitorthe
website. Website traffic data can be found in Garte 7.

Visits to the College at various stages in thedijele are
very important to prospective students’ decisiorkimg
and choice of a school. Three visit options aElakle
to prospective students including Preview Day, $mal
group, or individual. Prospective students caredale a
visit online At point of application, the Studergsting,
Advising and Registration (STAR) sessions provide
another means of contact and information for ina@mi
students.

WEB 2.0 Brand Awareness and
Engagement Approaches

Learner
Life-Cycle

Stage
Awareness

College Branding/Advertising

Special Events

RCTC Website/RCTC Mobile

Social Media: Facebook, YouTube, etc.

Hobsons Connect - CRM

VIP Web Pages

Social Media: Facebook, YouTube, etc.

Campus Visit Program

RCTC Website/RCTC Mobile

Hobsons Connect - CRM

VIP Web Pages

Social Media: Facebook, YouTube, etc.

Counseling and Advising

Student Advising- Registration (STAR)
sessions

RCTC Website/RCTC Mobile

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

Graduate Follow-Up Survey

Social Media: Facebook, YouTube, etc.

RCTC Website/RCTC Mobile

Figure 3.2-2 WEB 2.0 Brand Awareness and

Inquiry

Application

Enroliment

Advancement




Engagement Approaches (partial list)

Student and stakeholder feedback and survey rdsdlts
the College to takes steps to keep our engagement
approaches current and relevant. In 2009, for elant
streamlined its STAR sessions by improving scheduli
to create a more seamless set of intake processesw
students; the improved STAR significantly lessées t
need for multiple return visits to campus. The Egd
created a new “Expect Success Student Guide,” and

implemented a new Student Welcome Day, an openehous

style event to target new students to help therasscand
find resources several days prior to the starheffall
term. Student Welcome Days include helping students
locate classrooms, get ID cards, buy textbooks} otber
new students, establish email accounts, enjoy lusoth
generally get connected to their new college.

The College currently uses customer relationship
management software called “Connect” by Hobsons. Th
system fosters relationships, engagement, and dgnam
communications with prospective students and appl&
via electronic communications and
customized/personalized VIP web pages. All prospect
students receive up to five e-communications coetbin
with the ability to create a VIP website customited
their interests.

Many relationship strategies are targeted to nedv an
returning students: intrusive advising, supplementa
instruction, learning communities, First Year Expace
(FYEX), developmental education, Bridge programming
Student Success days, WOW Weekend, the
Comprehensive Learning Center (CLC), tutoring suppo
in the Academic Support Center, Welcome
Day/Orientatiorevents, etc.The College has launched
Hobsons “Retain” to support targeted communications
engagements and proactive interventions with ctlgren
enrolled students that enhance communications@stdrf
efforts to improve student engagement, learning, an
success.

The College’s Student Life program provides anyaofa
activities, over 30 clubs, ten varsity sports, oggm, and
several performing arts programs to engage andgeov
co- and extra-curricular programming for studerithe
intent of all of these efforts is to engage andvfoe
support to foster retention, transfer, and compieti
Multiple measures on the College dashboards track
student success.

The College conducts a Survey of Stakeholders every
other year to assess satisfaction and engagemkay of
community stakeholders such as elected officiassqns
on area boards, community leaders, business leagters
These findings demonstrate high levels of satigfacind
engagement of these critical populations. Datapsrted
in Category 7. Over the past decade, the Collegealso
conducted Knowledge and Awareness Surveys of ogize
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aged 18-49 in a thirty-mile radius of campus. The
purpose is to measure awareness, familiarity, estgagt
and satisfaction and how well the College is seythe
greater Rochester area. Nearly 55% of persorsgsn t
market area have been on campus for educational,
recreational, cultural and social purposes in & p
twelve months.

3.2a(3) Student and Stakeholder Segmentation.
RCTC has identified eight key student market segsen
(Figure 3.2-4). Market segments are both historical and
emerging--some segments like high school studeats a
historic, while others like online learners haveeeged in
recent years. For example, online learning acemlfur
4% of total enrollment in 2003 versus 21.8% in FY11
Another growth segment has been students attenging
the Post-Secondary Enrollment Options (PSEO), junio
and senior high school students taking collegetleve
courses on campus. These account for approximaéaly
students or 9% of total enrollment. Such growstlikely
driven by rising tuition and fees at four-year egls and
universities; parents and students recognize the\and
rigor of a community and technical college educatio
Students enrolling at the College typically conmnir
within a 50-mile radius of campus. RCTC has sdvera
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 Baess)
the nearest two-year college direct competitidodésited
45-miles from RCTC. The UCR model is beneficial to
RCTC in that potential students can do it all, tigére at
UCR, in programming ranging from certificates tqokgxd
doctorate degrees.

RCTC takes great care to acknowledge that evenrwith
the larger market segments, a variety of educatioeeds
still exist depending on what sub-populations aflshts
are examined. Differences emerge among segmerts wh
one examines Student Satisfaction Inventory results
regarding what is important to students. Someetifiices
are not surprising—for example, students of colacing
greater importance on “students are made to felelone
on this campus” than their white counterparts, tad
older students placed greater emphasis on “program
requirements are clear and reasonable” than younger
students. The College also has diverse stakesovdér
unique and varied requiremenidure 3.2-5).

3.2a(4) Student and Stakeholder Data UseCollege
leadership, when it studies data, will often make
recommendations for further study and/or the cosatif
Rapid Response Teams. Rapid Response Teams go
through a structured plan—a variation on the pitmn,
check, act process—t o recommend improvements.



3.2a Building Student and Stakeholder Relationships

3.2b(1) Relationship ManagementDiverse marketing
and outreach strategies are used to attract nelersts
This includes career fairs, business and trade show
traditional print and broadcast advertising, wet an
mobile web approaches, social media, customer
relationship management communication flows using
Hobsons Connect and Retain, social media (Facedook

YouTube), and many others. RCTC tracks marketeshar

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 Colleag
three-plus years of trend data presented by higbdic

The College is building a student and stakehold#uie
through its strategic focus on its AQIP “Better\Beg
Stakeholders” vital few proje¢Figure 3.1-6). The intent
of this initiative is to strengthen student andeoth
stakeholder engagement and satisfaction. The §icate
Operations Committee is guiding the implementatiba
multi-year plan to these ends, and has adoptecizgy
map with eight core strategies.

3.2b(2) Complaint Management:In response to
research findings indicating that students degireasier
way to have their voices heard, RCTC launched desiiu
comment card system in August, 2006. This is a@idbn
an informal means to solve concerns. While studargs
encouraged to seek informal means to resolve disput
before filing a complaint or a grievance, theyl $tdve
the right to seek a remedy through the formal Stude

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 tafs
one. Again, the Vice President or Chief Officel wi
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 oéth
grievance. The decision of the College President i
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 deaisi
by the Chancellor is final and binding. The
Executive Assistant to the College President ldigs a
grievances and their resolutions.

Beyond the Comment Card system and the SGP, student
have numerous opportunities to voice their comgdain
and their compliments. Besides student publicatmrch
as_The Echo, student opinions are gauged everpylay
faculty and staff through transactional point-ofvéee
and classroom contacts. Student complaints aoe als
communicated through monthly Student Senate and
Leadership Cabinet meetings.

Grievance Process (SGP), the steps of which include

Learner Life- Student and Stakeholder

Listening and Learning Approaches

Cycle Stage SELINENIS
Awareness Knowledge and Awareness Study Community Residents Annual
Competition Study Competitors Periodic
Customer Service/Mystery Shopper Program Potential Students 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 | Enrolled Students Odd Numbered
(CCSSE) Years
Enroliment Survey of Entering New Student Engagement (SENSH)Enrolled Students Annually
Enrollment Client Satisfaction Surveys Clients and Workforce Learners Ongoing
Participant Satisfaction Surveys
Enroliment Priorities Survey for Online Learners (PSOL) Enrolled Online Learners Bi-Annual
Online
Advancement Graduate Follow-Up Survey Graduates Annual
Survey of Stakeholders Key Stakeholders Annual

Figure 3.1-2 Student and Stakeholder Listening Metbds (primary)
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Innovation

Values Wall Graphics

Partner/Learning Organization

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, JTX

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 Benchmaking 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 tHilds
There is a good variety of courses provided ondhaimpus
| am able to experience intellectual growth here

SSI, CCSSE, faculty
evaluations, advisory board$

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 @sgin a course
Program requirements are clear and reasonable

SSI, CCSSE, faculty
evaluations, advisory board$

Pre-College Learners

Nearly all of the faculty are knowledgeable in tHeglds
There is a good variety of courses provided ondaiapus
Faculty provides timely feedback about student @egin a course

SSI, CCSSE, faculty
evaluations, advisory board

Lifelong Learners

Value for the money
Overall organization of events

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

Employers/
Organizational Learner

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

Custom Training Survey,
Stakeholders

Online Learners

Registration for online courses is convenient
Student assignments are clearly defined in thalsy
Faculty provides timely feedback about student msg

Priorities Survey for Online
Learners (PSOL)

Under-represented
Groups

©oNINO O T T

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

SSI, CCSSE, faculty
evaluations, advisory board

Figure 3.2-4 — Student Market Segments and Requiregmts
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Stakeholder —
Partner Segment

Business Leaders and
Civic Leaders

Segment

Description

Presidents and CEOs of Rochester area 0.

businesses and community and political
leaders

10.
11.
12.
13.

14.

Key

Requirements
Avoid duplication of areas of study with other &gl
institutions
Establish local and regional collaborations
Minimize large tuition and fee increases
Establish local and regional collaborations
Avoid duplication of areas of study with other &gl
institutions

Foster alternative approaches for teaching anditea

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.
16.
17.

Workforce training and development programs
Small Business Development Center expertise
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.
20.
21,

Program development
Execution of contracted services
Collaboration in identified areas of focus

K-12 Education

Members of area K-12 partnerships with

22.

Avoid duplication of areas of study with other &gl

Partners RCTC institutions
23. Develop life-long learners and engaged citizens
24, Establish local and regional collaborations
UCR Advisory Local business and industry leaders who 25. Avoid duplication of areas of study with other i@gal
Council advise UCR leadership on program needs. institutions

26.
27.
28

Increase participation of underserved students
Minimize large tuition and fee increases
Establish local and regional collaborations

RCTC Foundation
Board of Directors

Members of the RCTC Foundation

29.

30.

Avoid duplication of areas of study with other &gl
institutions

Minimize large tuition and fee increases

RCTC Alumni

Graduates of RCTC

31.

32.

Avoid duplication of areas of study with other &gl
institutions

Minimize large tuition and fee increases

RCTC Donors

People who have made financial contributiops 33

. Minimize large tuition and fee increases

to RCTC or financial assistance to students [ 34, Meet the full range of student learning needs
Citizens of Minnesota with special emphasig 35. Quality academic programs
Citizens on those residing in the Greater Rochester [ 36. Courses offered at a variety of times and daybefteek
region 37. Variety of degree programs and options offered
Employers Business and industry employers in the GreateB8. Skilled graduates

Rochester region. Targeted especially at
industry groups and organizations.

MnSCU Board of
Trustees and Office of
the Chancellor Staff

The 15-member appointed Board of Trusteep, 39
the Chancellor and the Office of the 40
Chancellor Staff 41
42
43

. Accessibility

. Affordability

. Collaboration

. Economic vitality

. Enhances the quality of life for all Minnesotans

Figure 3.2-5 — Key Stakeholder Segments (SupplierBartners, Collaborator(s) and Their Requirements
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NI ISV IS UG SIEESEICT [l Successes

Training and Developmen: Assess needs and
create training and development programs tha
support RCTC's goal of exceeding stakeholde
expectations.

Description

Connections
t NOW

The Collaborative

In the fall of 2010, over 200 support staff pagatied customer
service training called Connections NOW. All stafbk 12 online
modules complimented with face-to-face facilitasedsion to
enhance transfer and sharing.

In the 2009-2010 academic year, RCTC launched “The
Collaborative,” a best practice of the Mayo ClimMcsecond
Collaborative is planned in the 2011-2012 acadsmar.

facilitate learning that advances efforts to
continuously improve.

Communicating: Create planned access and | WOW Stories In 2009, the College launched “WOW?” stories (wwwcredu/wow).

develop relevant professional communication Each week a pop-up is distributed to all faculty araff

standards considering the needs and expectations workstations celebrating college values and servibés was based

of all stakeholders. on the best practices of Baldrige recipients Rit&hon and Richland
Community College.

Information and Measurement: Utilize College All academic and nonacademic departments havelissiad

relevant information to support decisions and | Dashboards dashboards (www.rctc.edu/scorecard) with core nmreasu

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

SENSE Survey

ns

RCTC was part of the pilot for the new Survey ofANEntering
Student Engagement (SENSE) in 2008 and is pahteofirtst
nationwide launch in the fall of 2009. The suressamines the
experience of freshman students in the first fodivie 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, ang
values.

Outcomes-Based
Meetings/The
Buzz Box

The College has established a five-step, outcoraesebAll-College
meeting structure that strives to establish coityirand consistency
between groups for its innovation, continuous impraent, and
performance excellence efforts. Last August eadfCAllege
Committee received an orientation. Committees apparted with a
values-based tool kit called “the Buzz Box.” ThisZz Box
reinforces college values, shares and transfeenaational
learning, and provides tools to help facilitatedwctive meetings.

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

Welcome Center
or

RCTC opened a new Welcome Center with its learallignce
partner, Winona State University. The vision igteate an engaging
high-touch front door experience that better sestakeholders.

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

Policy Review
Process

A Rapid Response Team is being assembled in Septe2dihl.

Leadership and Workforce Engagement
Build an environment in which employees
contribute to the ongoing development and

Establishment of
Standards of
Excellence

implementation of performance standards.

The College has created service standards withetkfxpectations
and guidelines for implementation.

Figure 3.1-6 Better Serving Stakeholders Plan Compents 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 MeasuresThe College selects data
and information to track in accordance with priprit
measures appearing on the Minnesota State Coléagks
Universities Accountability Dashboard. A secondibaf
selection is measures that are part of the pretsaden
evaluation process by the Office of the Chancelibine
third basis of selection is core measures of peréorce that
align with College self-designed strategic goalse T
College’s Balanced Scorecard (BSC) is composed of a
family of dashboards at the College, division, and
department level. The College’s strategic dashboar
includes over 40 core measures (performance megsure
aligned to ten strategic godlsigure 4.1-1) Each goal has
associated core measures. Strategic goals aredligith
four Balanced Scorecard (BSC) perspectives: iegrand
growth, internal processes, students and staketsodohel
resourcegFigure 2.2-2) BSC dashboard measures are
selected based on the three methods noted abblie.BSC
initiative was an AQIP Vital Few project to bettese data
and information to make improvements and manage
institutional effectiveness. The entire BSC fanaif
dashboards is available for public viewing on trebw

Figure 4.1-1 — RCTC Strategic Dashboard

Division dashboards include a mix of College cormasures
and others that are unique to each division andatign

with Level 2 processes. These processes are ftae 0
Student Learning System (SLS) Level 1, 2 and 3¢s8€s
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of the College. Department dashboards include some
division core measures and other measures unigiheito
Level 3 processes.

The College’s strategic dashboard uses a colorccegigtem
to indicate the progress being made toward théegfia
goals. Measures exceeding performance expectaiens
coded as gold, those meeting expectations as daethose
in need of immediate attention as red. At divisioal
department levels the color-coding reflects theralve
performance for that core measure.

Figure 4.1-2 Three Perspectives on Dashboard

Each measure is evaluated with three perspectivks.first
is the trend in the data for that measure, thergkto
performance against a comparative benchmark anithiticl
is performance to a target set for the measureashtes
have set tolerances that establish a basis fooymeahce.
Such tolerances may also be viewed as an errorimairg
standard deviation. The established tolerancénit wauses
the dials on the dashboard to move. Each measisra Hial
for trend, comparative, and target. The perforradnc
each is mathematically calculated based on tolesaset
(Figure 4.1-3)

Figure 4.1-3 Tolerance Setting

For example, if a measure has a tolerance of 3perthen
one standard deviation or +/-3 percent improvemamtes
the dial to +/-1 (one deviation). Performance é¢tu#é
percent improvement moves the dial to +2. If penfance
were -6 percent the dial would move -2. Each pentpe
(Figure 4.1-2)trend, comparison and target is calculated in
a similar way. The value for each is added uprtalpce an



overall level of performance, then displayed bya d
placement and corresponding color. Each meastinelis
added with another for all measures associatedangbal
to produce an overall color for the godlhe same process
is used for division and department dashboardsadyze
scores and colors for each measure which therveraged
to create an overall numerical value and subsegliaht
placement and color. This allows for immediate
identification of which measures are exceeding,tmggeor
not meeting expectations. Those underperformiegause
for improvement via PDCA-based approaches.

4.1a(2) Comparative Data The BSC for each measure on

the dashboards includes comparative data. A ceasure
may include a primary comparative for which perfanoe
and dial colors are determined; additionally, ecate
measure may have other comparative data pointsuttiber
inform upon the overall view of performance.

Principal comparative methods include comparisorthée
Minnesota State Colleges and Universities systeatiomal
averages, defined cohorts and Minnesota consaatéa end
the National Community College Benchmarking Project
(NCCBP). The NCCBP includes 210 two-year colleges
from across the nation and provides a source ofimdition
to compare RCTC scores to national percentiles for
institutions using similar surveys and metrics.e College
can also compare itself to cohorts from the Integla
Postsecondary Education Data System (IPEDS), and
through vendors providing nationally-normed survelsr
example, the Community College Survey of Student
Engagement (CCSSE), Priorities Survey of Onlinerhees
(PSOL) and Student Satisfaction Survey (SSI) p@vid
benchmark reports comparing College performancie afit
institutions that are members or subgroups likemwoth
Minnesota colleges which are participants. RC&€ h
identified several peer groups or consortia foppses of
tracking and sharing comparative data.

4.1a(3) Student and Stakeholder DataThe College's
comprehensive listening and learning approacheghend
planned administration cycles keeps data and irdtion
current. It reviews the statistical significandecbanges in
attributes rated most important so as to ascestdfis in the
needs and requirements of market segments. Ttashda a
high level of statistical significance and low a@rmargins.
Data and information from such surveys can be &irth
validated through other surveys and focus groupstwh
provide for additional granularity. Surveying chpidies in
our Hobsons customer relationship management saftwa
tools also provide for quick survey techniques to
electronically engage student market segmentdlaxile
and responsive way.

4.1a(4) Measurement Agility. The success of a dashboard

system requires stability so measures are notragmisly
changing and so trends for performance can be a&tealu
without ongoing changes. Each year, as part ofRRe all

measures are reaffirmed. If changes are required,
dashboards are edited. The Office of the Chancaiid
MnSCU Board of Trustees influence changes to core
measures. Changes in system level dashboardgqntal
evaluation measures or other factors influenceCibigege’s
dashboard.

b. Performance Analysis and Review

The College uses a variety of performance analysis
review processe-igure 4.1-4) The College also tracks
findings reported in feedback reports from The igh
Learning Commission/AQIP, Malcolm Baldrige or the
Minnesota Quality Award Feedback Reports.

Another approach used to support performance resigv
improvement activities is the College’s Continuous
Improvement website where all research studiesareb
executive summaries, quality assessments and feledba
reports are made available to internal and external
stakeholders. RCTC has also uses executive
briefings/summaries of major findings in key resbar
These executive summaries highlight gaps between
expectations of key student and stakeholder papakand
levels of satisfaction, and provide a means fou$ig the
College to attend to issues of high importanceudents.
Copies of these research summaries are distrittated
College personnel as attachments to the weekly samp
online newslette€ollege Crossings

Because not all issues to be addressed can beéogbe
College has also made use of task forces or “Rapid
Response Teams,” also known as “Solve & Dissolve”
committees. These teams form around a specificl@no or
improvement area and strategize on short- and teng-
solutions. In 2010, the College introduced “The
Collaborative” process to address more systemiarger
challenges or opportunities.

RCTC is represented on the Planning Advisory Conemit
of the Office of the Chancellor of the MNSCU systeTrhis
group addresses topics like system work plansjgeesal
evaluation processes, and accountability dashbo&@3 C
also actively participates in meetings several $immach year
among institutional research representatives frtraro
MnSCU institutions.

Various analyses are done to support reviews iirogud
level- and trend-reviews via the Balanced Score(B8LC);
gap analysis comparing importance to satisfactoplk;
performance-to-target; performance compared tesyst
averages for like institutions, services, or proggaand
comparisons to national norms or comparative measur
Data from theses analyses flow into the Strateltzioriing
Process (SPP) and Integrated Planning Procesd®s (IP

RCTC has adopted a Plan-Do-Check-Act Cycle (PDCA)
(Figure 4.1-5 that guides continuous improvement



activities. The Collaborative process added aplakti steps
to this approach by integrating the concepts ofTitigota
problem solving method known as “A3.” These added
steps to the PDCA process help deepen teams’
understanding of the true problem or issue befolteviing
the traditional PDCA steps.

Review Approach Participants Frequency
Landscape Analysis Strategic Planning Periodic
(Design Documents, Committee,
etc.) Leadership Council

MN Quality Award or | Leadership

Malcolm Baldrige Cabinet/Council, All

Applications College Committees
and Sub-committees

Frequent

Academic Quality Strategic Operations | Annual
Improvement Program | Committee,
(AQIP) Annual Updateq Institutional
Effectiveness Sub-
committee and
Leadership Council

Academic Annual
Leadership, Program
Leaders and Division
Coordinators

Academic Program
Development and
Review (APR)

Integrated Planning Program Leaders and Annual
Process (IPP) Division

APR Coordinators,
Department Leaders
and Teams and

Service Review

Continuous Leadership
Improvgment Ples Cabinet/Council
Operational

Budgeting

Integrated Planning Program/Department| Mid- and

Process Reviews Leaders and End-of-Year
Leadership Strategy
Cabinet/Council Reviews

Balanced Scorecard Leadership Cabinet | Ongoing

(Dashboards) and Council, All Staff

Leadership Diverse participants | Weekly and
Cabinet/Council Shared Monthly
Governance Meetings

Listening and Learning| Diverse Student and | Ongoing

Approaches and Stakeholders

Findings

Level 1, 2 and 3 ProcegsProcess Owners Ongoing

Reviews

The Collaborative C3 Committees Six Month
Process

MnSCU Review of Internal and External | Annual

RCTC President Constituents

Senior Leaders 360 Internal and External | Annual

Degree Performance | Constituents

Evaluations

Figure 4.1-4 — Performance Analysis and Reviews

The results of performance analyses and reviews are
communicated in a variety of ways to faculty, staftidents
and other stakeholders. Findings of research #ret o
analyses are shared through the College’s orgaoiedt
leadership/shared governance system as informigions.

The weekly newsletteCollege Crossingfeatures “Weekly
Marketing Facts” and “Supalla’s Scribblings.” Besau
faculty and staff are often confronted with an evleelming
amount of data from multiple sources, “Supalla’s
Scribblings” is a weekly column from the president
informing faculty and staff of timely news, infortian,
data, and other happenings. Additionally, two-page
executive summaries or “Data Briefs” of colleges@sh
studies as well as minutes from bargaining unittinge are
included as attachments. Data and informatiorakse
available through the College intranet site. Enitiaff
Development Day, “State of the College” presentetjo
open forums, Chats with the President, and OpereMik
(chats with the VP of Academic Affairs) are somieest
sharing approaches. College leadership shardstalland
information on College performance at College paogr
advisory committees, department and team meetamgsin
publications like the monthly student newspafére Echo
Data and information are currently made availabieugh
content embedded in the IPP, the MNnSCU 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 SharingCollege All-Staff
Development Days are a source for internal shasfrigest
practices. These events include learning and rsipari
sessions presented by various areas of the Coliglyeheir
colleagues. These events occur four times per year

4.1¢c(2) Future Performance.The IPP and dashboards are
the primary means of translating analysis and wevie
findings into action. Multiple analysis and revigwocesses
(Figure 4.1-4)support ongoing reviewThe IPP process
considers all data and information used in thebdistament
of division strategies that then guides the setbihg
department strategies. Additionally, the Collegaducts
an October Fall Review and a January Mid-year e
consider new data, analyze marketplace changes mak
adjustments for emerging needs, and repriorigseurces
as appropriate.

4.1¢c(1) Continuous Improvement and Innovation.The
results from self-assessment activities, feedbapfrts,
other external analyses, learning events, etcedriv
continuous learning, improvement, and all College
assessment. The Collaborative is an example where



feedback and other data and information drove the
identification of Collaborative projects that lezidtrategies
and actions to innovate and improve. One such pam
was the creation of the Idea Hiveigure 4.1-9 based on a
Collaborative project to create an idea managesysiem.
This was driven by data from the Campus Qualityv&ur
that identified a weakness—that the College lackatkans
to receive, share, and act on ideas from facultystaff.
Analysis and further discussions led to the develemt of
an innovative approach to manage ideas. Bestipeact
from Starbuck Myldea, Mayo Clinic and the PepsirBef
Project were benchmarked with as identified beattices.
The project was identified, placed in the IPP, glesd,
tested and launched in February of 2011.

All of the AQIP “vital few” projects derive from fdback,
data and information identifying opportunities for
improvement. Projects currently include Bettern/8ey
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 Qawtis
Quality Improvement Network (CQIN). Each year the
College establishes a team to attend the CQIN Summe
Institute. These events are done in collaboratiith
approximately 50 other two-year colleges and oizgions
dedicated to performance excellence. The themeebas
institutes feature leading organizations and Bgélri

recipients. Figure 4.1-7highlights these learning events as

well as improvement and innovations implemented as
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 informatiodoésted.
Networked workstations, laptops or mobile devices
provided each faculty and staff member so thehale
access to College websites and electronic pubdicsti

Faculty and staff can use MNSCU Information Techgwgl
Services (ITS) websites for generating collegellesports
for a wide range of categories. Faculty and staff also

request customized reports from staff members vawe h
access privileges to MNSCU'’s Integrated StudenbREc
System (ISRS) and related replicated data at refiata

warehouses. Additionally, the RCTC Balanced Samec

and other survey data

are available for public ingw

through the Continuous Improvement website.

Improvement,

Innovation and
Learning

Integrated Planning
Process

Learning Partners

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 Excellenc

b Ritz Carlton, Disney and others

WOW Stories

Ritz Carlton

College Values
Development

Southwest Airlines, The Containe
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 forikgepe
technology infrastructure current with educatioseivice

needs and directions.
packages are updated
to software releases (i

Common work productivityvgafe
on regular, established ¢Yiole=d

.e., Microsoft Office, Windo

Outlook, etc.). Faculty make additional recommeiodia
and requests for academic software upgrades aanted
by their program needs. The College has an estellis
procedure for the installation of new software.lyOn
software tested and approved by ITS will be pushéd

through a background

installation manager to ensure

network compatibility and security. Any softwaregram
that is not approved and does not have a licengigeonith
ITS department will be removed. To get softwardhmn

"approved" list, faculty

and staff must provide IWgh a

copy of the software, license information, and pase
information. Upon receipt of these items the saftnis

tested to ensure it doe

s not conflict with network

applications or other software installed on collsgstems.



Special requests can be accommodated by VirtuahMac
solutions in specific computer labs. Work statstendards
prohibit loading of potentially dangerous electmproducts
that might corrupt or slow important internet atties.
Nearly 100% of all full-time faculty and staff aa¢a
standard desktop image. In addition, computer $atus
presentation spaces have their own unique stamttesidtop
images.

Network PasswordsNetwork passwords expire every 90
days. Faculty and staff are warned to change password
when six logins remain. They are also sent entaitemind
them of the deadline on a countdown basis stadirg
days. This coincides with the general MNSCU timefor
changing passwords.

Workstation Security A screen saver is activated after a
system is idle for 15 minutes (more in presentasind
academic labs). Network passwords are required to
deactivate the screen saver. This is a preventataasure
limiting access by non-users if faculty and staéf away
from their workstation. A user can manually adévthe
screensaver for immediate security.

Virus Protection All computers connected to the Network
must have current virus protection installed artdszated.
Workstations with the standard image automatiaabeive
virus software (currently, Kaspersky) updates ay th
become available, usually on a weekly basis. Tdfisvare

is available to employees for home use.

SPAM Protection All email coming into the College goes
through several SPAM filtering processes. Thee is
hardware-based solution that processes messagesl|l as
software (currently, Microsoft ForeFront). Facudiyd
students have access to the filter controls asasgethe
guarantined messages, and are issued nightly seport

Network Availability. Faculty and staff have password-
protected access to email and their profile (peakon
preference and file storage) from remote locatmms: 24/7
basis. Students also have email access at anyamell as
application access for some academic programsghrou
Remote Terminal Services. Other users requiringssto
specific programs on the Consolidated Access RGIAP)
server such as ISRS can be accommodated througis¢he
of a Virtual Private Network.

File/Document ManagementFiles/documents stored on
the local (that is, the individual workstation) dalrive are
the sole responsibility of the user. Users areeetqd to
back up files stored on the local computer thenesglas
they are not backed up to network devices. All sis&ve a
home directory on the F: network that will not eeded
during upgrades or transfers. The files in the hdirectory
are backed up daily to an off-site location on &kl basis.
This helps ensure efficiency and integrity evethim
unlikely event of an emergency. Email informatisistored
on the College server so this information will betaffected
by changes made during an upgrade or replacemece §s.
In addition, there are several networked driveslalvke for
campus wide and department level use.

27

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 BS
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 Resoures



Redundancy Redundant equipment for key network
components, servers, and data storage are maiatairse
secondary campus location (Heintz Center). All
components are active and available for immedaitevier
if there is a failure of the primary equipment.

User Support The Technology Support Center (TSC)
provides faculty, staff, and students with a suppor
mechanism to report and fix errors. These include
telephone, front desk, email, website and instaagsaging
interfaces to the TSC staff. The TSC has estalilisine
eight-step process to assist staff and ensure mesgmess
to problems and includes notification of case-clesand a
satisfaction survey on how their request or probleas
handled. Cases are entered into SupportSuitersyste
assign numbers and track progress. Faculty andastaf
surveyed each year in the Campus Quality Surveyasked
to rate hardware and software user friendlinessceS2001,
ratings of user-friendliness have increased sicauifily. A
MnSCU initiative in 2007 requires that all facuétnd staff
be trained in information security online. RCTGlwse its
online classroom management system (D2L) to track
compliance.

4.2a(3) Knowledge ManagementThe College has diverse
data, technology and information resources thastitome

its Knowledge Management System (KMS) outlined in
Figure 4.2.1 The College continues to explore ways to
make these data/information repositories more dymamd
interactive in terms of access and how informatiows
across the whole system. These repositories pralatie

and information sources that support strategic and
operational planning, continuous improvement, stipoif
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 sawj@and
is the custodian of our data and information. This
department provides for a coherent architectureatigns
with the Technology Division and institutional strgic
plan. ITS ensures that hardware and software &iable,
secure, and user-friendly as outline Bigure 4.2-2

4.2b(2) Emergency Availability.

RCTC is fully committed to ensuring the continued
availability of data and information in the evefittn
emergency. All departments in the Technology Dorisi
have developed and are responsible for maintaimirly
Disaster Plans and Business Continuity Plans, and h
ongoing discussions of critical services and opanat The
overall objective is to create a highly resilienddlexible
technology environment which includes redundancy,
replication and multiple connection paths. In theazof
redundancy, IT has a secondary server farm/system
administration center at the Heintz Center campbs.
primary server farm is located at the UCR campus, i
environmentally controlled, secure rooms, which are
monitored to ensure a minimum availability of 99ata
from the principal server farm is continuously feglted to
Data Recovery Site (DRS) at the Heintz Center, fwhic
automatically goes live if the primary server fdiais. The
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number of users able to log on, in the event oRSD
operation, is limited and is being monitored anphsted
regularly.

Property

Approaches

Reliability 1. Service Level Agreements (SLA) for

infrastructure and critical systems monitored

online; performance reported and issues dea|t

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 1.
Friendliness

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



Category 5 — Workforce Focus

5.1 Workforce Environment
5.1aWorkforce Capability and Capacity

5.1a(1)Workforce Capability and Capacity. Leaders at
all levels of the College have the ability to resjustaff
additions through the Integrated Planning Procd@$sough
this process, requests for changes or increassspacity
are directly linked to the institutional, divisidrend
departmental strategic initiatives. The leaderségm
reviews all requests and approves funding if appatg All
positions at the College are covered by either g&aing
Agreement or State of MN Plan. The Minnesota Galte
and Universities system governs Faculty Credentiaid
assure faculty meet the minimum qualifications resglifor
their field of study. Position qualifications foon-faculty
positions are determined by both the State of Mipnte
position classification system and local Colleges.

5.1a(2)New Workforce Members. Employee selection is
a major component of the RCTC Strategic HR Plfe
recruit nationally for many positions and use adldrgariety
of recruitment sources including newspapers, waoddo
centers, higher education publications, severatiet
recruiting sites and the RCTC website. Recruitinglso
tailored to the specific vacancy through the use of
professional organizations, trade journals andskstes.
We also encourage current employees and retirees to
support our recruiting efforts to provide applicantth
first-hand testimonials about RCTC as a place tckwo

Recognition

Description

Figure 5.1-1 Recognition Programs

RCTC has a very open and inclusive search prodéss.
consistently use search teams of 3 — 8 peoplediitirse

Type

“Best Bee of the | Monthly awards program where t

Month” or the Recognition Sub-committee reviews

“Best Bee Team| nominations submitted by students or

of the Month.” employees and recommends awards to the
Presiden

RCTC's Faculty | RCTC's Faculty of the Year Award (start

of the Year in 2007) where faculty go through a

Award comprehensive nomination and extensive
selection process locally. Faculty of the
Year members are forwarded for
consideration as a MnSCU Faculty of the
Year Award winne

Length of Annual length of service and retirem

Service recognition event

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

Presidentia Individualized recognition notes from t

Recognitiol President or Vice Presider

Team Meeting | Recognition in team meetings by 1
supervisol

Othel Regular verbal praist
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membership. Search teams are involved in all dsméc
filling positions including recommending recruitnien
sources; developing vacancy requirements, adveréets,
screening tools, and interview questions; interviggvand
recommending finalists. All search team membees ar
provided with orientation on an annual basis adings
confidentiality, objectivity/validity, AA/EEO/divesity
considerations and other general responsibilities.

A variety of retention programs are already in plaad
several strategies have been developed in thee§irdtiR
Plan to continually improve retention. RCTC hagesal
recognition programs={gure 5.1-1)in place to support
retention.

Employees have the opportunity to use flexible daling
options as long as work unit staffing needs are réese
options include flexible schedules within an eigbtir day,
four-day or other alternative work weeks, and midavork
schedule adjustments to address personal needs.
Approximately one-half of our employees use thqs@®aos.
RCTC was also the first MnSCU institution to deye
Telecommuting Policy for staff positions and, a tequest
of the faculty union, will be tailoring the poli¢g meet
unique faculty needs. The availability of employee
insurance benefits has a major impact on both iteoent
and retention. RCTC has used multiple appointmiemts
employees allowing them to work in two positioncteate
more full-time or insurance eligible part-time opjmities
to improve retention, address organizational nesald,
more fully utilize the strengths and talents of existing
workforce. This practice also strengthens our assion
planning efforts by providing employees with broade
training and skills.

As mentioned earlier, RCTC received the Alfred Pa8
Award for Business Excellence in Workforce Flextlgiin

2011. This prestigious award recognizes employers that ar

successfully using workplace flexibility to meetthohe
employer and employee goals. As an award winnéil, R
ranked in the top 20 percent (thé"gtercentile) of
employers nationally in terms of flexible work prags,
policy and culture.

5.1a(3)Work Accomplishment. The Strategic Planning
and Integrated Planning Processes set the tondigaution
for management and organization of our workforog an
other resources. As a result, we have an organizdt
focus on our mission, vision and values centeretkaching
and learning and maximizing the strengths and talehour
workforce. Information on strategic directionsatm plans,
and status are broadly communicated to students,
faculty/staff and stakeholders in team meetingsthadveb-
based IPP. The organization of the workforce &cdbed
fully in Category 6. This section outlines organizational
structure and its relationship to what are termewdel 1, 2,
and 3 processes. The organization of work is édégucted
in the Organizational Leadership and Shared Govnema
System(Figure 1.1-1)

Whenever RCTC has a vacancy, opportunities for
improvement and position/organizational restrucigiare
strategically assessed to determine if changeddheu
made 