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@ Shasta College

Student Services Council Meeting
Wednesday, April 1, 2020
9:00 am ¢ Zoom

Minutes

Committee Members Present
x | Nancy Berkey X John Yu X Buffy Tanner
X | Sharon Brisolara X Sandra Hamilton-Slane X Jennifer McCandless
X | Tina Duenas X Sue Huizinga
x | Nadia Elwood X Tim Johnston

District / Division Goals
Goal 1: Increase First-Year Persistence by 2% Goal 4: Increase course success by 1%
Goal 2: Increase Completion Rate by 2% Goal 5: Improved through-put

Goal 3: Increase completion efficiency by 1%

Focus Areas: To increase the number of credentials awarded and the number of students transferring to
UC/CSU and decrease the number of accumulated units:

o Improve access from application to registration

Implement Automated Student Education Planning

Expand Shasta Summit early alert

Increase number of ADTs, BA, Certificates, transfer

Promote transfer pathways with K-12 partners

Improve access to existing on-line student support through SARS Zoom and the online orientation.

00 O0O0O

1. Approval of Minutes
a) March 4, 2020: Sharon Brisolara moved Tina Duenas seconded to approve the minutes. All
approved, Jennifer McCandless, Nancy Berkey and Sue Huizinga abstained.

2. Discussion Agenda
a) COVID 19 /EOC and the provision of services
a. End-of-year events:
i. Few events are still being reviewed for postponement and/or cancellation.
ii. Currently, we are waiting for more guidance on EducationUSA site visit in July.
b. EOC expressing that staff, faculty and students are expressing struggles with the
transition to fewer social interaction due to remote work.
i. Encouragement is to look into what can be one to provide social interaction for
staff, faculty and students.
ii. Potential ideas include weekly Zoom meetings, or asking if staff and/or faculty
are interested in hosting Zoom meetings that cover non-work related topics
(e.g. Zoom PE discussions, etc.).
b) Ocelot Chatbot





a. List of College’s contracted with Ocelot: Butte College, College of the Redwoods, College
of the Desert, Riverside City College, Porterville College, and Point University in Georgia

b. Ocelot Chatbot has a high usage of around 1.5 Million people while operating within
forty-seven (47) States.

c. Chatbot helps provide: repetition and consistency, a resource for under-resourced
colleges, promotes student engagement, eliminates an over-abundance of email,
students can communicate 24/7/365, and provides support in emergency
communications.

d. Language additions:

i. Ocelot provides additional languages in a package instead of charging per each
additional language.

ii. Ocelot provides Spanish and Simplified Chinese and plans to add Vietnamese
and Arabic in 2020.

iii. Closed Captioning is provided on any imbedded videos.

e. Emergency Situations and Student Interaction:

i. Welcoming messages can be customized to provide alerts or notices.

f.  Analytics, tracking and data retrieval:

i. Administration login is provided giving access to view how many users are
utilizing the Chatbot, as well as the topic questions being asked and the
answers being provided and how often.

1. Included are the Top Click coming from the student when an answer is
provided.

ii. Administration login also provides individual chat transcripts.

iii. A student can be tracked if a question is asked that implies any type of safety
concerns (e.g. bomb threats, etc.).

g. Extrafeatures that are included:

i. Prepackaged content that can be modified.

1. Ocelot has a close relationship with the CCCCO to ensure State and
Federal updates are being pushed out on time.
2. Many College’s are willing to share customized wording, if requested.

ii. Adding imbedded videos, some are pre-packaged.

iii. Chatbot may provide alternative questions depending on the clarity of the
question the student provides.
iv. Chatbot can separate out campus in a multi-campus district.
v. Chatbot allows a lot of customization.
vi. Content updates are quick anywhere from twenty-four hours to an hour
depending on the need.
1. Ocelot will provide a Success Manager to work with Shasta College.
vii. Students can reach out via the Chatbot and the appropriate office may receive
an email with the student and Chatbot transcript.

h. IT requirements:

i. A lJavaScript app will be provided to IT and requires a copy/paste of the code
into the page(s) that will handle the Chatbot.

i. Costs and proposal:

i. Please see attachment.

j. Committee Discussion:

i. Funding:

1. Due to budget concerns the funding may need to come from different
funds.

2. Rural Technology Grant and certain IT funds may be available;
however, the charges are reoccurring and require support from non-
one-time funds.





3. Action Agenda

3. The Committee is interested to know the cost savings being provided
by the Chatbot and interested if Ocelot or other schools can provide
this information.

The Committee liked the target messaging that is provided as well as the
consistency in answers. The Chatbot can also be a resource for staff that need a
quick answer without having to get in touch with another staff member.

Tim Johnston requested that everyone provide further input via email for
further discussion at another meeting.

a) Board Policies / Administrative Procedures — Second Reading — (Postponed due to time limit)

1)AP 5015
2)AP 5045
3)AP 5031
4)BP 5031
5)BP 5030

Residence Determination

Student Records — Challenging Content and Access Log (no BP)
Instructional Materials Fee

Instructional Materials Fee

Fees

b) Board Policies / Administrative Procedures — First Reading

4. Information Items / Other
a) Program Evaluation: Extended Education
1) The evaluation can be seen as needs assessment so as to help inform Center status for
the Tehama campus.
2)The evaluation is to encourage further influence of Extended Education with the Annual
Area Plan processes.
3)Extended Education has seen success and improvements with:

1.

4.

Payroll workflow and limiting the need to physically go to the Redding Main
campus.

Zoom meetings with other campuses to promote professional and on-the-job
training.

Expansion of community outreach with local leaders and cohort groups
throughout the Tehama county.

Increase in support and student interaction with TRIO, EOPS and STEP-UP.

4)Extended Education has a few areas for improvement, with:

1.
2.

Transportation continuously needs improvement to promote access.

Data and tracking continue to be tricky due to students enrolling within
multiples locations. Definition of an Extended Education student can be better
defined.

The expansion of support services means that there is going be a higher need
for staff support. Potentially moving away from part-time staff and adding
more full-time staff; especially for the front line.

a. Continue to promote discussions about staffing efficiencies.

b. Currently the Veterans Services in Tehama is staff by a VA Work Study
student that will be graduating. Once the new building is built there
may be a need to provide more dedicated staff support and services.

High School outreach can be expanded as well as continued messaging.

a. Positive outcomes are being seen with the New Applicant Outreach
program.

b. More and better data will help with understanding what is being sent
out to students. A Survey that looks at issues, accessibility, etc. will be
very helpful.

5) Committee discussion:





1. Tim Johnston requested that the Council consider the direction we are moving
towards Center status for the Tehama campus.
a. Should the approach towards Tehama Center status be along the lines
of a stand-alone operation or a more integrated approach with the
Redding Main campus?
b. Potential to create and promote separate budget line items for the
Tehama campus to help support the transition.
2. The Council agreed to continue the Tehama Center status transition
conversation at a later date.
b) Counseling Assignments
1) Discussion postponed.
¢) Instructional Council
1) No updates provided.
d) Area Updates / Announcements
1) No updates provided.
e) Other?
1) Appreciation for staff during this time of high-outreach with students.
2)Ensure and encourage that staff reach out with any needs.
3)Budget is a continuously important discussion during this time. Chances are that the
budget that was just submitted will not need to be resubmitted.
4)The Council requested to setup a Microsoft Teams page to direct files so as to limit the
amount of emails being sent and received. Tina Duenas stated that one was created and
she will update the members and send invites.
5)The Council agreed to move future meeting times to start at 10:30 am so as to
accommodate other meetings.
5. Meeting adjourned at 12:00pm.

NEXT MEETING:
The next meeting is scheduled for Wednesday, April 15" from 10:30am — 12:30pm via Zoom
Minutes recorded by: James Konopitski, Enrollment Services.
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SHASTA COLLEGE

® 2 Year Public College (Redding, California)
Enrollment = 9,105

Hispanic= 17%

Part-Time = 64%

Online = 25%

Multiple campuses

O O O O O

e C(California CC Region 1
o Current Clients: Butte College & College of the Redwoods
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SHASTA COLLEGE NEEDS & OPPORTUNITY

® Improve transparency, efficiency and access to information
e Engage with students outside business hours, 24/7/365

® Reduce high volume of phone calls, emails and walk-ins
o Especially during peak periods

® Special interest in
o Supporting multiple departments
o Texting
o Integrations (colleague)
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TODAY’S AGENDA

e Brief Ocelot Intro

e Benefits & Differentiators

Chatbot Demonstration

e Q&A
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2019+

Text Campaigns and

2017-2019 SIS Integrations

Student Services Content + A

Chatbot Platform

2006-2017

OCeLOT

FinAid Video Explainers +
FEATURING fEIv

SAP Counseling

S\

2003-2006

Increasing utilization across campus

Financial Aid Print

Publications

Increasing value to staff and students
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15 385 46 1.5 M

Years Higher Ed Institutions States 2019 Interactions

Largest deployed US Higher Ed Chatbot
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Under-Resourced Repetition Lack of Student Students Emergency

for Success Engagement Communicate Communication
24.7.365






BENEFITS

30% Fewer Emails,
Walk-Ins, Calls

Ability to Handle
Peaks

40% after hours
96.5% success

3-4 interactions per
conversation
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Deepest Biggest Brain in Launching is First Multilingual
Expertise Higher Ed Liberating Chatbot
* .’ Iy g//
Walked in Your Shoes, 3,000+ Questions, Launch with 85% of  Spanish (BLEU Score 50+)
Average of 10 Years 20+ Departments, the Content &
Higher Ed Experience 2,000+ Videos Knowledge Base Out Simplified Chinese
Per Employee Current / Up-to-Date / of the Box

Maintained Vietnamese & Arabic in 2020






WHEN EMERGENCIES HIT - EXAMPLES FROM TWO YEARS o C e L o TTM
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Natural Disasters Active Threats Pandemics
(Wildfires) (Violence) (COVID-19)






FULL CHATBOT KNOWLEDGEBASE GROWTH AMID COVID-19 o C e L T”‘

76 Total General Library Items (Questions + Templates) Contributed FEATURING Fv

24 General Information Questions + Financial Aid Templates Contributed
17 Housing Templates Contributed

7 Counseling/Mental Health Templates Contributed

10 Health Services Templates Contributed

21 International Students Templates (3 questions have been cross-referenced across multiple
departments) Contributed

General Content + 5 Office specific areas Contributed

324 Client-Specific COVID related Questions (General Library overrides + Template submissions + from
scratch) added by schools.

2 Variables (one sentence/text - one URL) Contributed






INCREASING VALUE OVER TIME

e “Powered By” Content & Languages

e Text/Nudge Campaigns

e Integration & Personal Experience

e Live Chat Partnership






EASY TO IMPLEMENT

Simple & Easy

NOIT
Copy & Paste
RESOURCES < Code

Save Time &
Money





*

Nick Burrell
nick.burrell@ocelotbot.com
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Nick Burrell
nick.burrell@ocelotbot.com

For any questions or to set up a custom demo
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hasta College

Ocelot Al Chatbot Proposal
March, 2020

Submitted To:
Becky McCall

Interim Associate Vice President of Information Services and Technology
&

Buffy Tanner

Interim Associate Dean of Student Services

Prepared By:

Nicholas Burrell
Director of School Partnerships
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Shasta College - Needs and Opportunity

Shasta College (SC) is looking for a solution to answer the ever growing number of student
guestions, without over-stretching valuable and limited staff resources. SC is very interested in
a solution which can:

Answer student questions efficiently, consistently, and accurately

Answer student questions 24/7/365 - whenever they choose to engage

Be easily implemented, maintained, and supported

Help students self-service and guide them to existing resources

Provide students with an extensive library of “How to Pay for College” videos

Our Solution

Overview. Our recommended solution is Ocelot’s artificially intelligent chatbot powered by
IBM’s Watson. Ocelot’s chatbot comes pre-loaded with a comprehensive knowledgebase of
over 2,600 answers to the most common Tier 1 questions, including a large library of financial
aid and student services content created for a diverse group of students and parents. Across all
of our department libraries and client submitted content, Ocelot’s knowledgebase has
accumulated over 25,000 questions and answers. The knowledgebase also includes over 2,000
explainer videos - all maintained by Ocelot with the latest up-to-date information. Additionally,
SC’s staff can easily customize Ocelot content and create unlimited custom content to enhance
the student experience.

Student Value. SC’s students will have human-style, natural conversations with the chatbot in
order to:

® Ask their most pressing questions, whenever they want or need, 24/7/365

e Get guidance in completing transactional processes

® Get instructions on how to find existing information in their student portal or on the

school’s website

e Find ways to better utilize existing online resources from whatever device they choose
Avoid being on hold or delays in getting responses (or, worst case, giving up altogether)
e Get instantaneous responses to questions - especially critical during peak times, after

office hours, and on weekends or holidays

Multilingual. SC can easily add multilingual capabilities into their chatbot. Ocelot’s content
team trains the chatbot’s Al in each language we release. Please view the list below of
languages that Ocelot is currently supporting or will be supporting in 2020.

e English e Vietnamese (in 2020)
e Latin-American Spanish e Arabic (in 2020)
e Simplified Chinese

P.O. BOX 7139 BOULDER, CO 80306 - OCELOTBOT.COM
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Departments. The chatbot is designed to provide support across the entire campus. SC can
seamlessly add department content into their chatbot. Please view the list of departments
below that Ocelot is currently supporting or will be supporting for other clients in 2020.

e Academic Advising e Information Technology Helpdesk

e Admissions e |International Programs (Study Abroad)
e C(Career Services e CQrientation

e Counseling Services e Parking and Transportation Services
e Disability Services e Parents (in 2020)

e Financial Aid ® Registrar

e Financial Literacy e Student Life

e Guided Pathways (in 2020) e Student Employment (in 2020)

e Health Services e Title IX

e Human Resources (in 2020) e Veterans

[ J

Housing

Custom Branding. The chatbot is branded to the color scheme and mascot / avatar of your
choosing - something that will resonate with your students.

Text / Nudge Campaigns. SC can nudge students via SMS and have the chatbot support
student responses. SC can target different student demographics and nudge them towards
achieving their goals; all the while having the chatbot support the process to minimize the level
of effort needed from your staff. Powerful analytics and data will help SC continually improve
messages and timing to better serve students.

API Suite for Integrations. Ocelot also provides an API suite which allows for integration with
other data sources utilized on campus. These APIs can connect to data sources including
calendars, directories, student information systems, CRMs. In addition, Ocelot provides an API
option to set context regarding the student from 3rd party services (such as student
information systems). This helps the chatbot to optimize / personalize answers for individual
students, and saves the student time inputting information. We evaluate and support custom
integrations on a client-by-client basis. We have professional service support for these as
needed. Additional Ocelot APIs enable the bot to respond to inquiries from other channels
including Facebook Messenger, Alexa skills, SMS, email, and other bots.

P.O. BOX 7139 BOULDER, CO 80306 « OCELOTBOT.COM
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Benefits
SC will experience three primary benefits.

1. Fewer incoming questions from students. Your phone call volume, wait lines and email
count will go down, freeing up staff resources. Clients have seen an 18% decrease in
phone calls, emails and walk-in traffic within their first year of launching.

2. Better use of staff time. Our chatbot has a 97% success rate in conversations with
students. By answering repetitive questions in a consistent way, and guiding the
students to self service, we help filter out the tier 1 questions. This in turn ensures that
a higher level of Tier 2 and Tier 3 questions make it to your staff. SC’s staff is then
focused on the most critical, value-added conversations and interactions. Within 12
months of launching, clients have had their chatbot handling 20% of all student
inquiries.

3. Increased student engagement and satisfaction. Around 40% of all chatbot
interactions happen during off hours, when your staff is not available. Being able to
provide immediate responses to students' questions, at the exact moment when they
choose to seek out information, goes a long way towards increasing student
satisfaction.

Why Us?
Eight things that set Ocelot apart from the pack.

1. Our Financial Aid and Student Services Expertise. With an average tenure of 15 years
in higher education and over 300 staff years of financial aid and student services
expertise, our chatbot was created to address your specific challenges and
opportunities. We have walked in your shoes and know how to meet your students'
needs.

2. Our knowledgebase. We make launching and maintaining our chatbot easy by
preloading it with over 2,600 answers to the most common tier 1 questions. Between
our department libraries and client submitted content, our knowledgebase has
accumulated over 25,000 questions and answers. Our expertise in creating chatbot
content “out-of-the-box” ensures we minimize the pull on your time and resources to
get the chatbot launched. Additionally, our knowledgebase includes over 2,000
financial aid video answers, kept up-to-date by Ocelot’s own Compliance and
Regulations Committee, that can be watched directly in the chatbot. This is the largest
library of its kind anywhere in the US.

P.O. BOX 7139 BOULDER, CO 80306 - OCELOTBOT.COM
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Launch Without IT Resources. Our chatbot is a SaaS product that lives in the cloud and
can be launched without any IT resources. One snippet of JavaScript code is all it takes
to launch. Embed the code in your Content Management System on your own website
and you are all set. There is no need to allocate precious IT resources to get this chatbot
up and running. One school got their chatbot up and running in only two weeks.

Unlimited Custom Content. SC will benefit from unlimited custom content

in the departments to which you subscribe. This ensures that you have the ability to
create as much content as you desire in order to fully meet your student’s needs and
answer all of the unique questions that are specific to SC students.

Our Community. We have the largest active chatbot community in U.S. higher
education, and over 375 clients in total. Our community sharing feature provides you
access to all of the custom content created by other clients and allows you to utilize this
content in your own chatbot. You can review and implement any custom questions and
responses that other clients have felt were valuable for their students. This feature
alone will save your team hundreds of hours, and add tremendous value to your own
students.

Analytics Dashboard. You will have your own unique dashboard with data showing how
students are using the chatbot. This enables you to enhance the Al and shape how the
content improves. You also get an easy-to-use administrative interface for customizing
content and tracking student usage. These features similarly help you to drive
continuous improvement of both your chatbot and the student experience.

Multilingual. We take a unique approach to language by hand-training our chatbot to
seamlessly translate all the complex jargon of higher education. We are the only
company to have manually trained the chatbot in multiple languages against the
Department of Education language standards. Our multilingual chatbot is able to
interact in English, Spanish and Simplified Chinese. Our chatbot’s translations are
created in real-time by machine-learning Al technology and trained by our team
specifically for the higher education domain. This allows your institution to create
deeper access and equity for students and parents when it comes to important topics
around paying for and attending college. Our Spanish chatbot has achieved a Bilingual
Evaluation Understudy (BLEU) Score of over 50, which is considered “better than
human”. Additionally, we will be releasing Vietnamese and Arabic in 2020.

Our Commitment to Accessibility. All of our products adhere to the WCAG 2.3 AA
accessibility standards. Our commitment to student accessibility is second to none.

P.O. BOX 7139 BOULDER, CO 80306 - OCELOTBOT.COM
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About Us

Ocelot is an education technology company headquartered in Boulder, CO. We have been
educating students and supporting staff for over 16 years. Schools choose Ocelot to promote
student self-service, reduce phone calls, improve customer service, increase student retention
and provide information students need to be successful. We have over 375 higher education
clients covering all types of institutions.

We have a client retention rate of over 96% year over year. We are passionate about exceeding
our clients’ expectations. Our growth comes from the strong endorsement of our raving fan
clients. We are always delighted to connect prospective customers to clients who can share
why they chose Ocelot’s chatbot and the value they derive from the product.

Since 2018, Ocelot has launched over 190 chatbots for colleges, with 25 slated to launch in the
next 6 weeks. This is the largest network of higher education chatbots anywhere in the US.
Gartner estimates 85% of customer interactions will soon be handled by chatbot. We are at the
forefront of this trend for higher education.

Annual Investment

Investment. SC has secured a highly competitive subscription pricing. The pricing below is good
through 5/31/2020.

“Paying for College” Financial Aid Chatbot One-Time Setup Fee Annual Investment

Core Features
- Al Chatbot delivering instant answers 24/7/365
- Preloaded with over 2,600 answers to common tier 1 questions
- Access to FATV GetAnswers Video Library of over 2,000 videos

- Human Supervised Machine Learning $3,500 $17,500
- Unlimited customization of content (waived with a 3
- Robust analytics dashboard year agreement)

- Dedicated Customer Success Manager

- Training and promotional marketing support
- Storage in secure cloud environment

- Annual maintenance

Two-Way Conversant Multilingual Capability
- Out-of-the-box with Spanish and Simplified Chinese N/A $5,000
- Vietnamese and Arabic to be released in 2020
- Includes all future released languages

Additional Departments (priced per additional department)
- Al Chatbot support for departments outside of Financial Aid $1,500 $5,000

P.O. BOX 7139 BOULDER, CO 80306 « OCELOTBOT.COM
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- Multilingual capabilities can be added for each additional (waived with a 3
department for $1,000 annually year agreement)

Enrollment Management Chatbot One-Time Setup Fee Annual Investment

Core Features
- Al Chatbot for 5 Departments of Choice

- Example Departments: Financial Aid, Admissions, Registrar, $7,000 $27,500
Academic Advising, & Student Accounts/Billing (waived with a 3
- Full department list under “Our Solution” in proposal year agreement)

*Includes all features listed under “Paying for College” Financial Aid
Chatbot; applied to the five selected departments*

Two-Way Conversant Multilingual Capability
- Out-of-the-box with Spanish and Simplified Chinese N/A $10,000
- Includes all future releases (Vietnamese and Arabic in 2020)

Additional Departments outside of 5 Selected Departments

- Priced per additional department $1,500 $5,000
- Multilingual capabilities can be added for each additional (waived with a 3
department for $1,000 annually year agreement)

Text / Nudge Functionality $10,500
- Ability to nudge students via SMS. Unlimited Texting to Enrolled
- Chatbot supports student responses. Students
- Target campaigns by student demographics and nudge them towards their
goals. OR
- Chatbot supports all interaction, minimizing effort needed from staff.
- Powerful analytics and data help improve messaging and timing to better $15,500
serve students. Texting to Prospective &
- No limit on the number of texts / campaigns for enrolled students option Enrolled Students
- $3000 discount and no volume cap on texts for using SC’s own Twilio (250,000 Text Limit)
account
API Suite for Integrations $2,500 with “Paying for College”
- Integrate Chabot with other Data Sources Utilized on Campus. Financial Aid Chatbot
- Integrate with Calendars, Directories, CRMs, LMS and more.
- Allows for Personalized Student Experiences with the Chatbot. OR
- In addition, Ocelot evaluates and supports custom SIS integrations on a
client-by-client basis. Included with Enrollment
- Custom integrations pricing and support available upon request Management Chatbot

P.O. BOX 7139 BOULDER, CO 80306 - OCELOTBOT.COM
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Implementation

Ocelot will guide SC through the implementation and maintenance process via a dedicated
account manager and a full implementation team. Implementation normally takes 6-8 weeks.
Together these teams ensure a seamless launch process and provide ongoing support for the SC
staff.

; OCeLOoT
Implementation Roadmap
Chatbot and Video Portal
The roadmap below cutlines each step of your Ocelot implementation process.

Please note that these timelines are estimates and are ultimately dependent
on your own pace of engagement and implementation goals.
{ Widea Porual 9 Chathet
WEEK 2 WEEKS 2-3
L L%
4 L4
WEEKS 4-5 WEEKS 5-7 WEEKS 7-8
.Y LY =
L4 L4 -

KICK-OFF TEST/CUSTOMIZE LAUNCH

MEETING

CHATBOT CREATION

bat

Next Steps

As | mentioned in my email, | would love to set up a meeting to review this proposal and go
over any questions you may have, review pricing, and as needed set up any additional demos
that may be needed. | am also able to provide references of other colleges that currently work
with Ocelot’s Chatbot for you to learn more about their experience directly if this is of interest.

Best Regards,

Nicholas Burrell
Director of School Partnerships

P.O. BOX 7139 BOULDER, CO 80306 « OCELOTBOT.COM







Student Services Program Evaluation / Strategic Planning Template
Department Name: Student Services, Extended Education
Year of Current Review: 2019-2020
Department Contact: Dr. Sharon Brisolara
Department Contact email: sbrisolara@shastacollege.edu

Who completed this form? (Sharon Brisolara, input from Sandy Lucero)

Department Overview
a. What does the department do to contribute to the college mission and student success regardless of location or means of delivery?

The Extended Education Division, under the direction of the Dean of Extended Education, ensures that the mission of the college
reaches communities throughout the district. In addition to providing open access to quality instruction through onsite, 1TV, and online
courses, Extended Education faculty and staff work to provide students with the same range and quality of student services available to
students on the Redding campus.

In an effort to offer equitable service, Student Services staff on the Trinity, Intermountain, and Tehama Campuses provide students with
the core matriculation services offered by financial aid and admissions and records in a One Stop format. One Stop services also
provide access to library, library reserves, student ids, bookstore, transportation passes (in Tehama and on the Intermountain Campus),
connections to tutoring and learning services, and transfer services. One Stop student service staff also facilitate information about and

access to categorically supported program including California Work Opportunity and Responsibility to Kids (CalWORKS),
Partners in Access to College Education (PACE), Cooperative Agency Resources for Education (CARE), Extended
Opportunity Programs and Services (EOPS), and the Sci*Fi program providing support to current and former foster youth.
The Tehama Campus has been a site for placement of CalWORKSs students and is currently hosting a PACE professional
who is able to provide interpreting services, assist with assistive technology, testing proctoring, student support and PACE
paperwork. The Senior Staff Secretary organizes and implements the EOPS Service Pick Up and Registration Fair each
semester.





The Step Up program expanded to Tehama in 2017 and to Trinity in 2020. A Step-Up Coordinator is located on the Tehama
Campus and recruits, enrolls, and supports students. Step Up students also receive significant support from the front office
staff, Learning Center staff, and the Tehama counselor assigned to assist them in registration.

A Veterans Center will reside at the heart of the new Student Service building on the Tehama Campus scheduled to be
completed in 2021. Additional staff have not yet been assigned to the center; however, the Campus received approval for a
VA work study positive and recently hired its second VA Work Study student. This student position has been focused on
gathering resources for student veterans residing in Extended Education areas and reaches out to support current and
potential student veterans. In addition, the Associate Dean regularly attends the Tehama Veterans Collaborative and has
invited district Veterans Service staff to participate. Two small veterans focused events have been held on campus.

Students can make appointments with counselors online, by phone, or at the front desk. The division has two full time
counselors on the Tehama Campus and one counselor who serves one day a week* on the Trinity Campus. On the Tehama
Campus, a TRIO counselor is also available monthly during the fall and spring semesters as well as 20 additional days as a
general counselor. A part-time counselor who works at an area high schools serves for 2.5-3 hours in the afternoons when
permanent counselors travel to Redding for counseling meetings. The presence of these counselors allows students to access
academic advising resources in a face to face format on the Tehama and Trinity Campuses. Extended Education Counselors
have begun meeting monthly via Zoom to share information and to provide and request support. The counselor in Trinity has
begun to utilize Zoom for student appointments and all Extended Education counselors have professional Zoom accounts and
webcam equipment necessary to enable Zoom conferencing. Student Services front office staff have participated in trainings
via Zoom involving all three campuses and the department has worked with others, including Financial Aid, the Scholarship
Office, a Sociology Instructor, Veterans Services, Student Life, and the library, among others, to provide workshops,
meetings, or discussions via Zoom to allow for wider participation by staff. Extended Education has also implemented
Zoom Me In, a project funded through a Shasta College Innovation Grant, to expand the Tehama Campus’s ability to provide
tutoring and learning assistance via Zoom technology. During the past year and a half, the Latinx Initiative and Tehama’s
first Student Senate Extended Education Representative have also included other students in meetings via Zoom. All of these
experiences had occurred prior to campus closures in late March 2020.

! Currently, the Trinity counselor will be serving on the Trinity campus or remotely two days a week.





b. Discuss any changes to the department as a result of the previous program and/or external review. Note any resources that the
department previously received for improving the program. How did these resources affect outcomes? Were resources
previously requested but not received through the Area Planning process?

Extended Education is a unique division; given the ways in which Student Services and Instruction work together and lines of supervision,
Extended Education has historically submitted Annual Area Plans through Instructional Council. During the 2018-2019 academic year,
Student Service proposals were included for consideration by the Student Services Council. For the 2019-2020 academic year, proposals
will be submitted through Instructional Council with possible submissions to Administrative Services. As a result, the Division does not
have previous program reviews to consider. Whether or not there will be future submissions through the Student Service Council will
have to be considered.

Nevertheless, the Division has been working to formalize particular goals in support of the district’s mission and the Chancellor’s Office
Vision for Success. Our Student Service Goals include the following:

e Provide more opportunities for more students. This includes growth towards center status on the Tehama Campus.

e Improve One Stop workflow and efficiencies in order to reduce barriers to student success. This includes the creation and/or
formalization of procedures, working with other departments to create efficiencies, and connecting staff with more training and
professional learning opportunities.

e Provide excellent student support (customer service) through individual and team leadership development and professional learning.

c. Describe progress on previous department goals.

During the past twelve months, we have taken action to ensure progress on each of our goals. A table summarizing key points of
progress follows.





Table 1. Student Service Goals and Progress

Goal

Progress

Provide more opportunities
for more students.

Implemented the Zoom Me In project in order to expand Zoom tutoring to students experiencing
barriers to accessing services at our site.

Money allocated through instruction improved the Student Lounge environment through the
purchase of updated, inviting furniture. Student Services secured the addition of a new vending
machine with heartier food options.

Worked to expand outreach to and engagement of Latinx students through events and the Latinx
initiative.

Increased the number of student-focused events offered on or near campus including the Latinx
Summit, Latinx graduation, Veterans Meet and Greet (November 7th), scholarship meeting, Dia
de los Muertos.

Worked with students, club advisors, and Student Life to allow students to participate in various
clubs and organizations via phone conferencing or Zoom from their Extended Education sites.
Worked with the Redding based Counseling Outreach team to secure appointment of a Tehama
Outreach counselor, greater involvement in Outreach efforts and, recently, establishing our
counselor as the main point of contact for high school outreach events.

Worked with Community Education to plan and promote offerings in Tehama and Trinity.
Scheduled a counselor from the high school to serve from 4:30 to 6:30 on the Tehama Campus
on the Wednesdays that Extended Education Counselors go to Redding.

Secured a position for district employee to serve on the Corning High School campus every other
week during the summer; a MOU that will allow a Student Service Assistant to serve in Corning
1-2 times a month for 4 hours is awaiting approval.

Increased participation in community partnerships, Chamber Events, and community
collaboratives including the Veterans Collaborative, Tehama Nonprofit Roundtable, the nascent
Tehama Adult Life-Long Learning Committee, and Latino Outreach of Tehama County.

Improve (One Stop)
workflow and efficiencies

Worked with Payroll to submit scanned copies of timecards by the due date and sending hard
copies on the due date, thus improving accuracy of timecards and on time submission.

Worked with the bookstore to allow students to return rental books to the bookstore from their
Extended Education campuses.

Created procedures in consultation with the bookstore allowing the sale of individual scantrons
on the Tehama Campus given difficulties with the machine.






Goal

Progress

Created revised and formalized procedures for proctoring including a training guide, a list of
responsibilities signed by the proctor, and a reminder sheet of roles and responsibilities.
Implemented a SARS grid, under the guidance of Sandy Lucero and Cindy Sandhagen, to allow
Student Services staff to document support provided and follow-up needed with individual
students. This is promoting efficiencies and facilitates transfer of student questions and support
needs.

Learning center paraprofessionals worked with the Redding Learning Center to assist in the move
towards Learning Center accreditation and created formalized tutor training on the Tehama
Campus. [The Learning Center is now once again under Instruction.]

Collaborated with PACE and Campus Safety to provide space for and promote the services of a
PACE Paraprofessional. A Shasta Cares Program Specialist served 2 days a week for several
months during the fall but was reassigned.

Created, with Dave Iverson, a facilities database.

Provide excellent student
support (customer service)
through individual and team
leadership development and
professional learning

Instituted trainings via Zoom for all Extended Education secretaries that has enabled additional
support of substitute and temporary employees.

Invited Sandy Lucero to the Student Service Council Retreat resulting in new ideas for front
office organization for Extended Ed and insight into processes for Student Service managers.
Organized a High School Counselors event with opportunities for counselors, front office staff,
and Learning Center professionals to present to Tehama High School Counselors, to share our
students’ needs, and to learn about high school counselor needs.

Several staff participated in an LGBT*Q Allyship training (10/18).

All Student Service staff participated in a Flex Day training and goal review in August of 2019.
Offered Mental Health First Aid training (3 staff attended) and ASIST training for community
members. Currently pursuing interest in first aid/CPR training delivered by one of our trained
Campus Safety officers.

Student Services updates and professional learning are included in each Extended Education
Division meeting. Topics have included Zoom tutoring, serving LGBTQ+ students, equity and
cognitive “bandwidth”, assistive technologies, and more.

An agenda item on professional learning needs/interests and district initiatives has been included
in one on one supervision meetings.

Organized a collaborative meeting that included a counselor, staff member, and Tehama E-
Learning Academy staff.

Created an Extended Education Marketing Committee with participation by faculty and staff.






d. Does the department have any future concerns or anticipated changes that could affect operations?

Prior to the current pandemic, we anticipated increased enrollment over the course of the next several years related to the following factors:

e increased implementation and growth of Step Up in Tehama and Trinity

e increased enrollment in our Truck Driving courses, initiation of our Logging certificates, and further expansion of other CTE
programs

e increased promotion of tutoring and learning services via Zoom so that students can access services supportive of their retention and
success

o completion of the new Student Service Building and Veterans Center and subsequent increased recruitment of veterans
increased outreach to Tehama’s Spanish speaking population

e continued focus on center status growth including the addition of courses with primary assignment to Tehama.

We are planning for a change in Student Service (front office) hours of operation in order to serve students more efficiently. Beginning
March 30" 2020, all Extended Education sites will be staffed by a Student Service professional (or Learning Center Paraprofessional at the
Intermountain Campus) from 9 a.m. to 7 p.m. Mondays through Thursdays and 9 a.m. to 1 p.m. on Fridays. This change in hours of
operation, originally scheduled for the fall, allows for consistency across all three sites. The district plans to implement course scheduling
software in the fall and the Tehama Campus will continue to offer face-to-face classes that end after 7 p.m. Counseling Services would
follow these hours of operation with the exception of Fridays; on Fridays, counselors could attend to scheduled appointments, attend
meetings, or work on projects or categorical program requirements. Students will be able to make counseling appointments for Friday
afternoon.

Our primary concerns include adequate staffing to meet student and community needs in the evening, lunch as well as vacation/sick leave
coverage for the sole staff person in the Intermountain and Trinity Campuses, and retention of part-time staff. It has been difficult to
successfully recruit for evening secretaries in Tehama and, previously, to find qualified candidates whose care responsibilities allow for a
schedule that spanned 10 to 8 and 11 to 9 for the Trinity and Intermountain Campuses, and consistent, trained substitute staff who can cover
one hour a day at those sites so that the campuses can remain opened without a lunch-time closure. As we grow, continue to expand
programs, add a Veterans Center, and begin operating from our new Tehama Student Services building next year, our staffing needs will
grow.





Department Program Effectiveness / Data Analysis
a. SAO (Service Area Outcomes) or SSLO (Student Services Learning Outcomes) Assessment

What was assessed? How were assessments completed? What was learned? (If a survey was used, please include the number of
respondents.)

Neither the Tehama One Stop nor Extended Education Student Services as a whole have traditionally had an SAO within Student Service
Council. Although Extended Education Student Services has grown in the past year and a half, there continue to be discussions about
appropriate assignment of Extended Education for SAO creation and Annual Area Planning Requests. Extended Education Annual Area
Plan requests, with the exception of the 2018-2019 academic year have been routed through Instructional Council. Within Student Service
Council, most distinct areas that have SAOs also have unique Annual Area Plan requests. Extended Education is unique in its categorization;
it often exemplifies the cross-sectional, cross silo work currently promoted by Guided Pathways frameworks. Currently, the plan is to filter
Annual Area Plan requests for typically Student Service related needs through Instructional Council or Administrative Services.

The interdisciplinary nature of Extended Education services is the result of several factors including the dynamic nature of Extended
Education sites, the flexibility required by current staffing patterns, and the goal to provide full equitable services to community members
regardless of campus location. Our front office Student Service staff, in addition to providing essential student service functions, are also
responsible for instruction related services such as exam proctoring, distributing handouts, syllabi, quizzes and exams to classrooms
delivered via ITV, for supporting students in accessing Canvas, and connecting students to library resources. Similarly, the Learning Center
offers tutoring and learning assistance, occasionally provides space for office hours, organizing student success workshops, and study
groups. Beginning late spring, Extended Education is piloting a position on the Intermountain Area Campus that will reflect this cross silo
approach. The Extended Education Paraprofessional will be responsible for admissions and records functions, financial aid, and tutoring
and learning supports.

In terms of data collection, Extended Education has historically relied on Comment Cards, a brief satisfaction survey that students are
encouraged to complete after receiving services from the front desk. Working with limited staff has contributed to a low response rate on
these optional surveys; collections made each semester result in a sample of 7 to 11 cards. In an effort to more fully integrate Extended
Education Student Services into Student Services Council efforts, requests were made to include Tehama specific questions in the CCSE.
While demographic questions did gather information about the student’s primary campus, the sample of students from any one Extended
Education site was too small to draw meaningful conclusions. Furthermore, the survey did not, in its final version, include sub-questions
that would elucidate whether or not the Student Service accessed was in Redding or another Extended Education site. It is hoped that future
local CCSE versions will work to oversample Extended Education sites, Tehama in particular, and allow for disaggregation of responses to
better understand students’ comments on services that can be accessed from multiple sites. An Extended Education specific survey that
includes these and other questions of interest related to accessibility of services, internet, equity concerns, and awareness of locally available
services would be extremely helpful for future planning efforts.





Other Data to inform Program Review

Securing Extended Education specific data, necessary to submit a letter of intent for consideration of center status, has required extensive
work and conversations between the Dean of Extended Education, the Director of IT, and members of cabinet. For the final letter of intent,
FTEs include positive attendance courses, dual enrollment, interactive video (ITV) courses (with the exception of those located on the
Redding campus), face-to-face, and online courses taught by Extended Education. Using these number, we anticipated, Extended Education
recorded the following FTEs and headcounts for Extended Education in 2018 and 2019. These numbers reflect three year rolling averages.

Table 2. Three Year Rolling Average of FTES and Headcount, 2018 and 2019

Year FTES Headcount
2018 630.44 4691
2019 672.31 4267

From a student services perspective, our Extended Education campuses serve as One Stop points of service for all students living in the area.
Students can choose to complete their steps to enrollment close to home even if their courses are in Redding or are online courses assigned
to the Redding Campus. Additionally, students in categorical programs often choose to access services from the campus closest to their
residence. Front office staff provide support for these students as well.

Tracking of services provided was aided greatly in the fall of 2019 when the front office began using SARS to track and schedule students
served by front office staff. Given the focus on using SARS on the Tehama campus, this is likely the most accurate data on the types and
range of services provided. Table 3 below provides an indication of services provided; table 4 summarizes the categories of services
provided by Student Service staff working in the Tehama front office as documented by staff in SARS.





Table 3. Student Services Provided and Number of Students Served in Tehama by Source and Time Period

Services

Number of Students Served

Source, Time Period

One Stop: Orientation, Assessment,

Admissions and Records, Financial Aid 4145 SARS, 7/5-12/20/13
Counseling and Education Planning 1097 attended, i
Services 61 possibly attended 704 drop ins SARS, 7/5-12/20/13
27 Program Records, Fall 2019
CalWORKs 29 Spring 2020
107 IFS Fall 2019
DSPS (PACE) 171 IFS Spring 2020
Foster Youth Support 22 IFS Fall 2019
EOPS 156 Atlas, Fall 2019
CARE 10 F19, 4 S20 (Program Data) Program, Fall 2019

Library Services

1201

Fall 2019, New tracking system

Tutoring

325 unduplicated

SARS Tracking, Fall 2019

3410 visits 5357 use hours
Veterans Services (Veterans receiving 25 IFS Fall 2019
financial aid) 35 IFS Spring 2020
Step Up 31 Program Records, Fall 2019

Table 4. Recorded Categories of Service Provided by Front Office Staff, July 5" through December 20", 2019

Service Provided Number of Students
Unspecified, books, parking permits, Sci Fi and Veterans 1050
Admissions and Records Support 1029
Financial Aid Support 867
Scheduling a Counseling Appointment 366

Online Systems Support (Canvas, My Shasta) 352

EOPS Support & Orientation 323

PACE Questions 70

Step Up 54
Academic Probation 34






Department / Program Specific Assessments

Were there any assessments or advisory committee recommendations that are unique to the program? If so, please describe the
instrument(s), results and next steps.

There have been no previous recommendations unique to the program. Changes to Admissions and Records procedures and Financial Aid
processes determined at a district level are communicated to Extended Education with training occurring as necessary. We do, however,
continually review our procedures and update a procedures manual that has links to current district processes. This Extended Education
database will be replaced by a searchable PDF of procedures being completed at the district level. Extended Education staff are working on
suggesting inclusion of procedures that are unique to each Extended Education site as well as ensuring that the availability of Extended
Education services is noted where appropriate.

Progress on Vision for Success, Guided Pathways, Strategic Plan, Student Equity Plan and Enrollment Management Plan initiatives
What did the department do? What has been the impact of these actions to date? What next steps will be taken?

Currently, Dean Fields is responsible for attending or securing participation in Guided Pathways Initiatives. He reports on Guided Pathways
efforts during Extended Education division meetings which occur approximately three times a semester. In one sense, the structure of our
Division Meetings mirrors the intention of Guided Pathways framework by having both student service and instructional staff present for
information sharing. Similarly, front office (One Stop) staff help students with both student service and instructional needs.

Vision for Success and Student Equity Program goals are integrated into Student Success Council goals reviewed at each meeting. Student
Services in Extended Education sites are focused on providing equitable services to students living in and those primarily accessing courses
and services from Extended Education site. Efforts have included:

e The Zoom Me In Innovation Grant to support Zoom tutoring and dissemination of Zoom use and expanded equipment that would
support this including Chromebooks, Bamboo pens, headsets, and cameras.

e The Latinx Initiative, Latinx graduation, and Latinx Summits.

e Hosted Mental Health First Aid training, a two-day ASIST training, Veterans Meet and Greet event, a revamped Welcome Day,
LGBTQ* Allyship training, two Latinx Summits, a Dia de los Muertos Event.

¢ A VA Work Study position so that a current student can serve Veterans.

e Support for undocumented students via NVCSS workshop and individual support.

e Expanded community partnerships including representation on the Tehama Veterans Collaborative, participation in Tehama Together
meetings, Latino Outreach of Tehama County, Tehama Foster Youth Collaborative, and Red Bluff Chamber events.

e Student participation in Redding clubs and Student Senate via Zoom made possible.
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Worked with bookstore to allow purchase of individual scantron sheets at sites (in response to machine malfunctions) and allowing
students to return rental books from their Extended Education sites rather than having to bring books physically to the bookstore in

Redding.

An Extended Education marketing plan and Tehama based committee.
The first Tehama High School Counselors Day and plan for, in response to high school counselors’ request, the first on-site high school

registration event.

A Student Service Assistant stationed at Corning High School district in the summer of 2019 and spring 2020.
Support to Tehama E-learning Academy TELA staff.
The first Upward Bound Summer opportunity camp for middle school.

Extended Education follows the district’s Strategic Plan but is in the process of completing a needs assessment that will not only support
movement towards Center Status but should also inform future planning processes.

d. Program Needs and Opportunities

1.Summary of Needs and/or Opportunities for Improvement

Given your analysis of the various program assessments described in the previous section, what are the most pressing needs and/or
opportunities for improvement? What resources are needed?

Table 5. Program Needs and Opportunities and Recommended Resources

Opportunities/Needs

Resources Needed

Greater consistency of support
provided by all front office
across all sites including
temporary and substitute
workers

The front office in Tehama relies on one full time and two part time staff members. The Trinity
and Intermountain Campuses have one full time staff person each. As a result, each site relies
heavily on substitute and temporary staff. It can be difficult for subs to remain apprised of
changes in procedures; furthermore, significant staff time is required to locate and schedule
substitute employees, especially in the Intermountain and Trinity campuses. One response to this
situation to be implemented in the fall is a change in Student Service Office Hours across
Extended Education districts. Expansion of the number of substitute and temporary workers
available to serve during lunch, in case of sickness, or in response to training needs would be
helpful.

Including additional time for substitutes and temporary workers to receive and be paid for training
remotely would provide us with a greater ability to retain trained workers.

With the increase in the number of students served by EOPS, the addition of the Step Up program,
and the fact that efforts are underway to increase service to PACE students and foster youth, front
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Opportunities/Needs

Resources Needed

office staff have assumed additional duties. In the short term, the Senior Staff Secretary has been
the primary person responsible for learning and then disseminating new procedures that, in
Redding, can be addressed by separate departments.

One potential source of support would be having access to a greater number of work-study
students or support for other student workers. While the amount of federal funding is outside of
our control, we are working to create an opportunity to increase the number of Extended
Education students who are able to benefit from this program by offering remote opportunities or
opportunities on Extended Ed campuses to participate in work fairs and clarifying positions
possible in Trinity and on the Intermountain from their own campuses.

A greater range of materials
available in Spanish

Of the three counties our district serves, Tehama County is home to a larger percentage of
residents who identify as Hispanic/Latino. Local school districts have active English Language
Learner communities and the district’s ESL courses continue to be critical resources. Our
outreach efforts and growth towards center status would be supported by having a wider range of
materials available in Spanish as well as in English. Having key web pages and Student Service-
related documentation (such as key financial aid and admissions and records forms) easily
accessible in Spanish would provide an opportunity to engage and community family members.
For the most part, materials would likely be created at a district level.

Veterans Services

Voters who supported Measure H communicated a strong interest in having a Veterans Center
located in the Student Services Building. Data suggests that the county only 35 students are
currently enrolled in courses on the Tehama Campus and receive veterans or dependents benefits.
Additional veterans attend courses in Redding but reside in Tehama County. The Tehama
Campus in particular would benefit from additional support to reach out to veterans, share
financial aid information related to Veterans Benefits, and to help create opportunities for veterans
to create communities of belonging while on the Tehama Campus. Potential resources could
include assignment of a Student Service Facilitator or Coordinator to the Tehama Veterans Center
and monthly visits by the Veterans Counselor and Veterans Services Financial Aid Analyst.

Transportation support

Enrolled Tehama students receive free TRAX passes in order to access bus transportation to
campus and to other areas. Service to campus operates Mondays through Fridays and ends at 6
p.m. There is no weekend service. There are currently no viable public transportations options
from the Tehama to the Redding Campus where many students complete their studies. An
expansion of options for sharing rides or accessing other transportation funds (e.g., to transport
Health Science students to the Redding campus) would greatly benefit our students.
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Opportunities/Needs

Resources Needed

Enhanced support to students in
outlying areas

Enhanced training and support for Zoom counseling and student service meetings as well as the
purchase of equipment to support Zoom utilization. Regular training in Financial Aid skills would
be especially helpful.

Having a bilingual counselor serve one day every two weeks in Corning for the Corning Promise
grant would be beneficial. Currently, Butte College sends a counselor and Shasta College sends a
Student Service Assistant who supports student navigation through steps to enrollment and
connects high school students and community members to counselors.

Continuation of events like this year’s High School Counselors Day and planned onsite
registration would help solidify those relationships.

Similarly, continued increased connection with high school counselors and creation of protocols
for connections with and support of high school counselors in Extended Education areas would
clarify the distinctions between district guidance and local support available. This has been
identified as important given past incursion of Butte College outreach to high schools in our area.
Increased ability for Extended Education counselors to engage in outreach efforts. Support for
this effort would include having part-time counselors available to work in Extended Education
while outreach efforts are under way, and having access to additional fully functional district
laptops and staff (like Extended Education Student Success Facilitators) to accompany counselors
to high school and community events.

Counselor training needs

Counselors serving in Extended Education sites, particularly part-time counselors, have unique
needs and strategies for meeting those needs given the more limited availability of resources on
Extended Education sites. Monthly training for Extended Education counselors can help reduce
isolation, provide an opportunity to share information, and to articulate support needs.

Additional professional learning trainings focused on education planning, career advising, and the
move towards Guided Pathways counselors provided via Zoom.

In the past, a counselor visited the Intermountain Campus occasionally. Exploring opportunities
for providing increased access students living near the Intermountain campus area as well as in
outlying areas served by Trinity would contribute to Extended Education growth goals.

More automated and responsive
procedures

The district is moving towards expanding use of online and paperless solutions to payroll and
other administrative paperwork. Inthe meantime, Extended Education relies on a courier service
to bring mail and documents from one campus to another. An expanded ability to send documents
digitally would support office efficiencies and would likely provide accuracy of information since
documents would be checked closer to the period when they are due. [The COVID 19 crisis that
began affecting the state in March has precipitated an expansion of paperless forms and
accompanying procedures.]
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2. Action Plan

What steps will your department take to address the needs and/or opportunities for improvement identified above? Which Institutional
Goal(s) listed in the Educational Master Plan will be addressed? List major activities, required resources, person(s) responsible and

timeline for each activity.

Ability to address several of these issues is largely in the hands of the district and depends on allocation of general fund and categorical
program dollars based on district budget needs and priority rankings that result from our Annual Planning Process. However, there are a
range of actions that Extended Education can take in the interim including movement towards future investments. Timelines and staff

person responsible will depend on several factors including any changes in FTEs, course offerings, and assignment of courses to Extended

Education in the wake of COVID-19, anticipated changes in personnel and positions, economic repercussions of the current pandemic, and
legislative responses related to both. Overarching strategies that also shape the development of an action plan include activities related to
pursuit of Center Status for Tehama. The action plan appears in Table 6.

Table 6. Action Plan

Continued assessment of staffing patterns given our growth in
categorical programs and Center status vision.

Opportunities/Needs | Potential Activities & Strategies Timeline SEIEN .
Responsible
Consistent support, e Evaluation of the paraprofessional position to determine the 12/20 Dean Fields
fully trained across effectiveness of this position for the Intermountain Area and Trinity
sites Campuses and any support needs required.
e Continued use of SARS to schedule and track student services NA Lucero, Yacoub,
offered and needed. Westlund
e Formalization of Extended Education front office staff Zoom
trainings with updates from Admissions & Records, Financial Aid, | U20 _
and other departments deemed necessary. Senior Staff Sec
e Recording of Zoom training sessions; scheduling time during + ADISS Director
substitute/temporary employees next visit on campus for them to F20
view and listen to the recordings.
12/20 Dean + AD/SS

Director
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Opportunities/Needs

Potential Activities & Strategies

Timeline

Person

Responsible
A greater range of e Dedication of more and more regular Latinx Initiative staff time to | U20 Padilla, Dean
materials available in support the development of materials as well as compiling links to
Spanish current Shasta College resources currently available in Spanish.

e Strategic scheduling of Latinx Initiative student workers to conduct
outreach.

e Review of key student needs by a committee of bilingual 8/20 Padilla,
counselors, ESL faculty, and Student Service staff who interact Undocumented
frequently with Spanish speaking students. Student Team

e Promotion of the availability of Spanish language materials with F20 Padilla, LOTC,
Latino Outreach and other community partners. Market_mg

e Work with local agencies to identify resources for Spanish speaking Committee
students, including any translators, and make sure these are added
to our community resource database. U20 AD, LOTC

Veterans Services e Work with the Veterans Center to provide support on a rotating S21 Veterans Services
basis in the new Tehama Student Service building for Extended Team, Dean
Education veterans.
e Ensure that Veterans Services professionals have training and S21 Veterans Services
equipment needed to outreach to Tehama veterans. Team, Dean
e Ensure continued, regular participation by a Tehama staff member | U/F20
in the Tehama Veterans Collaborative. AD/SS Director
e Renewal, in June, of the VA Work Study contract, to fund a student U/20 Veterans Services
veteran to reach out to potential student veterans and to support
current student veterans.
Transportation e Maintain contact with the Department of Transportation F20 Dean
support representative working with TRAX and Rolling Hills Casino

regarding expanding transportation options within Tehama and

possibly to Shasta County.

e Continue to promote the availability of TRAX passes and RABA NA One Stop
passes.

Enhanced supportto | e  Continue to expand Zoom tutoring. NA Hopper, Healey
students in outlying | e«  Continue to support counselors in using Zoom technology with NA Shirer, Ecklin

areas

students in outlying areas, utilizing the screen share function.
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Opportunities/Needs

Potential Activities & Strategies

Timeline

Person

Responsible
e Expand support for students taking online courses for the first time,
including training and study sessions, making and archiving video
tutorials, and information about time management and other u20 Front Office,
supportive tools. AD/SS Director
e Continue to work with Corning Promise to offer a Student Service
Assistant or Counselor every two weeks at Corning High School. F20 Dr. Holiday-
e Continued and expanded representation at larger community events Scherdov, AD/SS
with updated promotional materials and banners. F20 Director, Dean
e Continuation of first Tehama High School Counselors’ Day and ]
communication from Extended Education to area high schools F20 EE Counseling
regarding important dates, and events. Supervisor
e Continued support for a Tehama Outreach Counseling efforts to )
with a Tehama based full time counselor serving as the primary F20 EE Counseling
point of contact for area high school counselors. Supervisor
Counselor training e Continue monthly meetings of Extended Education counselors to F20 EE Counseling
and support assess EE unique training and support needs including use of Zoom. Supervisor
e Robust training for part-time and substitute counselors to remain F20 EE Counseling
aware of changes in the system and procedures. Supervisor
More automated and | e  Extended education has worked with Payroll to submit signed NA The responses to
responsive electronic copies of timecards on the due date, sending hard copies the COVID-19
procedures by inter campus mail to avoid requesting originals 5 to 7 days in have accelerated

advance and therefore providing more accurate documentation of
hours worked. We have also worked with the bookstore to allow
Extended Ed students to return rental books from their Extended Ed
campus rather than having to travel to the Redding Campus.

and expanded this
process.

16





