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Please respond to the following prompts by clicking on the grey box:

List the programs that fall within your Division.

Admissions and Records, Financial Aid, Outreach/ Recruitment, Veterans Resource Center.

Briefly describe any major changes to the Division or Programs’ purview and functions during
the past year.

Admissions and Records:

The impact of operating during a national pandemic continues to highlight challenges for the
Admissions and Records department through a positive lens, as we adjust our services to be
flexible to function in both a virtual and in-person environment.

ADDITIONAL STAFF HEADCOUNT 1) Assistant Registrar- With the growth and expansion of
services delivered by Admissions and Records, the Assistant Registrar provides technical support
- assists and tests the implementation of projects, upgrades and initiatives; provides supervision
and training to all Admissions staff; identifies and resolves technical problems within current
systems. 2) Admissions Assistant Ill for CCAP/Promise Scholars.

CONTACT ADMISSONS SYSTEM Using “Smartsheet” software, Admissions created a system for
students to submit inquiries, forms and documents. Staff can easily view, process and respond
efficiently. The Smartsheet generates essential data for analyzing service delivery.

PARCHMENT Admissions and Records has contracted with Parchment to provide services to
students beyond standard hours of operation:

e Degrees and Certificates: In addition to a paper version of the diploma, students receive
access to a digital copy, which is available for download at any time. Replacement services
are also provided.

e Qutgoing transcripts: Transcripts can be accessed within 20 minutes (in most cases)

MIGRATION TO CRM

e K-12 COLLEGE CONNECTION COURSE REQUEST FORM IN THE CRM: Students can submit the
form online, Form is routed to the high school designee and parent/guardian for digital
approval via email, Approval of form generates automatic processes (coding and registration
access)

e VETERAN CERTIFICATION: Students are able to submit all forms and documents through the
CRM'’s Student Success Link, Staff is able to access and process certifications through the
CRM, Students can view their document submission status through the CRM/SSL
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e FORMS: Currently transitioning all Admissions and Counseling forms to CRM/SSL format

COMMENCEMENT: In the past, the Commencement ceremony was held indoors, which limited
the number of participants and their guests. During this last year, the ceremony was moved
outdoors to accommodate the pandemic, which also provided the benefit of additional
participants and guests.

Financial Aid:

The college notably received federal and state relief funds to allocate for student grants. While
the change is a boon to students, it also significantly increased the workload for financial aid —
not just in grant processing but also in constant reporting to agencies for transparency and
accountability for the funds. The increased federal, state, board, and campus demands taxed
financial aid’s operational resources, creating a challenging scenario of meeting increased
demand while maintaining peak efficiency. Additionally, there has been an increase in suspected
fraudulent students applying for financial aid. This has forced us to put processes in place to
combat the impact. Many of these processes require manual review by the financial aid team.

Outreach/Recruitment:

Outreach is heavily involved in various recruitment efforts to increase enrollment for K-12, first-
time and adult students. The College Recruiter currently serves as a main resource/co-lead for
the Enrollment Strategies Committee (ESC) and the Early College Experience workgroup; both of
which are new commitments within the last year. In addition to developing new strategies to
better recruit students, the outreach office continues to maintain and enhance existing efforts
utilizing similar resources.

The outreach team is comprised of (1) full-time classified professional (College Recruiter) and (8)
part-time campus ambassadors. The College Recruiter oversees and manages its’ daily
operations in the outreach office, which has significantly increased. Campus ambassadors are
responsible for cold calling and following up with the college’s:

e Request for Information - inquiry request form

e Matriculation Tasks List — applicants needing to complete various enrollment steps

e Concurrent Enrollment — new/continuing high school students registering for college
courses

e Stopped-out students — students no longer registered at Skyline College

e First-time applicants; not registered — recent applicants who have gone through
successful matriculation however not registered for upcoming terms

These calls can range anywhere between ~5000-10000/semester; which require individualized
support and most times additional follow-up to ensure students are fully connected to Skyline

College and its’ programs.

Veterans Resource Center:
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Since Spring 2023, the Veterans Resource Center (VRC) has undergone significant developments
in its operational structure. The VRC has maintained permanent staff consisting of one (1)
Program Services Coordinator and one (1) Lead Veterans Counselor, both of whom have
successfully completed a full academic year in their positions. This collaborative effort between
the Lead Veterans Counselor and the VRC Program Services Coordinator aims to cultivate an
inclusive environment that facilitates the successful integration of veterans into our campus
community through a one-stop-shop approach. Furthermore, their combined efforts empower
students to navigate the academic landscape, actively participate in campus life, and persist
towards graduation. This level of support exemplifies the VRC’'s commitment to utilizing a
holistic approach to student services.

In addition to the in-person one-stop-shop support model, Skyline College VRC has partnered
with College of San Mateo Veterans Resource and Opportunity Center (VROC) and Cafiada
College VROC to introduce an all-district Canvas Shell tailored specifically for our veterans and
military-connected students. Before the launch of the Veterans and Military-Connected
Community Canvas Shell in Fall 2023, the VRC primarily communicated information to students
through email. The launch of the Canvas Shell serves dual functions. Firstly, it serves as a
repository mirroring our online resource hub, recognizing that not all students revisit our
website once they've been admitted to the college. Secondly, it serves as an avenue for sharing
crucial announcements that are visible to students upon logging into their Canvas accounts. This
strategic use of Canvas ensures that students view important information, including events and
reminders, with greater frequency. Given Canvas’ direct connection to academic activities and
communication with instructors, students engage with Canvas more consistently than with their
student email accounts. As of Fall 2023, 399 Skyline College Veterans and Military-Connected
Students have joined this Canvas Shell.

Review the Improvement Platform’s “General Information Summary” dashboard for program
review completion and note which programs within your division are (a) missing a CPR/PRU
for their designated year, and are (b) scheduled for a CPR and/or PRU next year.

Next review periods below.
Admissions and Records: CPR 24/25, PRU Fall 2027
Financial Aid: CPR 26/27, PRU Fall 2024
Outreach/ Recruitment: CPR 23/24, PRU Fall 2026
Veterans Resource Center: CPR 27/28, PRU Fall 2023

Review the Improvement Platform’s “Course SLO/ PSLO Assessment” dashboard for your
division and note progress on course SLO assessment (for instructional/ student service
programs with courses) or program SLO assessment (for student services programs) for the
current three-year cycle? Which programs may need your support, and how will you support
them?

All programs (A&R, FA, Outreach, and VRC) are up to date in completing their PSLO Assessment.
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The area of support that all four departments require, is having appropriate resources (people
and systems) to successfully execute on the required activities that are driven by Federal, State,
SMCCCD Board of Trustees, and Skyline College initiatives. In my role | will continue to advocate
at all levels for resources needed so the teams can successfully execute and support our
students, staff, faculty.

Briefly describe the major challenges and achievements for your Division over the past year.

Admissions and Records:

Admissions and Records is the one department that is the point of contact for every student,
through every phase of their academic journey. The ability to overcome the list of service
delivery challenges sometimes doubles as the list of achievements for Admissions and Records.
The challenges faced by Admissions and Records over the last year have been:

STAFFING TURN-OVER: Admissions and Records develops exceptional candidates which may
account for the constant turn-over of staff. This creates a break in the consistency of service
delivery as training is constantly needed. The application process has been impacted by the job
environment created by the pandemic and has caused a delay in the hiring process.

CCCAPPLY: The number of fraudulent applications has increased, causing additional research
that is time-consuming in the processing and uploading of applications. The problem queue has
increased as well.

MANUAL PROCESSING FOR SPECIAL PROGRAMS: CCAP — High school and college calendars do
not align, creating the need for manual registration (appx. 3,000 registrations) and final grade
entry (appx. 1,000 grades). EdVance — New contracted program that required manual
registration, residency resolution and processing of Excused Withdrawal.

MIGRATION TO THE CRM

e Problem with “Welcome” emails increased Admissions and Records inquiries that required
resolution and additional response to students, as well as identifying the problem in the
CRM

e Banner to CRM Sync Error Report Resolution: K-12 Unknown High school, Student
application mismatch and program mismatch

e Forms Migration: Create pseudo-coding

e Veteran Certification: Migration to the CRM has unresolved issues

INTERNAL SYSTEM TECHNICAL ISSUES: Manual resolution of issues generated by system glitches,
such as incorrect fee calculations and inaccurate grade mode set-up (to accommodate pandemic
exceptions)
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SUPPORTING STATE AND FEDERAL BILLS/INITIATIVES: Colleges are having to quickly adapt
technology and services to the ever-changing Assembly and Senate Bills, which directly impact
Admissions and Records (increasing services)

Achievements: The pandemic changed the expectations of students to have access to virtual
services. Admissions and Records accommodated those expectations by making critical changes
to the following:

e Admissions and Records obtained two new headcount positions: Assistant Registrar and an
Admissions and Records Assistant Il for both the CCAP and Promise Scholars programs. The
Assistant Registrar possesses critical technical skills that support the implementation of new
technology and the ARIIl supports the rapid growth of the CCAP program.

e With the leadership of the Skyline College Admissions team, the district has launched phase
one of the design and conversion of all forms to the CRM.

e Admissions enlisted the services of Parchment to improve the Degree and Certificate
delivery process and outgoing transcript services

e By implementing Smartsheet technology, Admissions can now analyze the types and
number of inquiries received in a specific service area, assign a team member to a specific
category and track the response time to resolve an inquiry. This technology has improved
the response time of services for students, staff and the public.

e Provided Zoom services to connect with students who need assistance with CCCApply

e Updated the Admissions website to reflect new legislative changes

Financial Aid:

Over the past year, the financial aid office awarded over $13.3 million in financial awards to over
7,881 students while realizing substantial achievements, such as a Cohort Default Rate of zero
percent. In the last year the financial aid office has begun processing new financial aid
opportunities, such as NSF scholarship, Dream Center Incentive Grant and Free College
resources. Lastly, the financial aid office had no findings in their 2022-2023 internal federal
audit.

Financial aid also experienced major challenges with implementing the regulations and
compliance requirement under the Simplification Act. This has impacted the layout of the FAFSA
and California Dream Act Application, components of the Cost of Attendance, and Federal Work-
Study reporting. In addition, increased federal, state, board, and campus demands taxed
financial aid’s operational resources, creating a challenging scenario of meeting increased
demand while maintaining peak efficiency. Financial aid also experienced the traditional
structural challenges of federal, state, and local regulations that drive all office activity. Another
great challenge has been fraud. We receive hundreds of financial aid applications that were
suspected of being fraudulent every week. This has forced us to create custom reports to flag
suspected fraudulent students and place holds on their records.

Outreach/ Recruitment:
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The outreach team has continued to operate with similar resources over the last year and with
urgency to increase the college’s enrollment (post-pandemic) while supporting various
initiatives on-campus; the team is challenged with maintaining its’ new and existing outreach
and recruitment activities. There’s also been an increased demand for in-person presence at
local community events and at the high schools, which often occurs on similar days/times.
Though the campus ambassador program has grown over the years; the ambassadors are all
full-time students and work part-time. They are often in between classes and working, and the
college recruiter cannot fully rely on ambassadors to fulfill the campus’ outreach commitments.
And given most of the outreach activities are in-person, the team has limitations with
transportation making it difficult to commit and be at multiple locations at the same time.

Outreach supports over 700+ students' transition to Skyline College through the Counseling
Liaison Program (CLP). In collaboration with Skyline and high school coordinators, matriculation
steps are brought to the high schools. This includes workshops, orientations, counseling
appointments and registration support. Challenges continue in coordinating these efforts at the
high schools due to transitions and vacancies in college and career centers impacting overall
student engagement.

Veterans Resource Center:

Challenges

Engagement and access to students in the in-person and virtual environment continues to be a
challenge. The VRC has established a virtual presence via zoom, phone, website and email and
continues to collaborate with colleagues on best practices to increase engagement and access to
the VRC in the remote environment. This directly ties into our goals of increasing partnership
activities and collaboration.

The lack of additional dedicated support, such as an Office Assistant, has made it challenging to
manage the VRC, leading to limited support for students during certain high-volume periods of
the term. To address the shortage of permanent support staff, the VRC relies on Student
Workers to supplement its services. Despite their valuable contribution, Student Workers have
limited availability as they will eventually graduate or transfer to a 4-year institution.

Adapting to changing VA policy/ protocols is another challenge that our goals address below.
Accomplishments:

We are making significant progress of our goal to increase awareness and access to Veterans
Center resources and support services. Over the past year:

- We designed tools for students, as well as faculty, staff, and administrators supporting
veterans and the military-connected community, including an animated video series created
in partnership with the SFVA Student Veteran Health Program and the office of Marketing,
Communications and Public Relations.

- We re-designed the Veterans Resource Center website and designed and launched a faculty
and staff veterans resource page and a district veterans site.
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- We launched the Veterans and Military-Connected Community Canvas Shell, providing a
centralized location for staff, faculty, and students to view timely reminders and events.

- We have tripled the amount of campus & community veterans support resources providing
services in partnership with the VRC. The continued partnership with the San Francisco VA
Student Veteran Health Program has allowed for collaboration on training materials and
creation of virtual workshops and events for students.

List and describe the major goals for your Division — What will the Division focus on achieving
over the next 1-3 years? How do your Division goals align with the College’s M-V-V and
Education Master Plan?

Admissions and Records:

- Complete the migration of forms to the CRM

- Analyze and improve the “Contact Admissions” email management tool

- Fully transition to the Student Success Link for Veteran document upload and certification
- Improve the degree and certificate evaluation process and timeline

Financial Aid:

- Students will gain understanding of the requirements, rights and responsibilities, and
repayment obligations associated with acquiring a federal student loan.

Outreach/ Recruitment:

- Strengthen collaboration with special programs such as Promise, EOPS, and TRiO to increase
overall first-time student enrollment and retainment by highlighting financial and academic
support.

- Continuing involvement in the enrollment management plan developing strategic outreach
and recruitment activities to increase college enrollment; particularly with adult students;
working closely with MCPR and academic programs.

- Involvement in the Early College Experience workgroups; identifying ways to streamline the
onboarding process and connections to programs and resources for high school students
transitioning to Skyline College (i.e. dual enrollment).

- Continue to strengthen community and high school partnerships to enhance intentional
recruitment strategies; building its’ network to maintain campus and brand awareness

- ldentify a means to centralize all campus outreach and recruitment efforts to best share
knowledge and information among colleagues.

Veterans Resource Center:

- Increase avenues and opportunities for faculty and staff to access training and resources
related to support student veterans in the campus environment.
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- Increase collaboration and enhance events, services and activities provided to student
veterans through partnerships with campus and community support services/ agencies.
Establish district wide steering committees with key stakeholders.

- Increase access and awareness to Veterans Resource Center and partner resources

These goals directly align to the College’s M-VV- and Education Master plan as they support
the persistence and retention rates of disproportionately represented students in the
veteran and military connected community.

VII. Using the boxes below, list the resource requests that the Division is moving forward for
consideration. Please note that the resource requests should be in declining order of priority,
as indicated in the upper left corner of each box. For each resource request, describe how it
connects with your Division goals, and the potential consequences of not securing the
requested resource. In sum, please explain why filling this request should be a priority for the
College. (To see a list of requests submitted by your programs, please follow the separate
instructions for downloading from the Nuventive Platform.)

Order of Program(s)

Priority Resource Request Title Type Impacted Amount $

Classified Outreach & $118,000

1 Recruitment Assistant (PSC) Professional FTE Recruitment | (Sal. And
ben.)

Describe how this request impacts program/division operations, and how it will further completion
of the Division goals stated above.

The Recruitment and onboarding of new students is a process that requires a combination of people
and financial resources. Over the past six years we have retooled the operations of recruitment to
maximize the very limited resources (1 college recruiter and part-time campus ambassadors) to
impact new student recruitment from our high schools, especially disproportionately impacted
students. While there has been measured improvement, operations have reached their optimization
point. And with the significant decline in college enroliment, recruitment has been asked to help with
continuing/new student recruitment in several areas (i.e. EOPS, Promise, TRiO, specific academic
program, and more) however without additional human resources, recruitment will not be able to
support those efforts. The outreach team will require more support with enroliment recovery. In the
case of our categorical programs, a lower college student FTES means those programs receive fewer
funding dollar despite our district being basic aid.
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Order of Program(s)

Priority Resource Request Title Type Impacted Amount $

Financial $110,470-
Aid $134,503
2 Assistant Director of Financial Aid Other (not
including
benefits)

Describe how this request impacts program/division operations, and how it will further completion
of the Division goals stated above.

In the last few years the federal government, state and district office implemented changes that
directly impact the financial aid office. The changes range from the overhaul of financial aid under the
federal Simplification Act to new state Middle Class scholarship to our local Free College initiative. The
changes have collectively caused an increase to administrative oversight and responsibility. The
financial aid office recently went through a mock of a federal audit conducted by Blue Icon. One
recommendation was to hire an Assistant Financial Aid Director to help with all the changes. This
recommendation and ask would be in alighment with other California Community Colleges.

Ultimately this is not a new head count request. We would convert an existing position or replace a
lower level position that has been vacated.

Order of . Program(s)

Priority Resource Request Title Type Impacted Amount $
Classified Veterans $95,000

3 Office Assistant Il Resource (Sal. And

Professional FTE

Center ben.)

Describe how this request impacts program/division operations, and how it will further completion
of the Division goals stated above.

Given the new regulations and VA policy/procedural requirements as a result of the Isakson Roe
legislature, a permanent OA Il position is integral to support core center operations and services. This
position is also necessary in order to keep in-person services open consistently for future terms and
to support the goal of increased access and awareness to Veterans Resource Center and partner
resources. With existing department funds, the VRC would be able to support this position for 8 years.
SEE ATTACHED COST PROJECTIONS FOR AN OFFICE ASSISTANT Il, specifically “Staffing costs” tab, rows
25to 37.
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Order of . Program(s)
Priority Resource Request Title Type Impacted Amount $
4 Choose an item.

Describe how this request impacts program/division operations, and how it will further completion
of the Division goals stated above.

Order of . Program(s)
Priority Resource Request Title Type Impacted Amount $
5 Choose an item.

Describe how this request impacts program/division operations, and how it will further completion
of the Division goals stated above.

If you have additional resource requests, please copy and paste new boxes below, and be sure to update
the priority ranking.
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