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Organizational Overview 
Introduction Waukesha County Technical College (WCTC), is an accredited public, not-for-profit 
technical college operating as one of 16 post-secondary technical colleges in the Wisconsin Technical 
College System (WTCS). The WTCS operates under a shared governance model between the governor-
appointed WTCS Board and the 16 technical college district boards. The WTCS tracks technical college 
operations through reporting and audit requirements and oversight, consultation, coordination and 
support services. It sets standards and criteria for building construction, remodeling current facilities, and 
implementing new academic programs. 
 
As a community partner for nearly 90 years, WCTC is one of Wisconsin’s finest centers of higher 
education and is a first choice among hundreds of college-bound students. Established in 1923 as 
Waukesha Vocational School, today’s college is located about 20 miles west of Milwaukee, WI where the 
students enjoy a natural 130-acre campus in Waukesha County’s lake country area that has high 
academic and technical standards, and provides a variety of student services to enhance the college 
experience. There are two campuses: Pewaukee and Waukesha. WCTC is a student-learning centered 
college that maintains its educational leadership by providing up-to-date, relevant occupational, technical 
and Critical Life Skills (CLS) education.  
 
The nine member WCTC District Board is appointed by a committee of county board chairs that recognize 
the importance of choosing dedicated individuals who value higher education and represent the 
taxpayers, the College’s largest group of stakeholders. The WCTC District Board consists of two area 
employers, two employees of area businesses, one school district administrator, one elected official and 
three additional members.  The College Board membership is dictated by Wisconsin statute detailing 
membership requirements. In the 1970’s, WCTC became the first technical college in the state to 
establish a non-voting student member on the board. Today, that has been expanded to include 
representatives from WCTC’s professional unions as well. The District Board is demographically and 
geographically representative of WCTC’s service area.  
 
Within its scope and purpose, the WCTC District Board provides policy development and oversight that 
reflects the College’s mission and vision.   The Board is empowered by Chapter 38 of the Wisconsin 
State Statutes to levy property taxes, provide for facilities and equipment, employ staff, and contract for 
services. Chapter 38 authorizes WCTC to set academic and grading standards in conferring certificates, 
associate of applied science degrees and technical diplomas. 
 
The WCTC District Board also administers state and federal aids and does so in conjunction with the 
WTCS State Board.  WTCS awards grants to WCTC that provide assistance in meeting the needs of 
target groups, including services for the disadvantaged, the disabled, women, dislocated workers, 
minorities, and the incarcerated.  The WTCS State Board works with a range of other state agencies to 
develop and implement career and technical education related services.  For example, WTCS works with 
the Wisconsin Department of Public Instruction to coordinate secondary and postsecondary career and 
technical education programs. In cooperation with the University of Wisconsin (UW) System, the WTCS 
board is establishing coordinated programming and credit transfer programs. The WTCS also cooperates 
with the Department of Workforce Development to provide training for apprentices. 
 
At the local level, WCTC serves 99 percent of Waukesha County, 10 percent of Jefferson County, 2 
percent of Dodge County and 2 percent of Racine County, Wisconsin. There are 46 municipalities – 7 
cities, 20 towns and 19 villages served by WCTC. The largest is the City of Waukesha with a population 
of over 68,000. Waukesha County’s estimated population in 2010 was 383,864, an increase of more than 
5% over the 2000 Census. 
 
Dr. Barbara Prindiville is only the fifth president in the nearly 90 year history of WCTC - O. B. Lindholm 
from 1923 to 1949, A. J. Natalizio from 1949-1973, R.T. Anderson, Ed.D. from 1973-2002, and C.A. 
Brown from 2002 to 2005. Prindiville started her tenure in August 2006.  
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Figure O-1 Answering needs 
Mission 

WCTC provides accessible career and technical education to strengthen our community through life-long 
learning. 

Vision 
WCTC is the leader in workforce development, preparing learners for success within the regional and global 
economy. 

Values 
Commitment.  Dependability / Effectiveness/ Responsiveness / Stewardship / Accountability / Purposefulness.   
We are committed to creating an environment that fosters learning, personal, growth, and fulfillment of the critical 
life skills. 

Integrity.  Honesty / Truth / Fairness / Trust. We create a work environment together which upholds honesty, 
truth, fairness, and trust. 

Relationships.  Collaboration / Fun / Teamwork / Respect / Humor.  We encourage collaboration and diversity 
among staff, students and the community through teamwork and respect of one another. 

Communication. Listening / Sharing / Questioning / Thinking. We share information and ideas in an open, 
honest, timely manner throughout the college as we practice clear thinking and questioning. 

Learning.  Competence / Success / Personal Growth. We provide opportunities to grow professionally and 
personally to foster competent and productive members of our community.. 

Excellence.  Quality / Innovation / Flexibility.  We provide excellence in education by delivering high quality, 
innovative and flexible learning options. 

 
WCTC’s 2009-14 strategic plan provides the foundation for college planning. The strategic goals provide 
the framework for the review and analysis of organizational performance and keep the College focused in 
both the short- and long-term. 
 
Strategic Goals (2009-14) 
• Student Learning WCTC attracts and retains diverse students with a range of talents and needs by 

offering services and educational opportunities focused on student learning. 
• Collaborative Partnerships WCTC shares expertise among faculty, departments, colleges, K-12 

districts, the business community and governmental entities to provide a variety of learning and 
enrichment opportunities that meet the needs of students, employers and community members. 

• Competent Graduates WCTC provides skilled, flexible, conscientious and employable graduates by 
maintaining high standards and offering a variety of courses within future-focused programs that 
prepares learners for the changing labor market. 

• Employees WCTC develops systems that attract and retain highly skilled, quality staff capable of 
responding to changing needs of students, staff, businesses and the community. 

• Technology WCTC develops technology skills for students and staff through the use of both current 
and innovative technologies and strategies that are responsive to industry trends. 

• Facilities WCTC provides a dynamic learning and work environment that is inviting, safe and flexible. 
• Community and Business WCTC fosters and maintains valuable relationships and visibility by 

informing students, parents, businesses, government and community members about the value of 
career and technical education. 

 
Accreditation WCTC received Reaffirmation of Accreditation from the Higher Learning Commission in 
2010-11 and is currently accredited through 2017-18.  WCTC joined AQIP in 2004, completed the 
Constellation self-assessment and held a facilitated Conversation Day as part of the Vital Focus process. 
To date, WCTC has retired nine cross-functional teams working on action projects via Appreciative 
Inquiry processes:  (1) Pre-Enrollment Assessment; (2) Data-driven Participative Decision Making; (3) 
Improving Internal Communication; (4) Strategic Planning; (5) Service Learning; (6) Student Learning 
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Evidence; (7) Dashboard; (8) Program Viability – Phase One; and (9) Online Course and Student 
Success.  Currently, three Action Project Teams are working on Program Viability – Pilot Phase; 
Employee Engagement; and Critical Life Skills Review.  Approximately 12 academic programs enjoy 
accreditation by state and national agencies. WCTC operates under numerous professional/business 
skills and work standards e.g. OSHA, FERPA, Americans with Disabilities Act, Family and Medical Leave 
Act, Civil Rights Act, etc. 
 
Figure O-2 Student Statistics 

 More than 98% of WCTC graduates stay and 
work in Wisconsin contributing to the local 
economy with salaries and skills.  In 2009-10 
WCTC award 1,690 Associate of Applied Science 
degrees and Technical Diplomas, a 14% increase 
over 2008-09.  The results of WCTC’s follow-up 
survey with 2009-10 graduates revealed that 96% 
were ‘satisfied’ or ‘very satisfied’ with their 
education, a finding that has been very consistent 
for nearly twenty years.  The median salary of 
2009-10 graduates working in their fields was 
$33,254, with 90% of graduates in the job market 
being employed within six months after 
graduation, even during the current economic 
climate impacting the United States.  Of those not 
in the job market, 22% of 2009-10 graduates were 
continuing their education beyond WCTC, a 
marked increase from the past.  
 
 

1.  Student Learning Goals and Shaping an Academic Climate As a student-learning centered 
college, WCTC places learning first in every policy, program, and practice. WCTC strives to support an 
atmosphere of freedom and confidence for teaching, learning, and the expression of truth. WCTC 
students will be uniquely suited for tomorrow’s world. They will possess a work ethic that enables them to 
demonstrate an interdependent role in society and the workplace.  
 
To ensure an academic climate that cultivates student learning, WCTC solicited input from faculty, staff, 
students, and employers to identify and define skills necessary for students’ development and for 
achieving occupational and personal success.  These skills are continuously reviewed with the most 
recent update in 2008-09.These Critical Life Skills (CLS) are grouped into four clusters: Communication 
Skills; Analytical Skills; Group Effectiveness Skills; and Personal Management Skills. These CLS enable 
students to meet the following student learning goals: 

• Function responsibly in their community 
• Function productively in the workplace, 
• Apply learning, 
• Cope with change, 
• Build effective relationships. 

In 2011-12, a new action project team has been chartered to validate, review and re-package the CLS for 
currency and assessment effectiveness.  
 
In addition to the CLS, each program has identified occupational-specific learning outcomes unique to the 
individual program. These are addressed in 1P2. 
 
WCTC features educational offerings and services that meet the needs of students and employers by 
providing a wide variety of lifelong learning opportunities clustered within eight Centers of Excellence. 
WCTC offers over 80 associate of applied science degrees and technical diplomas in business, industrial, 
service, and health careers. Specifically, the Centers of Excellence, which cluster similar occupational 

Enrollment (2010-11) 
All Students 27,926 
Associate of Applied 
Science 

 8,446 

Technical Diploma 2,399 
Apprentice     283 
High School 
Transcripted Credit 

 3,871 

Personal Improvement 11,706 
FTEs  4,892 

Profile 
Male/Female Ratio 50%/50% 
Median Age of 
Program Students 

25 

Ethnic Minorities (all 
students)* 

14.6% 

Ethnic Minorities 
(Program students)* 

14.8% 

* Note: This is about two times greater than the diversity 
of the service area population.  
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programs together, are: (1) Business; (2) Education, Interior Design & Human Services; (3) Electronics & 
Engineering; (4) Hospitality & Culinary; (5) Nursing & Allied Health; (6) Printing & Graphics; (7) Protective 
Services; and (8) Skilled Trades. All associate degree students are required to complete 21 credits of 
General Studies in the areas of social and behavior science, communication, math and/or science.  
 
Students can also choose from 10 apprentice programs and approximately 50 certificates and advanced 
technical certificate programs. Certificates are geared for adults who already possess some work 
experience and want to broaden their career credentials. Many of WCTC degree and diploma programs 
feature credit transfer agreements among high schools – WCTC – and participating four-year colleges 
and universities to ensure a seamless transition between educational institutions. To review WCTC 
degrees and diploma programs, see https://www.wctc.edu/programs_&_courses/index.php 
 
All programs and courses follow a five-year design, implementation, and assessment/student 
learning evidence cycle in accordance with the college’s Academic Master Plan reviewed and 
updated in 2010-11 (1P18).  The educational design process is well defined by the WTCS. Careful 
consideration is given to assure statewide curriculum and accreditation standards are also aligned 
with the mission and vision.  
 
WCTC also provides educational experiences that assist with other occupational and personal learning 
needs. These include Adult Basic Education (ABE), English Language Learners (ELL), personal 
enrichment, and professional certifications.   In addition, WCTC supports learning through the Learning 
Place, the Library, the Speech Lab, Special Needs Services, Counselors, Advisors, Student 
Organizations, and other services for students. Courses are delivered in a variety of formats including: 
Traditional face-to-face instruction   Hybrid-blended format  
Independent study     Cooperative education 
Traditional with web-based enhancement  Interactive television 
Accelerated      Shared programs with other WTCS districts 
Web-based (online courses) 
 
WCTC has responded to changing student needs by increasing the use of distance learning methods 
and by adopting emerging technologies. WCTC uses the Blackboard Academic Suite Course 
Management System for online learning. This system is fully integrated with the student administrative 
system. This integration allows Blackboard resources to be used as needed by faculty and students. 
Instructors can post grades, handouts, or messages for students to access from home or from on-
campus labs. 
 
Appropriate technological support is available to every program to foster the integration of new 
technology into instruction. The Pewaukee campus classrooms are equipped with multi-media 
technology that includes video projection equipment, Internet connected computer, DVD units, and 
document cameras. Examples of other advanced technology being used for teaching and learning are 
podcasting, Camtasia, and Macromedia Breeze. All faculty teaching between half and full time have a 
computer. Equipment is up-to-date and replaced according to an aggressive district-wide plan. 

   WCTC provides excellent student computing opportunities. There are approximately 70 computer labs 
with an average of 18 computers per lab. The labs have wireless network access. WCTC also has a 90-
student workstation open lab for student and community access. This lab is open 80 hours per week. 
There is a student help desk available in this lab to assist users. 
 

   The College also has specialized labs targeted to certain occupational areas where students can get 
staff assistance/tutoring with homework, test preparation, etc. 
 

   Web-based email accounts are assigned to all credit students. There is also web-based network storage 
available to every student for course- related file storage. 
 
   The College uses simulators in various classroom settings that enable students to get  hands-on, 
 

https://www.wctc.edu/programs_&_courses/index.php
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practical application through advanced technology, e.g., human patient simulators for Allied Health, 
Nursing, and Paramedic; driving simulators for Truck Driving and Fire Protection; and “Sim City” for 
Criminal Justice, Fire Protection, and Emergency Medical programs. 

 
   The WCTC library has a general use computer lab for student and community access. It also has an 

instructional computer lab for students to get hands-on training related to accessing library resources. 
The library resources are available 24/7 through remote electronic access. The resources available 
include research databases, email reference services, online catalogues, and electronic reserves. 

 
2. Other key organizational services In accordance with WCTC’s mission, vision, values and 2009-14 
strategic goals, the key organizational services, other than instructional programs, provided for students 
and other external stakeholders include the following: 

• Customized training and technical assistance  
• Continuing education and professional development  
• Self-enrichment programs/services  
• Small business/entrepreneur support  
• Global Education and Trade Services  
• Learning in Retirement 

 
The college has designated staff and financial resources to accomplishing these distinctive objectives by 
way of a dedicated Corporate and Community Training department to promote the economic growth and 
development of WCTC’s district; Continuing Education and Personal Development courses to answer the 
community’s need for lifelong learning and development courses ; a Small Business Center to provide 
instructional and entrepreneurial advising for customers as they explore and start small businesses; and 
the WCTC Global Education & Trade Center which has prepared the business community and workforce 
for the realities of a global economy for the past 25 years.  
 
3.  Requirements/Expectations/Competitors 
 

Figure O-3 Student and Other Key Stakeholders – Requirements & Expectations 
Key Groups/Definitions Sub-Categories Short & Long-Term Requirements 

&Expectations 

Students 
Current Students – Enrolled in 
courses and/or a program. 

•  Program students (FT or PT) 
o Program areas  
o Apprenticeship  
o Certificate 
o Technical Diploma 
o Associate Degree 

•  Pre-program & Non-degree-seeking 
o Credits for transfer 
o GED/HSED 
o Professional development/ 

continuing education 
o High school credit 
o Personal Enrichment 

• Enrolled returning adults & older workers 

•  Academic advising 
•  Course availability 
•  Assurance of program quality 

and relevancy 
•  Assurance of faculty expertise 
•  Degrees/diplomas 
•  Opportunities for student 

development outside the 
classroom 

•  Social outlets 
•  Required industry credential 
•  Life-long learning 

Prospective Students – Not yet 
matriculated to WCTC. 

Markets: 
•  High school students 
•  H.S. non-completers 
•  Multi-cultural students 
•  Adults and returning adults 
•  Older workers 

•  Receive career guidance 
•  Support transition to college life 
•  Guidance in registration process 
•  Assurance of program quality 

and relevancy 
•  Program access, convenience 

and completion time 
•  Academic preparation for  high 

school completion and/or college 
•  Advanced standing/college credit 
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Stakeholders 
Employers & Potential 
Employers - includes businesses 
who hire WCTC students, who 
use WCTC to provide technical 
assistance, customized training 
and education for employees, and 
occupational advisory committee 
members. 

•  Business & Industry 
•  Government & Organizations 

o government organizations 
o non-profit agencies 
o professional and civic groups 
o hospitals and educational groups 
o community-based groups (e.g. La 

Casa de Esperanza, Women’s 
  Center) 

•  Worker skill assessment 
•  Upgrade training in new 

technology or methodologies 
•  Meet required certification standards 
•  Partnerships for economic 

development and growth 

District  Board Composition: 
2 Employer members 
2 Employee members 
1 Elected official member 
1 School District Administrator 
3 Additional Members 
Non-voting members: Student, Teachers’ 
Union,  Professional Union & Support 
Staff Union Representatives 

•  Growth 
•  Fiscal responsibility 
•  Quality programs and instruction 
•  Positive image for WCTC 
•  Community needs & 

economic development 
•  Accurate and timely 

information on changes at 
WCTC 

Community Members – includes 
all who benefit from educational 
services and programs. 

•  Senior Citizens 
•  Life-long learners 
•  Learning in Retirement (LIR) 

•  Taxpayer value 
•  Offering a variety of enrichment     
programs 
•  Educated workforce 
•  Fiscal responsibility 
•  Responsive to needs 

Other Educational Institutions –
Pre-schools through universities 
whose staff collaborate with WCTC 
to provide training and education 
to our common community. 

•  Pre-schools 
•  K-12, public and private 
•  Other colleges and universities 

•  Youth options offerings 
•  Transcripted credits 
•  Internship opportunities 
•  Transferability of credits among  
    institutions        
•  Career pathways 

Alumni  •  Communication from WCTC 
•  Participation on Advisory Committees 
•  Additional educational opportunities 

WCTC Foundation  •  Works with Financial Aid to provide 
student scholarships 

WTCS and other Wisconsin 
Technical Colleges 

 •  Collaboration on curriculum design 
•  Sharing costs 
•  Networking/Best Practice sharing 

     
 
Competition WCTC’s location in the greater metropolitan Milwaukee area places it among several other 
post-secondary educational institutions. The closest WTCS location offering similar educational offerings 
is Milwaukee Area Technical College. Other technical colleges adjacent to WCTC’s immediate district 
service area are Madison Area, Moraine Park, Blackhawk, and Gateway Technical Colleges. In addition, 
WCTC’s area is home to a variety of proprietary institutions (e.g. DeVry University, Herzing University, 
ITT Technical Institute, to name a few). WCTC has forged strong partnerships with many of the four-year 
colleges in the area, however, making competition a non-issue. WCTC students are able to make 
seamless transfers to colleges such as Marquette University, Carroll University, University of Wisconsin-
Milwaukee, University of Wisconsin-Parkside, University of Phoenix, Cardinal Stritch University, Mount 
Mary University, and Alverno College.  
 
The University of Wisconsin-Waukesha (UWW) Campus is located just a few miles from WCTC and 
WCTC does sometimes compete for similar students. Students attending UWW, however, are primarily 
attending the 2-year Waukesha Center for the general education courses that will transfer to a 4-year UW 
campus, not for entry-level career education. WCTC students are career-focused and most are 
immediately admitted to a specific occupational program. 
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Some of WCTC’s competition comes from the in-house training developed and offered by employers 
themselves.  
 
4. Human Resources WCTC has been fortunate in its ability to hire and maintain a highly skilled 
workforce. The college’s major employee groups include: 
• WCTC Faculty, represented by the Waukesha County Technical Educators Association, affiliated with 

the Wisconsin Educators Association Council (WEAC) and the National Education Association (NEA). 
• Classified support staff, represented by the Waukesha County Educational Support Professionals 

Union, also affiliated with WEAC and the NEA. 
• The Association of WCTC Professionals, a represented group of professional employees who provide 

indirect support of the mission of WCTC. 
• Non-represented employees including administrators, managers and supervisors, administrative 

support, and confidential personnel. 

 
Figure O-4         Figure O-5 
 2010-11 Staffing Levels         Staff by Gender* 
 Full-time Part-time 
Faculty 190 695 
Support Staff 177 48 
Non-Represented 63 1 
Professional 33 2 

                                                                                                 *excludes temporary employees, casuals,  
                                                                                                            student employees and part-time I instructors 

 
The President and her Executive Council (PEC) review the Organizational Chart on an annual basis 
(or more often if needed) to align staffing with instructional and service needs that support the 
College’s mission.    
  
With numerous recent retirements, and as public resources become increasingly limited, existing 
positions and openings are continually monitored by the PEC with the assistance of Human Resource 
Services, to ensure that resources, staffing, and institutional needs are well aligned to realize the most 
efficient workflow. In addition, WCTC is keenly aware of the importance of aligning the strength of 
individuals with the work that needs to be accomplished.  Each position’s required knowledge, skills, 
and abilities are determined by the incumbent worker and prescribed requirements in the job 
description.   
 
5.  Aligning leadership processes The PEC regularly reviews and implements District Board policy 
and provides leadership in major processes of the College, especially in planning and implementation 
activities.  In so doing, this Council assures uniform implementation and alignment of policy, effective 
and efficient management of resources and the overall accomplishment of the College’s mission, 
vision, and goals. This alignment is achieved through the strategic planning process and regular 
monitoring reports to the District Board. 

 
  As a component of the Policy Governance model, the District Board established End Statements (8P2, 
Figure 8-1) that describe the benefits or long-term results that are desired for students and other 
stakeholders.  The Ends define WCTC’s expectations for meeting its mission.  All College staff are 
expected to achieve these Ends while carrying out the mission, vision, values, and goals.   

The College adopts administrative policies and procedures that define and operationalize the daily 
workings of WCTC.  District Board members participate in additional oversight activities through 
national and state boards such as the American Community College Trustees and the WTCS Boards 
Association. 

 

 Female Male 
Faculty 55.5% 44.5% 
Support Staff 80% 20% 
Professionals 73% 27% 
Non-Represented 54.1% 45.9% 
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WCTC adheres to Administrative Policy: Human Resources (HUM-300) Code of Ethics for Employees 
which establishes ethical standards of conduct, prevents conflicts of interest, improves standards of 
public service and strengthens the faith of the public in College employees.  District Board members 
abide by a Code of Conduct according to Board Policy 1.8 which is based in Wisconsin State Statutes 
Chapter 19, General Duties of Public Officials and Chapter 946, Crimes Against Government and its 
Administration. These include proper use of authority and appropriate decorum as a Board member. 

WCTC’s Quality Advisory Team (QAT), as part of its leadership role in all continuous improvement, 
including AQIP processes, ensures that support and process goals are being met. The QAT is 
comprised of the College President, Executive Vice President, Vice President of Strategic 
Effectiveness and Advancement as well as leadership from each of the unions and the Center for 
Quality and Innovation. This overarching team guides the alignment of all quality efforts at WCTC. 
 
6.  Aligning key administrative support goals WCTC’s strategy to align key administrative support 
goals are determined from the College Strategic Plan which guides the Academic Master Plan and its 
objectives which then feeds the Master Facilities Plan and College Technology Plan.  There are two 
specific Strategic Goals in the 2009-14 plan focused on facilities and technology. WCTC ensures that 
equipment, facility, and technology goals are developed in collaboration with staff inclusive cross-college 
planning and budgeting.  Budgets are predicated within prescribed mill and tax levy rates set by the 
Wisconsin Legislature (mill levy) and the College District Board (tax levy).   
 
WCTC’s Pewaukee Campus was originally built in 1972 with phased-in remodels since that time. After a 
successful referendum in 1999, the college opened a comprehensive Health Careers building, a Printing 
& Graphic Arts building, and a College Center, creating a dedicated student enrollment service area. The 
College Center building also houses the Library and other essential student services, as well as services 
to residents and area businesses, such as an open community computer lab. Remodeling of outdated 
facilities is determined as part of the college Master Facility Plan. 
 
The Pewaukee and Waukesha campuses of WCTC are consistently well-maintained with the most recent 
remodel of the Waukesha campus occurring during summer 2011. Visitors to the Pewaukee Campus 
have often been heard commenting, “I can’t believe this location is 35 years old. It’s beautiful.” The 
College’s Master Facility Plan is driven by instructional program needs and aligned with the budgeting 
process. 
 
Equipment and technology are kept state-of-the-art and current in order to meet students’ needs and the 
needs of their employers and potential employers. WCTC strives to provide a learning environment that 
simulates what students will find in the “real world.” WCTC keeps up with the rapidly changing technology 
needs of the college through its strategic planning and budgeting processes. WCTC uses SCT Banner 
software for its operational business, budgeting, and student recruitment and enrollment functions.  
 
Services that support administrative support goals include Facilities Maintenance; Financial Services; 
Human Resources Services; Strategic Advancement and Effectiveness; Marketing and Communications 
Services; and Information Technology Services. 
 
7.  Data and information management Data and information is collected and distributed based on 
requirements of the WTCS, federal and state granting agencies, Higher Learning Commission (HLC), 
Integrated Postsecondary Education Data System (IPEDS), internal key performance indicators, and the 
National Community College Benchmarking Project (NCCBP).  The college has a Banner Core Team that 
oversees all of the college’s data systems and determines the priorities of data distribution. 
 
Data is collected through Information Technology Services via the Banner ERP system or through the 
Oracle Discoverer business intelligence tool.  The college is currently transitioning to COGNOS and a 
local data warehouse.  State data is distributed both online and through the WTCS data warehouse. 
College reports can be customized for divisions and departments and can be accessible on the college 
portal or through the college data systems. There are specific staff  responsible to manage, analyze and 
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use the data collected to create required reports.  Managers use the disseminated reports and technical 
assistance provided by College Advancement staff in order to inform effective decision making and to 
make process improvements. 
 
8.  Key commitments, constraints, challenges and opportunities WCTC diligently works to 
continually align and reposition –when necessary- the College’s opportunities and commitments.  The 
College is able to identify areas of significant opportunity, sustain positive commitments, and isolate 
specific challenges and constraints by using its strategic plan with forecast modeling and projection 
research tools.  This data is triangulated with the input (and perspectives) of area communities, college 
employees, and business and industry leaders to produce the noted results. This is all accomplished in a 
complex setting of economic, employment, political, and logistical change. 
 
The College’s positive commitments to its student body, employees, and communities, are conveyed in its 
seven strategic plan goals (O-Introduction). 
 
With these commitments come constraints that can impact –in varying degrees- the quality, flexibility, 
innovation, and implementation of each goal.  WCTC’s identified constraints include:  1) Managing 
reduced federal, state, and local funding streams; 2) Levy and mill rate restrictions; 3) Managing 
unfunded mandates; 4) Dealing with capacity constraints; and 5) Being “land-locked’ for potential future 
college expansion. 
 
Given these constraints, WCTC is challenged to: 1) Balance the increasing expectations of student and 
community “customers” with the reality of decreased funding for services; 2) Measure the return on 
investment of services; 3) Manage financial resources with increasing cost demands; 4) Offer a student-
learning centered environment containing various instructional modalities that continues to engage our 
multigenerational and diverse student body; 5) Provide a balanced, high tech, and relevant program mix 
that meets the demands of both students and the job market; and 6) Make available the necessary 
academic, financial and support services required for optimal student success.  
 
Although constraints and challenges may be seen as limiting to intended service, WCTC recognizes 
these areas and accounts for them in developing and sustaining “value opportunities” that allow for 
continuous quality improvement and growth at the College.  WCTC’s value opportunities include: 1) 
Implementing a variety of online and hybrid courses; 2) Continuing to expand employee engagement in 
communication and professional development opportunities; 3) Position the College as the southeast 
Wisconsin educational leader in economic development and job training initiatives through regional, state, 
and business partnerships; 4) Grow specific high growth program areas (i.e., Advanced Manufacturing 
and Engineering; Printing and Graphics) to become regional centers of excellence for business and 
industry; and 5) Strengthen K-12 and higher education partnerships that center on direct articulation for 
WCTC students. 
 
9. Key partnerships Developing strategic partnerships are an essential element of WCTC’s vision to serve “…as the leader 
in workforce development…” and its mission to “…provide accessible career and technical education to 
strengthen our community...” In fact, one of WCTC’s strategic goals, “Collaborative Partnerships,” reads 
“WCTC shares expertise among faculty, departments, colleges, K-12 districts, the business community 
and governmental entities to provide a variety of learning and enrichment opportunities that meet the 
needs of students, employers, and community members.” 

 
Figure 9-3 (P9P6) shows key collaborating partnerships that support learning.  These existing, growing 
and developing relationships provide many opportunities for internal and external stakeholders at WCTC. 
For example, collaborative relationships and partnerships support changes at the College through the 
advice of members of advisory committees who keep the College aware of needs, current trends as well 
as emerging trends. Collaborative relationships with other outside partners such as high schools, four- 
year colleges, employers, help WCTC fulfill its mission and vision.   
 
Maintaining collaboration and partnerships within the internal scope of the college is crucial to the 
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continuous quality improvement of processes at WCTC.  With the Wisconsin legislative action in 2011 
removing most collective bargaining from public unions, WCTC has always placed a strong emphasis on 
collaboration, communication and sustaining relationships between represented and non-represented 
staff.  The WCTC Employee Engagement team and the Quality Advisory Team, both comprised of cross-
represented, cross functional staff, have been working with the PEC and HR to create more opportunities 
for college conversations forums and other means of communication among staff and administration.  
These open discussion forums provide an arena for two-way conversations about various topics (some 
more emotionally-charged than others) during these uncertain times.  All employees now working under 
an Employee Handbook (instead of collective bargaining units) are transitioning to a changed work 
environment and the College is committed to continuing collaborative relationships among all staff. 

 

 
 

Figure O-6 
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 Category One—Helping Students Learn 
 
1P1 Determining common objectives WCTC’s common student learning objectives were originally identified as Critical Life 
Skills (CLS) in 1985 using a collaborative academic and employee team. Since 1985, the CLS have been reviewed and validated 
regularly using feedback from advisory committees, updates from Cooperative Education employer/supervisors, and discussions 
among faculty and deans and associate deans. The CLS are incorporated into individual course curriculum using the Worldwide 
Instructional Design Systems (WIDS) application, and are linked to the specific program outcomes and competencies where they 
are assessed.   
 
The CLS were formally reviewed and affirmed with faculty in 2008-09. The 2008-09 project included two components: to 
determine how the CLS are assessed in student cooperative education experiences, and a major review of which specific CLSs 
are valued in each major.  All advisory committees and faculty department groups were involved, and provided input into this 
process. Radar charts for each program were produced to display the results and the data were used for analysis.  
 
In 2008-09, faculty also reviewed the specific CLS that they had identified for their courses.  Over the past two academic years, 
2009-10 and 2010-11 the work on determining which CLS will be assessed and how performance data and information will be 
collected has continued. 
 
In 2011-12 a college-wide review of the CLS will be initiated through the work of an AQIP action project team that will also serve 
as an outcome of the College’s new Academic Master Plan (AMP) which was developed last year (1I1). The current 
configuration of the CLS (Figure 1-1) is categorized across four broad areas of Communication, Analytical, Group Effectiveness 
and Personal Management skills. 
Figure 1-1  Critical Life Skills 

Communication 
Skills 

Analytical 
Skills 

Group Effectiveness 
Skills 

Personal Management 
Skills 

•  Grammar 
•  Writing 
•  Interpersonal 

Communication 
•  Public Communication 
•  Reading 

•  Problem Solving 
•  Critical Thinking 
•  Science and Technology 
•  Professional and Personal 

Ethics 
•  Mathematics 
•  Information Seeking 

•  Conflict Resolution 
•  Social Responsibility and 

 Effective Citizenship 
•  Teamwork 
•  Valuing Diversity 
•  Effective Relationships 

•  Career Development 
•  Career Securing 
•  Study Skills 
•  Stress Management 
•  Coping with Change 
•  Time Management 
•  Self-Concept 

 
1P2 Determining specific program objectives  Program outcomes are developed through occupational analyses, typically 
involving the Developing a Curriculum–DACUM process.  A DACUM involves a facilitated discussion among professionals in the 
target occupation who identify the primary duties, tasks, knowledge, skills, personal traits and tools used on the job. 
 
The February 2008 Systems Appraisal Feedback Report noted the DACUM process as a strength of the College. 
http://www.wctc.edu/general_info/accreditation_quality_improvement/sys_port_pdfs/c1p.pdf 
 
The DACUM results are then aligned with applicable national accreditation, statewide curriculum and certification requirements. 
Finally, the faculty and academic leaders work with advisory committees made up of employers, graduates and occupational 
experts to analyze the results. They then agree upon program outcomes, which include local business and industry expectations 
and standards. 
 
Program outcomes are created for each program with CLS embedded throughout the curricula, which forms the framework for 
the faculty to develop course competency learning outcomes, objectives, and activities. 
 
Formative and summative assessment activities are then routinely aligned with program outcomes and course competencies to 
measure students’ knowledge, skills and attitudes. 
 
At a faculty in-service held November 2009, faculty revisited and revised program outcomes. During the 2010-11 academic year, 
faculty continued to revisit these end-of-program learning outcomes to determine where and how they would assess that 
students achieved the program outcomes. The program outcomes were also shared with advisory committees to verify the 
relevancy and pertinence of the outcome to the business or industry in which the occupational job resides. 
 
There is a growing trend in the Wisconsin Technical College System (WTCS) to develop statewide curriculum that creates a 
majority of common program outcomes that are standard across the colleges to enhance consistent transfer among technical 

http://www.wctc.edu/general_info/accreditation_quality_improvement/sys_port_pdfs/c1p.pdf
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colleges and other higher education institutions. When using statewide curricula, each technical college designs course learning 
plans, objectives, activities and assessment processes. This process allows the technical colleges to offer consistent learning 
opportunities and ease of transfer with the resulting goal to benchmark results with one another. 
 
1P3  Designing new programs and courses The research and development activities conducted before a new program is 
implemented are carried out according to procedures and standards established by the College and the WTCS Board.  The 
program development process has a fully developed timeline that has been flowcharted and occurs annually every fall in 
alignment with budget and curriculum deadlines. 
 
WCTC monitors the demand for new programs and courses by gathering input from advisory committees, professional 
organizations, other employers, legislators, students, and citizens. In addition, census data, workforce projection data from the 
Department of Workforce Development (DWD), and employment, certification and licensing data compiled by professional 
organizations are studied to anticipate both emerging and changing workforce needs. Faculty and staff also research 
technological changes within occupational areas to identify opportunities for new programming and scan for new programs being 
developed nationwide. 
 
The February 2008 Systems Appraisal Feedback Report noted the New Program Development process as a strength of the 
College. http://www.wctc.edu/general_info/accreditation_quality_improvement/sys_port_pdfs/c1p.pdf 
 
The ability to offer technical certificates helps technical colleges respond quickly to their district workforce needs and helps the 
colleges continue to be the place of choice for occupational training. WCTC is moving towards the development of more 
certificates which students can build upon to complete an associate degree. The WTCS also authorizes technical colleges to 
offer Advanced Technical Certificates (ATC) consisting of 9-12 credits of coursework, six in occupational content beyond what is 
offered in any approved associate of applied science degree (AAS) program.  An ATC is an acknowledged credential designed 
for professionals with work experience or students who have already completed some training in a degree program. 
 
In response to employer and student demand for educational opportunities structured via career pathways, WTCS districts may 
also seek to create embedded credentials within existing approved  AAS degrees and/or short term, one- or two-year technical 
diplomas. This Embedded Technical Diploma includes a set of courses taken from the program curriculum of an already 
approved degree that taken together provides the learner with a set of industry recognized specific occupational skills and 
abilities that prepare them for employment.   
 
Once new programs and certificates are approved for development, WCTC uses the WIDS performance-based instructional 
design model in order to assure consistency in design and rigor in new and revised courses. This model incorporates a five-
phased approach: analysis, design, development, implementation, and evaluation. 
  
Through the School-to-Work initiative each of the high schools in Waukesha County has developed career pathways from high 
school courses to technical college programs. This grant-funded federal initiative assists students to identify career pathways. 
 
1P4 Designing academic programming  Responsive academic programming design occurs through feedback from faculty 
who are current in their field, advisory committee input, the Quality Review Process (program evaluation) and/or informal 
discussions with graduates and employers. 
 
One way that WCTC anticipates and monitors employment market trends is by participating in regional economic initiatives such 
as those sponsored by the Milwaukee 7, a consortium of business and civic organizations focused on promoting job growth in 
the seven counties in Southeast Wisconsin. In addition, regular employment market trend analyses are performed by the 
College Advancement (CA) department as programs are being investigated or updated. 
 
Program offerings based on employment market needs are balanced with student interest. Located on the WCTC campus, the 
Workforce Development Center houses nine county agencies that are resources for employers and job seekers (9P1, Figure 9-
2). Information from these agencies directly contributes to the development and modification of WCTC programs and courses.  
In addition, ongoing information from hundreds of cooperative education employers, corporate and community training clients, 
and dozens of active memberships on area service and civic organizations provide feedback about changing needs of 
employers in WCTC’s district. 
 
One of WCTC’s recent AQIP action projects was to develop a standardized process of assessing program viability (PV). The 
intent is to assess and measure the “health” of all programs on a continuous basis.  The PV AQIP team worked with all full-time 
faculty and instructional managers to develop 12 agreed-upon indicators of program health. The data for each indicator will be 
reviewed by department stakeholders during an annual check-up discussion. 

http://www.wctc.edu/general_info/accreditation_quality_improvement/sys_port_pdfs/c1p.pdf
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1P5 Determining student preparation Program-admitted students enrolled at WCTC take Compass, a nationally normed 
course placement exam. In addition, all students who wish to enroll in general education courses that have prerequisite required 
scores need to take the section of the Compass test related to the courses. The dean, associate dean and faculty, in cooperation 
with CA, determine the necessary placement scores for the individual courses based on comparative data from like institutions. 
Those students who score below the necessary placement scores are required to take a program readiness course. 
 
An AQIP action project team designed an effective method to determine student readiness. This process was implemented 
beginning with writing classes during spring semester 2008.  A placement score has been determined based on the current 
success of students in Written Communication. Those not reaching the desired score take a remedial general college course, 
Introduction to College Writing, before being allowed to enroll in Written Communication. Faculty developed a more basic course 
to assist students who needed remediation before beginning the Introduction to College Writing level.   
 
In 2009, a mandatory reading level was implemented for most of the general education courses. Since that time some 
occupational programs have added a minimum reading score for the initial course that a student needs in a program. This 
requires that students register for the Intro to College Reading and Student Success concurrent with the start of their program. 
There was a significant problem with students completing this reading course and so in 2011, the entire course was revamped. 
Data has not yet been collected for student success in this newly redesigned course. 
 
Also beginning spring semester 2011, mandatory placement in math courses began. To set appropriate placement scores, 
faculty did individual tracking of students and the CA department analyzed the resulting data. It is too early to determine the 
success of this endeavor. 
 
Currently, science faculty are designing a process to assist students to be more successful in the science courses. Many of 
WCTC students come with little background or success in the science area. The goal is to have this process defined for 
implementation fall of 2012. 
 
WCTC operates Adult Basic Education (ABE), General Education Diploma/High School Equivalency Diploma (GED/HSED), and 
English as a Second Language (ESL) cluster of programs to prepare students for success. The Test of Adult Basic Education 
(TABE) is used to assess, establish learning goals, and measure progress for students in ABE, GED and HSED programs. 
Students with limited English capability enrolled in GED preparation in Spanish, take SABE (Spanish Adult Basic Education). 
Those students enrolled in ESL are pre-assessed by completing the BEST–Best English Skills Test.  
 
1P6 Communicating to students The initial information available for prospective students to understand the expectations of 
program, course and credential/license requirements can be found in the catalog (http://www.wctc.edu/books/catalog/), website 
(www.wctc.edu), student handbook, individual program flyers, course syllabi, other printed material, and then aligned with the 
student orientation sessions that are held at the college prior to the start of the semester. Program specific open house sessions 
are also held throughout the school year and these provide prospective high school students and their parents the ability to 
explore the opportunities for learning that are available at the College. In addition, course and program specific information is 
communicated in course syllabi and by instructional staff. 
 
The responsibility of helping students make decisions is carried out by the Student Services department. This department is 
involved in many activities such as career exploration, student recruitment and program orientations. Students have access to 
counseling and advising as well as pre-enrollment assessment to help them determine which program to enter. Admissions, 
student support and registration services also aid in the communication process of this information because program advisors 
and counselors meet one-on-one or in small program-specific groups with students.  
 
In 2008, the College began researching a counseling/advising model. Prior to that time, WCTC used a counseling model. After 
extensive research, in December of 2009, the College hired five advisors with an additional advisor a year later. A new 
counseling and advising center opened in August of 2010 allowing the group to work collaboratively for student success. 
 
It was determined that the advisors would work with prospective, new and continuing students providing the following services: 
• Program selection 
• Facilitate the enrollment process 
• Provide program advising sessions 
• Develop academic plans 
• Complete graduation audits 
• Serve on advisory and department meetings 

http://www.wctc.edu/books/catalog/
http://www.wctc.edu/
http://www.wctc.edu/
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• Assist with transfer to four-year institutions. 
 
The counselor’s role in this new model is to: 
• Work with students who receive an early alert from faculty 
• Work with students in crisis 
• Provide workshops in classes and to the students, in general. 

 
WCTC partners with area high schools to coordinate programs such as Youth Options, transcripted credit and advanced standing. 
The Youth Options program allows qualified high school juniors and seniors to take postsecondary courses at WCTC while still in 
high school. Transcripted credit courses are an agreement between a high school and WCTC in which students may receive both 
high school and WCTC credit for specific classes. This information is available through the WCTC resources indicated above as 
well as through area high school counselors. 
 
1P7 Helping students select programs WCTC is an open access institution that allows students to self-select programs of 
study. The College has processes to assist students in career selection which include: 

• Open houses and individualized visits offer opportunities to attend information sessions, tour facilities, learn about 
specific programs, and visit with faculty, staff and counselors.  

• The Career Center offers various career exploration courses; career consultants help students get  started using the 
computerized career planning systems including WisCareers which assist students discover occupations that relate to 
skills, interests and work values and also access outlook, salary and  training information. 

• College counselors, academic advisors, associate deans, program faculty, and other staff meet with students to discuss 
their interests and career choices. 

 
The strong working relationship between WCTC and the high schools in Waukesha County is a direct outcome of a number of 
partnerships including the School-to-Work consortium. Approximately 4400 high school students enroll in 36 transcripted WCTC 
credit courses while in high school each year. Over the past ten years, over 40% of Waukesha County high school graduates who 
transition directly to WCTC, and enroll in program courses, have previously earned transcripted credit. Their program selection 
has often been made during their high school years due to their involvement in transcripted program classes in the high school. 
 
Career Pathway Programs have been developed at all of the technical colleges as part of a federal initiative. Career Pathways 
are designed to guide students from high school to the technical college, to the workplace, and/or a four-year college. A state-
wide team has developed a website for use by students, parents, and guidance counselors; this site includes information about 
79 Career Pathways in 16 occupation clusters and provides descriptions of required and recommended high school coursework 
associated with each occupational area (www.wicareerpathways.org). 
 
1P8 Underprepared students WCTC is using a web-based Student-Strengths Inventory (SSI) for students participating in the 
College’s orientation program. The intent of administering the inventory to incoming students is to implement a systemic, 
evidence-based approach to increasing student success at the College using the information gathered from the inventories to 
increase academic performance and student retention. Students who score below the 40 percentile in academic engagement, 
social comfort, resiliency, campus engagement, academic self-efficacy, and educational commitment are referred to the 
counselors to discuss the results of the inventory. The students are given additional resources, to develop a plan for success. 
The SSI is part of a national higher education research initiative. WCTC was invited as the only two-year college to participate in 
this retention improvement project. 
 
In addition to the SSI initiative, counselors designed, developed and began delivering a course fall, 2011, which uses the Skip 
Downing On Course textbook that focuses on soft skill development for work, career and life success. The course is intended for 
students of all ages but is specifically recommended for underprepared students. 
 
As part of the Student Service retention initiative, and in order to assist underprepared students, counselors conducted seven 
workshops linked directly to WCTC’s CLS. Students were not required to participate; however, initial results showed better than 
expected attendance. In 2010-11, 238 students attended the workshops, which included topics such as Time Management, 
Study Skills, Exploring Careers, Valuing Diversity, Self-Concepts, Navigating Change, and Stress Management. 
 
1P9 Addressing differences in students’ learning styles In most cases, faculty primarily detect and assess differences in 
student learning styles. To enhance faculty members’ skills in addressing differences in learning styles, coursework is required 
for certification (1P11). The Teaching Methods and Educational Psychology certification courses include units on learning style 
differences and address such differences through course construction, delivery options, and learner-centered activities.   
 
Learning style preference information is shared with new faculty at WCTC’s New Teacher Boot Camp (two-day faculty 
orientation). Specifically, the Boot Camp curriculum includes an online survey that provides participants with information about 

http://www.wicareerpathways.org/
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how learners can optimize their own learning capacities. The Visual, Aural, Read/Write, Kinesthetic (VARK) provides information 
about student learning preferences and teaches students how to adapt to their own talents as they study.  
 
Students are referred to the Learning Place for learning differences that were previously identified in the K-12 system and 
confirmed in WCTC classes. In addition, WCTC identifies other students with learning style differences within various workshops 
or courses offered by the College. For example, College Success is an optional course designed to help students develop the 
skills and habits necessary to be more successful. The course addresses learning styles and assists the students in developing 
academic skills and goals in consideration of their personal learning styles. 
 
1P10 Addressing special needs of student subgroups WCTC addresses the special needs of many student subgroups as 
evidenced below: 
 
Figure 1-2 Response to Special Needs 

Student Subgroup Response to Special Needs 
Disabled Reasonable accommodations and support services in compliance with federal law 
High  School Non-completers Individualized and classroom instruction when preparing for the GED and the HSED 

examinations 
High School At-Risk Credits earned that will apply to graduation requirement or work toward GED/HSED 
Adult High School High school diplomas awarded from high school last attended by taking approved 

adult secondary education classes 
Limited English Proficiency ESL classes and labs to develop more proficient English skills in listening, speaking, 

reading and writing 
Displace Homemaker/Non-
traditional Occupation 

Career exploration and assessment, college preparation, job readiness, mentoring, 
and financial assistance 

Dislocated Worker Assistance with paperwork and program and course selection 
Incarcerated Adult Basic Education (ABE) and GED/HSED instruction 
Seniors Numerous non-credit classes for a reduced fee 
General population Credit and non-credit classes 
Professionals and business Additional training needed for improvement 
Minorities Mentors provided through Multi-Cultural Diversity Center 

 
In addition, faculty, staff and students are assisted in understanding the globalization of education, training, 
and the workforce through the integration of global impacts and priorities via the work of the Internationalizing 
the College committee.  
 
1P11 Defining effective teaching and learning WCTC defines, documents, and communicates the College’s expectations for 
effective teaching and learning through several defined processes. Central to effective teaching and learning is development of 
the curriculum. WCTC uses a standardized performance-based instruction design and development process and system called 
WIDS which is a software application that provides a framework and model for creating and implementing curriculum built on 
sound instructional design principles. A critical part of this process is the design and development of authentic performance 
assessments and scoring guides that require students to demonstrate application of their knowledge and skills.  
 
Effective student learning is also assessed and documented through the licensure and accreditation exams students take for 
specific programs. Throughout the College, a variety of rigorous course and program summative assessments provide evidence 
of the skills students have learned. Some departments, for example, use portfolio demonstrations to provide students the 
opportunity to create displays that document the skills they have acquired. Local employers are invited to review students’ work 
and provide feedback which allows for continuous improvement of the courses. In addition, Blackboard software enables WCTC 
students to develop electronic portfolios in both traditional and distance learning courses. 
 
In addition to the design and development of the curriculum, WCTC begins communication of the College’s expectations for 
effective teaching and learning at the time of hire and through the interview process. Potential hires are required to complete a 
teaching lesson as part of the hiring committee’s selection process. Candidates demonstrate effective teaching methodology that 
is evaluated by the committee members before being hired. 
 
Effective teaching is determined and documented through the implementation of the annual Teacher Improvement System (TIS), 
WCTC’s system for continuous quality improvement in instruction. The February 2008 Systems Appraisal Feedback Report 
noted WCTC’s performance improvement systems as a significant strength of the College in part due to the continuous 
improvement philosophy of the processes (2007 Portfolio 1P6 and 4P6). 
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http://www.wctc.edu/general_info/accreditation_quality_improvement/sys_port_pdfs/c1p.pdf  
http://www.wctc.edu/general_info/accreditation_quality_improvement/sys_port_pdfs/c4p.pdf.  The system focuses on self-
direction (continuous improvement), trust (personal empowerment), coaching, and customer feedback (customer focus). The 
teacher is involved in gathering feedback (information about classroom teaching and related activities) from four different 
customer groups (sources of feedback) including students, peers, employers, and self. For each of the four feedback areas, 
instructors complete a separate improvement project and document the results in a summative conference with their respective 
associate deans. 
 
New faculty hired at more than 50 percent time attend a two-day New Teacher Boot Camp that focuses on effective teaching and 
then is followed with 24 additional hours of in-service (Boot Camp and Beyond) throughout the first year. The additional 24 hours 
is a recent addition and improvement to the Boot Camp now in its tenth year. The additional time focuses on learning about the 
college, additional instruction information, policies and procedures, and provides an opportunity to develop a cohort of teachers 
from various divisions across WCTC. 
 
In addition, an instructor who is new to teaching is assigned a cooperating teacher for his/her first teaching semester. The new 
teacher and cooperating teacher are involved in a give-and-take process to enable the new teacher to develop effective skills. 
 
Another component of the College’s documentation and support for effective teaching and learning is the WTCS certification 
requirements that are part of the ongoing professional development opportunities required for all faculty and academic 
administrators at WCTC. Required certification courses include Teaching Methods; Educational Psychology; Educational 
Evaluation; Guidance and Counseling; Educational Diversity; Course Construction; and the Philosophy of Vocational Technical 
and Adult Education. Faculty are required to complete these requirements if they have not already met the intended learning 
outcomes from previous work experiences or through education. Furthermore, all faculty need to be recertified every five years 
which includes completing six credits, or professional work experience that is comparable to six credits.   
 
WCTC requires completion of an online course for instructors that are new to online learning. The Successful Online Teaching 
course is offered before the start of each semester and provides a learning opportunity for instructors to experience online 
learning from the student perspective and highlights best practices in teaching and student engagement for distance education. 
 
In addition to the opportunities mentioned, ongoing professional development activities are provided in the College’s Teaching 
Innovation Center (TIC) and at faculty in-service sessions at the beginning of each semester. 
 
1P12 Course delivery systems Although WCTC offers most courses in a traditional 16-week semester, the college also offers 
other types of delivery and course options. The modes of delivery commonly used include: 

• Individualized labs (computer-aided instruction and teacher-directed instruction); 
• On-line courses (using the  Blackboard platform); 
• Hybrid course delivery which is a blend of online work and traditional classroom; 
• Interactive television (shared programs across Wisconsin technical colleges); 
• Independent study; 
• Accelerated classes;  
• Program lab courses; 
• Clinical, co-operative education and internships in workplace settings; 
• Study abroad tours. 

 
The type of delivery is based on factors including occupational requirements, student needs, corporate and community needs, 
faculty availability, facilities and equipment. Balance between the student and institutional needs are determined by budgets and 
continuous assessment of student and employer needs. 
 
In 2010-2011, an AQIP action project team was formed to address student success in online classes and course quality. The key 
process improvements that were identified by the team include: 
 

• Improve pre-assessment process for new online students; 
• Develop an advising process for online students; 
• Clearly identify delivery mode at registration; 
• Develop best practices for student engagement; 
• Create a continuous education program for online and hybrid course instructors. 

 
Some of the strategies implemented in the 2010-11 year include: 

http://www.wctc.edu/general_info/accreditation_quality_improvement/sys_port_pdfs/c1p.pdf
http://www.wctc.edu/general_info/accreditation_quality_improvement/sys_port_pdfs/c4p.pdf
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• An Online Learning and Technology Advisory team was established by faculty to provide leadership and feedback to 
the distance learning support team. The team has set up an online environment to share best practices through 
discussion forums and resource sharing. 

• Improvements in web-based registration information provided to prospective online students. 
• Course repeat policies updated to provide specific guidelines for online courses. 

 
The strategies that are planned for implementation in 2011-12 are: 

• Develop advising/counseling strategies to help students assess readiness for online learning. 
• Improve use of the Early Alert referral system to effectively steer at risk online learners to an advisor or counselor early 

in the semester. 
• Pilot a required online orientation course for all new online learners. 
• Develop and share college-wide online student and teacher roles and responsibilities guidelines and rubric to clearly 

communicate standard expectations. 
• Create hiring guidelines for new online instructors to ensure knowledge and technical skill levels. 

 
The recommendations developed by the AQIP team have been assigned to key advocates charged with implementing strategies 
and assessing improvements. Advocates will utilize sub-teams that consist of cross-functional college staff members who have 
expertise in the process areas. Periodic status meetings are being conducted by the Executive Vice President to monitor project 
progress.  
 
1P13 Ensuring current and effective programs and courses All instructional programs undergo a formal evaluation every five 
years as part of continuous improvement efforts. The Quality Review Process (QRP) ensures that programs are up-to-date and 
effective through a uniform process across the technical college districts which allow individual districts the flexibility to tailor 
program reviews to their own needs. 
 
The QRP at WCTC has four stages: 
Stage 1:  Self-study phase/analyze scorecard  
Stage 2:  Review phase/identify what needs improvement 
Stage 3:  Study phase/what actions should be taken to improve programming 
Stage 4:  Adjust phase/implement and monitor the improvement plan 
 
The February 2008 Systems Appraisal Feedback Report noted WCTC’s Quality Review Process as a significant strength of the 
College in part due to the continuous improvement philosophy of the College (2007 Portfolio 1P8). 
http://www.wctc.edu/general_info/accreditation_quality_improvement/sys_port_pdfs/c4p.pdf  (7P1).  If the QRP provides data 
that suggests major curriculum improvement is needed, the Curriculum Modification process (Figure 1-3) is followed. Other 
methods that are utilized to ensure currency and effectiveness of curriculum include student feedback, graduate/employer 
follow-up surveys, input from program advisory committee, and regular review of curriculum by program faculty. 
 
WCTC also employs an Instructional Development/Assessment Specialist (IDAS) who assists faculty in developing new 
curriculum or making revisions. The IDAS ensures that curriculum is performance-based and meets the WCTC curriculum 
standards. A thorough review is conducted using a Curriculum Development Assessment Checklist to objectively assess that 
the curriculum follows the performance-based learning model. The IDAS also reviews and provides feedback to faculty about 
how assessment tools can be effectively used to measure the exit student learning outcomes (CLS, program outcomes, and 
course level competencies). 
 
Figure 1-3  Curriculum Modification Process  

Process Participants 
External/internal stakeholders provide input through an 
annual review of program curriculum and courses 

Advisory Committees, Associate Deans, faculty and 
students 

Recommendations for change are reviewed and 
program curriculum modification and course curriculum 
changes are finalized 

Associate Dean and faculty 

Instructional areas impacted by program modifications 
consult and approve changes 

Division Deans and Associate Deans 

Curriculum Modification Forms are completed and sent 
to Academic Technology & Curriculum or College 
Advancement for submission to the WTCS for approval 

Associate Dean, Academic Technology & Curriculum, 
College Advancement 

 
In addition, the College receives Perkins Strengthening grants which are used to improve and update course and program 

http://www.wctc.edu/general_info/accreditation_quality_improvement/sys_port_pdfs/c4p.pdf
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curriculum. Additional benchmarks used by WCTC to measure program effectiveness include the Perkins Postsecondary 
Performance Indicators: 
•  technical and academic skill attainment 
•  degree attainment 
•  retention or transfer 
•  job placement 
•  nontraditional participation and completion 
 
WCTC’s program effectiveness is also validated by external accrediting bodies. A complete list of these is provided at the 
following link: http://www.wctc.edu/general_info/accreditation_quality_improvement/faq.php 
 
1P14 Changing and discontinuing programs and courses Each program advisory committee reviews the program outcomes 
and required courses annually for relevancy to the current and predicted workplace. If the advisory committee recommends 
changes in the program outcomes, the faculty and associate dean review the courses and curricula and make any needed 
adjustments to develop and accomplish the new outcomes.   
 
In addition to advisory committee recommendations, the QRP may also trigger course and program changes. In the QRP, 
programs must identify and pursue action projects which typically include a curriculum update project for many programs.   
 
Deans and associate deans monitor enrollments at the program and course level. If a dean notices a declining trend, he/she will 
consider the enrollment numbers in conjunction with student satisfaction survey data, course evaluation data, advisory 
committee feedback and financial concerns. If those factors indicate that a program is in decline, the dean works with the Vice 
President of Learning and may discontinue a program permanently. Another option is program suspension, which gives faculty 
and staff time to work on a restructuring plan.  
 
A recent improvement based on feedback in the 2008 Systems Appraisal resulted in an AQIP team on Program Viability (PV). 
The team has designed a review process that will be piloted during Fall, 2011 and identified 12 different factors that reflect 
viability. The intent of this team was to identify measures to be monitored on a yearly basis so that intervention could occur 
earlier in the process. The 12 indicators of PV are:  enrollment, fiscal feasibility, job potential, monetary compensation, 
social/community quality of life, graduate student satisfaction, number of graduates, job placement, retention, skill outcome 
assessment, employer satisfaction and transferability.  
 
 According to the HLC reviewers upon receipt of the 2011 Annual Update of this project, “The process diagram/flow chart that the 
team developed in 2010 was revised further to guide a consistent approach for the annual review conversations across the 
college.  It outlines the annual timeline for review, names the resource staff who should be included in the viability discussions, 
lists the actual plan components (Conduct Kick-Off Meeting to discuss PV process; Demonstrate Sharepoint site with clarification 
of data definitions; Assess/Analyze data using the discussion guide provided by the team; Develop the action plan using SMART 
goals; and Share the plan with stakeholders using the College’s common Communication Matrix to identify stakeholders and 
plan the communication deployment and feedback loop). The PV deployment is based entirely in the plan/do/study/act and 
adjusts process improvement cycle used at WCTC.” 
 
“The team is to be commended for investing time to create standardized data definitions along with a matrix and other data 
collection tools….the team employed Continuous Quality Improvement principles by testing the waters with pilot programs, 
analyzing the results, and making needed adjustments.”  This team is now retired and a new team is being chartered to actualize 
the 2011 pilot study using Sharepoint.  Three programs will use the twelve indicators and process developed by the original team 
to determine what changes need to be made before the PV process is adopted for all 60+ programs within WCTC. 
 
1P15 Addressing learning support needs As a means of directly assessing student needs the college administered the 
Noel-Levitz Student Satisfaction Inventory (SSI) during November 2009 (Figure 1-12). The SSI is administered every three 
years. The WTCS determined that they wanted the same instrument used for all 16 technical colleges so a cohort could be 
established for ranking purposes. 
 
Another direct measure of student learning support needs is the college’s student course feedback form. Each semester, 
feedback is solicited from all students taking credit courses at WCTC. The information is gathered and qualitative feedback is 
reviewed by both associate deans and individual faculty for improvement. Faculty utilize this feedback to develop further 
assessment and or action plans via the TIS. 
 
In order to provide students with the best education, WCTC has several different programs, initiatives and functional areas that 
support learning for both students and faculty (Figure 1-4). 

http://www.wctc.edu/general_info/accreditation_quality_improvement/faq.php
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Figure 1-4 Examples of How WCTC Supports Learning 

Support Area 
& Goal 

 
Target User 

Numbers 
Served 

 
Activities 

Learning Place 
Builds the skills 
necessary for 
success in college-
level courses. 

Underprepared 
students; those 
needing course 
specific help, and 
special needs 
students 

2,995 students • Offer student success courses/workshops. 
• Provide tutoring focused on general 
 education, e.g.; English, social science, math, 
     science. 
• Provide course and individual tutoring in 
 reading, writing and math for under-
 prepared students. 

Support Area 
& Goal 

 
Target User 

Numbers 
Served 

 
Activities 

 

 
Target User  

  
 

 
 

 
 

Numbers 
Served 

 
 

 
Activities 

Library 
Promotes, supports 
and enhances the 
teaching, 
learning and curriculum 
processes. 

Faculty and staff 310 faculty/staff per 
year 
 
13,528 circulation 
transactions 

• Provide library skills sessions. 
• Maintain reserve materials. 
• Provide inter-library loan services. 
• Provide research help. 
• Maintain web site that allows students to access   
     online research. 

Speech Lab 
Provides assistance 
for presentations 

Students 1,521 students • Assist students in preparation of public 
 speaking assignments. 
• Tape and critique speeches 

Special Needs 
Supports 
academic 
needs of students 
with disabilities 

Students with 
documented 
disabilities and 
faculty assistance 
with those students 

412 students  • Define academic needs. 
• Assist faculty to modify curriculum or 
 delivery to accommodate students’ 
 disabilities. 
• Provide academic accommodations: 
 testing, alternative media, classroom 
 accommodations, and adaptive or  assistive   
     technology. 

Counselors/ 
Advisors 
Minimize barriers to 
learning, development, 
and goal attainment. 

Students 516 students with 
academic warnings 
 
250 students in 
crisis 

• Provide academic advising and personal 
 counseling 
•  Advise students on scheduling 
• Provide instruction during pre-enrollment and 
 orientation. 
• Perform individual services:  Early Alert; Crisis   
      Intervention; Career Counseling; Advocacy for    
      Student Needs; Transfer Agreements. 

 
The WCTC Student Government Association (SGA) has a key role in identifying institutional level student needs. The President 
of SGA sits on the WCTC District Board of Trustees and presents monthly reports about successes and concerns related to 
student issues. 
 
Additional support services that help students succeed in the learning environment include several open computer labs with 
technical support staff, childcare center, fitness center, bookstore, and food service.  
 
Faculty learning support needs are met in various ways. WCTC provides many learning opportunities to help faculty members 
master the technologies available to them. The Teaching Innovation Center (TIC) is a teacher-designed resource center that 
provides faculty with access to state-of-the-art computing technology and teaching and learning information and support. The 
IDAS assists faculty with curriculum design and using the WIDS format. Via the instructor’s TIS, a faculty member in need of 
coaching can receive the help of a cooperating teacher in a formal mentorship arrangement. New faculty attends an intensive 
teacher Boot Camp where they learn and practice technological and pedagogical skills related to active learning methods. 
The Boot Camp process continues throughout the new faculty’s first year of teaching. During this time they meet regularly as 
a group and are introduced to all of the divisional areas. Additionally, faculty who are new to teaching or new to the technical 
college setting are assigned a mentor during their first year at WCTC.    
 
Instructors are encouraged to participate in the Instructor Occupational Competency Program (IOCP). This experience 
provides instructors with short- term, (paid) temporary work experience in business and industry in order to gain first-hand 
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exposure to current trends and technologies in their fields. 
 
The College receives feedback on in-services and workshops as each occurs. WCTC Human Resource Services staff 
reviews this feedback for opportunities for improvement and to determine if WCTC is meeting the needs of faculty and 
staff.  New topics for workshops and in-service activities and speakers stem from this feedback and analysis.  
 
1P16 Aligned co-curricular goals College Student Learning Evidence (SLE) steering and division teams (1P18) 
collaborate to ensure that the CLS curricular goals align with the co-curricular goals and activities of student organizations, 
student government, students leadership programs, counselor retention workshops (1P8) and service learning initiatives. 
Representatives from the Student Services area also serve on the SLE Steering Team and have a division/department 
team as well.  
 
WCTC currently has 17 student organizations that are directly associated with academic programs along with 4 other college 
wide organizations. The functions of these organizations are tied to program goals and WCTC’s CLS.   
 
Figure 1-5 Student organizations linked to programs 

Architectural Club  
 

Delta Epsilon Chi (DECA) Electronics Technology Club 

Dental Hygiene Club (SADHA) Education Club Industrial Maintenance Technician Club 

Fire Service Organization Hospitality and Culinary Club Medical Assistant Club (MAC) 

Interior Design Club Kappa Theta Rho (Law Enforcement 
Club) 

Surgical Technologist Club (SCRUB) 

Metal Fabrication/Welding Club Nursing Club Barber/Cosmetology 

Technical Association of the Graphic 
Artists 

Dental Assisting Club  

 
In addition there are four college-wide student organizations: Campus Crusade for Christ, Diversity Club, Gay, Lesbian or 
Whatever (GLOW), Phi Theta Kappa (PTK) and Student Government Association (SGA). 

The SGA offers students the chance to develop leadership skills as elected officers with the recognized voice of the student 
body. Officers and members are responsible for managing the student activity fees and leading efforts to enhance the campus 
environment. In addition, student government sponsors speakers that address diversity, life skills and experiences that align with 
the WCTC CLS effort.   

The Student Life Office coordinates the Leadership Education and Development Program designed to introduce student leaders 
to concepts vital in becoming effective leaders and successful professionals. 

During 2008-10, an AQIP action project team worked to implement service learning through the Campus Compact by acquiring a 
grant to bring a VISTA volunteer to WCTC. The VISTA coordinates the service learning program. WCTC had 1700 students 
engaged in community service for a total of 20,000 hours in 2009-2010. The numbers remained consistent for 2010-11. Some of 
the projects that were coordinated through clubs and classroom include: technology students assisting nonprofits in network 
implementation; carpentry and masonry students remodeled a four-plex to become ADA compliant, as well as organizing various 
fund raisers for nonprofits. WCTC received national honors by being named to the President’s Higher Education Honor Roll for 
service learning work completed in 2009-2010 and 2010-11. 

Culture change has occurred with WCTC’s service learning initiative. By aligning co-curricular goals directly into instructional 
programs, students receive direct service and related occupational experience as part of their service learning participation. 
WCTC’s commitment to service learning is further demonstrated by the fact that it created a new position, Assistant Director of 
Student Development, to sustain the service learning focus and work with faculty on college funded curriculum projects to infuse 
service learning directly into course content. 

1P17 Meeting learning and development expectations WCTC employs two main strategies to determine graduate 
preparation. First, to evaluate how well graduating students have mastered program outcomes and CLS, the College uses 
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summative assessments. The summative assessments include clinical experiences, portfolios, successful completion of co-ops, 
capstone projects, demonstrations, licensures/certifications and testing.   
 
The second strategy is the Graduate Follow-up Survey conducted six months after graduation and again three years post 
graduation.  The 2009-10 Graduate Follow-up Report finds that: 
• 96% of respondents were satisfied or very satisfied with their education. 
• 90% of the graduates were employed which is below WCTC’s norm of 92-95%. This is because 9% of the respondents   
      reported that they were still seeking employment in the current depressed job market much higher than the 5-7% graduate    
      unemployment seen in recent years. 
• Median annual salary (full time employment) of graduates employed in the field was $33,254 for a third consecutive year.   
      The average salary was $36,000. 
Additional information on this report is included in 1R5. 
 
1P18 Designing student assessment WCTC measures student performance and learning via the Student Learning Evidence 
(SLE) process. The SLE process integrates the concepts of student development, quality, and continuous improvement.    
 
An AQIP team was formed in September 2008 to reinvigorate the SLE process on campus, which included defining a process for 
college-wide SLE and developing a process to document SLE. The team designed the process which began in the fall of 2010 
when teams were formed in each division to lead the assessment process. The goals of the team were to: 

  
 Provide internal and external stakeholders multiple opportunities to view evidence of student learning 
 Conduct improvement conversations occur regularly at all learning levels 
 Develop a systematic process to collect, store and retrieve direct evidence of student learning 
 Evaluate the process 

 
 
 
 Figure 1-6 Student Learning Evidence and Continuous Improvement Planning 

 
 
Figure 1-6 shows the team overlap, collaboration and sharing of best assessment practices through the structure of WCTC’s 
SLE teams. Detailed minutes of the six division teams and the SLE Steering team document the ongoing improvement which is 
supported by other WCTC departments including Instructional Development, College Advancement, Academic Technology, and 
the Center for Quality and Innovation.  The meeting records and all other pertinent documents are shared openly via WCTC’s 
portal. The work performed has already begun to pay dividends by sharing best practices in documenting student Technical 
Skills Attainment (as required by Perkins IV) across departments and divisions.   
 
Some of the accomplishments of this team include: (1)1 ½ days in-service were devoted to SLE training, which included sharing 
best practices by faculty from each division and extended to sharing each month at the SLE Steering Team meetings; (2) Each 
division and department established assessment goals and documented progress. Goals were set for 2011-12 for each 
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department; and (3) Alignment of assignments, tests and syllabi in multi-section courses occurred between adjunct and full-time 
faculty so that outcomes were consistent.   
 
The SLE Steering Team is working with the SLE Division Teams to determine and plan a schedule for the ongoing review of CLS 
and the data collected about the assessment of the CLS across courses, programs and co-curricular activities.    
 
Since the 2007 Systems Portfolio, all programs identified the CLS taught in each of their courses including an analysis that all 23 
CLS were taught and assessed in each program. As part of a continuous improvement effort, WCTC is creating new rubrics and 
reviewing and updating existing rubrics used to validate the assessment of CLS in programs. 
 
SLE asks and answers the questions of what students should know and be able to do and how faculty and staff assess students 
in achieving their learning goals. Assessments are course-embedded and may be summative or formative of student 
achievement. Some of the direct assessment techniques used by faculty include portfolios, projects, team presentations, 
licensure exams, lab evaluations, clinical observations, simulations, tests and quizzes.  
 
Assessment is also measured post-enrollment through indirect measures such as graduate follow-up surveys, transfer rates, 
retention rates, focus group feedback, exit interviews, and licensure and accreditation pass rate results. Outcome assessment 
plays a critical role in instruction at WCTC. It is not only important because of the accreditation standards in place by Higher 
Learning Commission, but also because it lends credibility regarding what is taught and how students learn. This assessment 
increases active involvement in learning as well as a sense of being a “learning community” between faculty and students. 
 
Figure 1-7 graphically depicts a systems view of learning at WCTC through its SLE process. 
 
1R1 Measures of students’ learning and development WCTC measures course level competencies, program outcomes and 
college-wide CLS. The College is in various stages of collecting and analyzing these measures. WCTC regularly measures 
academic and technical student performance in Carl Perkins Career and Technical Education (CTE) Act reporting structures for 
defined student cohorts. In particular, faculty review portfolios, comprehensive projects and exams, employer internship 
evaluations, clinical evaluations, capstone courses, simulations/skills demonstrations, case studies, reports, national/state 
licensure and/or certification exams, presentation/demonstrations, scenario and tests, papers, quizzes, projects, online 
discussions. 
 
One of the ways WCTC measures and documents student learning is to specifically analyze how students are performing in 
cooperative education experiences. For example, to improve and pilot a better process, the co-op and culinary departments 
worked together to document and clarify goals and performance evaluations for students during their co-op semester.  
 
Goals are jointly developed among the student, employer and instructor that demonstrate application of program-related learning 
outcomes and CLS. Upon completion of the co-op experience, students self-assess their progress, the employer assesses 
progress and the instructor works with students to analyze both assessments. This process was piloted in the 2009-10 academic 
year and has been expanded to all other program areas offering co-operative education experiences.  
 
WCTC closes the loop by providing this feedback immediately to the students, faculty members and associate deans. 
Instructional staff can then use this information to better prepare the students for the workplace. Associate deans use the 
information to improve co-op placements, to provide feedback to advisory committees, and to review and improve course 
scheduling during the co-op semester. 
 
1R2 Performance on common learning objectives CLS are being measured by instructors in individual courses and across 
programs. A sub-team of SLE has investigated and guided the purchase of a new reporting tool, Folio 180, on a pilot basis. This 
tool will enable the College to improve its data collection and analysis of performance on common learning objectives. 
 
The Technical Skills Attainment (TSA) initiative (1R3) reports on the Perkins indicators and the development of a reporting and 
tracking system for these purposes provides a means for recording the achievement of students’ program-specific learning 
outcomes. Currently, this information is documented in the WTCS Client Reporting system as the number of CTE concentrators 
who pass technical skill assessments that are aligned with industry-recognized standards, if available and appropriate, during 
each reporting year.    
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Figure 1-7  
Flow Chart Student Learning Evidence (SLE)                                                                                                                                          

a Systems View of Learning at WCTC 
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1R3 Assessing and documenting direct measure of student learning In addition to Wisconsin’s statewide curriculum 
initiative, the WTCS has developed a process for obtaining data about program graduates to provide information to improve the 
teaching and learning processes, as well as to meet the requirements of Carl D. Perkins IV legislation and funding. Through 
Wisconsin’s TSA initiative, assessments are being developed which objectively measure a student's attainment of industry-
recognized skills upon graduation. 
 
Through the development of performance assessment rubrics, portfolios, artifacts, performance and outcome referenced tests; 
the WTCS institutions are beginning to collect direct measures of learning data. The TSA initiative is focused on industry-aligned 
skill sets in which students will know they are acquiring skills that have value and portability.  
 
A schedule has been developed for each program area, and is being implemented across the state over the next several years. 
The following chart describes the process. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
1R4 Evidence of meeting stakeholder requirements The program outcome results vary from one program to another. Some 
WCTC health-related programs, such as dental hygiene, nursing, etc., have very detailed direct result sheets where faculty 
check off course-level competencies as students demonstrate each of the skills required. They also have licensure exams which 
are after graduation and demonstrate direct measure of mastering program and learning outcomes. 
 
Results of Nursing graduates meeting the needs of stakeholders is reflected by the fact that WCTC graduates consistently score 
above national average (88%) on NCLEX exam.  The May 2011 class had 100% pass rate. In addition, nursing assistant 
graduates consistently score above national average on Pearson Vue exam. Allied Health graduates have scored above national 
average on Board or Certification Exams at 100% pass rate for Dental Hygiene, Health Information Technology, Surgical 
Technologist, and Medical Assistant. 
 
In the 2010 Employer Follow-up Study, 256 employers of WCTC graduates were surveyed with a 42% response rate indicating 
overall satisfaction with graduate skills (Figure 1-8).  The employer evaluation of graduate skills is an indirect measure of the 
evidence that students have acquired the knowledge and skills required in the workplace. 
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 Figure 1-8    Employer Evaluation of Graduate Skills 

 
 
Employers further demonstrated satisfaction with WCTC graduates in Figure 1-9   as follows: 
 
 
Figure 1-9: Employer Satisfaction with Graduates' Technical College Education 
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Figure 1-10: Employer Attitudes toward Future Graduates 

  
 
WCTC also uses completion/graduation as an indicator of success in measuring the achievement of knowledge and skills 
required by stakeholders. Figure 1-11 shows that the number of associate degree and technical diploma graduates has 
increased over a three-year period while the number of GED/HSED graduates has remained constant. 
 
Figure 1-11 Increasing graduates 

Year Associate Degree Technical Diploma GED/HSED 
2007-08 530 942 313 
2008-09 582 927 421 
2009-10 609 1093 480 

 
1R5 Performance results for learning support processes WCTC supports services collaborate with instructional program 
areas to ensure student success in the classroom and to meet the individual academic goals. Figure 1-12 shows WCTC results 
for learning support as reported via the 2009-10 Noel Levitz SSI. 
 

Figure 1-12 Noel-Levitz SSI Results – Learning Support Services 
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 I have sufficient information to plan my class 
schedule in order to meet my educational goals 
(Custom WCTC question). 

5.70 +.34  6.51 +.31  

 Student online computer resources (email, 
Blackboard, net storage) are user-friendly 
(Custom WCTC question). 

5.43   6.47   

Items in green significantly outperformed relative to the comparison group 
 

 In addition, the WCTC Library acquires resources which support programs, courses and student and faculty learning. The 
Library sponsors orientation and instructional workshops for students, faculty, and staff.  To provide enhanced service to its 
patrons, the Library subscribes to the interlibrary loan services, as well as referring to outside resources, and partnering with 
WISPALS Library Consortium members, the Library Council of Southeastern Wisconsin, and the WTCS Library Directors for 
resource sharing, database access, cost sharing, and shared automation. 
 
Recent advancements that are a direct result of patron input through instructional classes and patron satisfaction surveys 
include: 
• The college library eBook collection has expanded to 5,500 titles. 
• A “chat service” was added to the Library website to provide immediate online assistance to students and staff, which has 

been well received and utilized.  
• A pickup service feature of Voyager was activated to assist customers in ordering items while searching catalogs.  Items 

ordered can be picked up or delivered to staff offices.  
• Established an ongoing free paperback book exchange at the request of customers. 
• Patron electronic at-home or at-desk access to a wide range of professional journals, abstracts, magazines, and scholarly 

articles. 
 
Utilization Data: 
• Instructional sessions for students focusing on informational research, citations, and accessing content databases have 

increased by 35% in the last 2 years (310 each year).   
• Student participation within these sessions has increased by 33%, with 19 new WCTC teachers taking part. 
• The Library has a monthly patron gate count of 9051. 
• The Library houses 22,100 books, 418 available magazines, and 15 state, national and world newspapers, 29 electronic 

databases, as well as a state and world electronic catalog. 
 

1R6. Helping students learn comparisons  2009-10 was WCTC's fourth year taking part in the National Community College 
Benchmarking Project (NCCBP). For most metrics, the actual performance being reported is for 2008-09. 
 
The WCTC's graduation rate over the last four years is the IPEDS graduation rate, meaning it is First-Time, Full-Time Students 
(FTFT) that completed a program within 150% of expected time (Figure 1-13). While still doing well in relation to the comparison 
group, WCTC's graduation rates have had a minimal decline.  Still, 32.3% graduation corresponds to the 84th percentile in the 
NCCBP, well above the median of 18%.  
                                                              Figure 1-13 IPEDS graduation rate 

 
 Given that WCTC does not have a liberal 
arts transfer program, the College held its 
own in the area of transfer with 12% of non-
graduating students transferring (20th 
percentile; the median transfer rate is the 
same as the median graduation rate, 18%). 
WCTC’s combined graduation and transfer 
rate of 44.3% (68th percentile) is solidly 
above average (median 38%).  
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Figure 1-14 Fall – Spring Persistence 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
The NCCBP tracks persistence over two time periods: Fall to Spring and Fall to Fall. Figure1-14 shows how WCTC has 
compared to the rest of the NCCBP in Fall-Spring persistence. WCTC's Fall-Spring persistence (68.6%) has improved for the last 
two years but still remains below average (37th percentile).  Fall-to-Fall persistence (50.1%), on the other hand, is slightly above 
average (54th percentile) (Figure 1-15).   

Figure 1-15 Fall – Fall Persistence 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Comparative results from the 2010 Noel-Levitz SSI (Figure 1-16) show that satisfaction was strong in relation to our comparison 
group: 82nd percentile in meeting expectations, 89th in overall satisfaction, and 95th in re-enrolling.  
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Figure 1-16 Student Satisfaction 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
NCCBP looks at three indicators of student performance in classes. First, Course Retention is retention in courses -- the percent 
of enrolled students that do not withdraw. Second, Completer Success is the number of students that finish the class by earning 
a grade of C or better. And third, is Enrollee Success, which is the number of students who enrolled in a class and completed 
with a C or better. The difference between completer and enrollee success is that enrollee success includes students who 
withdrew from the class in the denominator, while completer success does not. 
 
In Figure 1-17, referencing retention and success in all credit courses, WCTC has alternated in a narrow range between 87.8% 
(2008) and 89.1% (2007, 2009).  WCTC was on the high end of this range, and so the College’s percentile rank went from 37th 
percentile in 2007-08 to 46th percentile in 2008-09. WCTC excels in completer success rates, although this has been trending 
downward slightly. In 2009, 89.1% of students who completed a course received a successful final grade (88th percentile). 
 
Figure 1-17 Retention and Success 
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Because there is a sizable number of a withdrawal, the enrollee success rate (79.4%) is lower than the completer success rate, 
but still good at the 82nd percentile. In all, 65% of students in credit courses receive "A" or "B" grades, which fall at the 95th 
percentile within the NCCBP.  
 
1I1 Recent improvements in Helping Students Learn WCTC’s SLE initiative has been a recent and significant improvement 
that the College began work on in earnest after the original AQIP SLE action project was retired in 2010. Moving SLE from 
project status into a part of the College’s daily operations has already brought about a cultural shift in faculty attitudes and 
involvement in moving the measurement of student learning forward. The creation of the SLE Steering team and the SLE 
Division teams provides a structure and level of accountability for continuing this work (1P18; Figure 1-6). 
 
A recent improvement is in the Student Services area. The newly remodeled Enrollment Center serves as a "one-stop shop" for 
students and features streamlined services for admissions, registration, and financial aid including the new Advising & 
Counseling Center (1P6).   
 
The Student Services Division now brings all of the services together that support students enrolled at the College and includes 
Admissions, Registration, Financial Aid, Recruitment, Advising, Counseling, Career Services, Student Development, Student 
Life, and Special Services. The Learning Place is also in this division, and provides academic support to WCTC students.  

Additional improvements at the College include expansion of the Quality Review Process (QRP) into the Cooperative Education, 
Student Services, Global Education Trade Center and Facilities Services areas. The information gathered from these QRPs has 
provided important information to WCTC about how services and resources for students can be most effectively and efficiently 
managed. In the Global Education and Trade Center, for example, responsibilities and services have been divided between 
direct student contact/support for international students and international business and workshops.  A new International 
Education Coordinator, now in the Student Services division, works directly with exchange students.  

A new process was implemented this year for updating the College’s new Academic Master Plan (AMP), which included input 
from stakeholders at all levels of the College. This new approach will provide important input for creating a dynamic plan that 
aligns with the institutions’ Strategic Goals. 
 
AMP input was obtained from all full-time faculty, staff and administration to determine what academic goals were important. 
Sixteen hundred individual goals were identified. The team working on this project then categorized the individual ideas into four 
broad themes: Teaching and Learning, Educational Offerings, Learner Success and Relationships with Stakeholders. The Vice 
President of Learning then presented the plan to each instructional department to gain support and feedback. At the 
Deans/Associate Deans retreat in June 2011, the instructional managers reviewed each theme and identified process 
improvements teams either currently working or to be developed. An implementation timeline was created. In 2011-12, four new 
cross-functional faculty/staff teams have been chartered to begin process improvement (9I1). 
 
1I2 Selecting improvement processes for Helping Students Learn Continuous improvement underlies WCTC’s culture and 
has been a part of the College since the early 1980’s. As such the infrastructure at the institution provides staff the opportunities 
for cross-functional teams to work together with quality-trained facilitators. WCTC has a Center for Quality and Innovation that 
serves the college community for improvement projects at every level of the organization. 
 
Participation in AQIP has also provided WCTC with the opportunity to continue to work on quality initiatives. By attending the 
Strategy Forums, the College further clarifies its improvement needs.  For example, at the last Strategy Forum WCTC attended, 
Student Learning Evidence was identified as a priority improvement category. 
 
WCTC also participates in the WTCS QRP which is built on a quality improvement philosophy. Through the QRP process, 
WCTC sets specific improvement targets as part of the WTCS Scorecard Indicators.  During the self-study phase of QRP, 
internal teams use scorecard data along with other qualitative information to determine processes to improve within each 
instructional or service area. One such measure included in the QRP indicators is course completion. The results show data that 
quantifies the intended outcome for students working toward degree attainment. 
 
In addition, WCTC will be using the Perkins Indicators and the WTCS TSA initiative for selecting program learning outcome 
measures. Additional improvement projects and patterns or trends for selecting specific targets are likely to be evident from this 
work as the College moves through the three phase process of the TSA to track and report the achievement of the program 
outcomes for occupational specific areas. WCTC implemented a new Advising Counseling Model in January 2010 (1P6).  
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2P1 Design/operation of key non-instructional processes    All activities of WCTC are designed and operated in accordance 
with the vision, mission, and core values adopted by the College and its Board.  The key non-instructional processes utilize 
existing College infrastructure to identify and facilitate their functional operation.  Their design is guided by the College’s 
Strategic Plan and operations are overseen by the existing College governance structure.  Non-instructional processes center 
primarily on economic development services provided to business, industry, and the local community; development and support 
of small businesses; and personal enrichment.  Departments are provided the resources to achieve their particular goals. The 
non-instructional processes are seen as value-added initiatives of the College. In general, they contribute to the economic 
development and enhanced quality of life for citizens of the region by providing professional development training, self-
enrichment and educational programs as well as technical assistance. 
 
Consistent with academic programs and departments of the college, WCTC Corporate & Community Training (CCT) relies on 
information gathered through: (1) advisory committees comprised of professionals in business and industry, (2) assessments, 
surveys, and feasibility studies designed to elicit needs for training and services, (3) participant feedback obtained from program 
evaluations, and (4) engagement of college faculty and staff with government and service committees. 
 
As a second economic development service, the WCTC Small Business Center (SBC) designs its key non-instructional 
processes in a collaborative environment through twice yearly meetings with the Small Business advisory committee. During 
these meetings, key initiatives are identified and discussed with seasoned entrepreneurs, instructors and for-profit professionals 
who directly serve the micro entrepreneurial business community. The Center is also a partner in the Wisconsin Entrepreneurs’ 
Network (WEN), an integrated statewide support network of economic development agencies for entrepreneurs in all industries 
and developmental stages, where colleagues can offer insights and guidance on programming.   
 
As part of its continuing education mission, the Business Information Technology instructional department utilizes student 
evaluations and feedback, community inquiries for services and program offerings, and advisory committees to identify new or 
expanding information technology (IT) needs as a means of testing program offerings. Business Information Technology initially 
develops non-credit courses in response to identified needs and offers them to students and the community. 
 
The Global Education and Trade (GET) center is another college service that optimizes collaborative relationships with the 
Business Division for credit courses and CCT in design and delivery of workshops and seminar offerings. This mechanism allows 
for greater exposure to students in academic programs whose future jobs may be tied to global business and diversity as well 
providing training support to professionals whose roles require understanding of global business issues (9P5). 
 
The Learning in Retirement (LIR) is an independent community-based organization that is dedicated to the educational needs 
and interests of senior citizens. It provides a forum for lively discussions, sharing knowledge, exploring ideas and participating in 
special events and special interest groups offered on and off the WCTC campus. It is affiliated with Elderhostel Inc., a not-for-
profit world leader in life-long learning. LIR is one of ten similar organizations in Wisconsin. It has been affiliated with WCTC for 
15 years since its inception in 1995. LIR is governed by its own twelve member board of directors. They do their own registration, 
mailings and strategic planning. LIR members receive brochures, listing dates, time and descriptions of course offerings. In 
addition, separate mailings are used to invite participation in each of the special events during the year and the annual meeting. 
Members also receive a quarterly newsletter published by LIR. The LIR assesses the needs of its participants through its board 
of directors and makes programmatic decisions based upon those needs. Information obtained through these various sources is 
used to guide development for new programs. The resulting workshops are typically marketed back to the originating 
stakeholders. WCTC continues to provide LIR support as needed for marketing, access to instructional expertise, and facilities. 
 
The Family and Consumer Education Department's noncredit Personal Enrichment program is located at WCTC's Waukesha 
Campus. It provides an array of courses such as Foods and Nutrition, Window Treatments, Reupholstery, Clothing, Quilting, 
Clock Repair, Floral, Creative Arts and Music. The Personal Enrichment program at the Waukesha Campus also offers court-
mandated programming for the Intoxicated Driver, Point Reduction courses and coordinated offerings with WCTC's LIR. Annually 
at the Waukesha Campus over 325 course sections take place and serve approximately 4,500 students. Over the years, this 
department has collaborated with various governmental organizations and community agencies. For the past 15 years, the 
Personal Enrichment program has worked closely with ProHealth Care's Regional Heart & Vascular Center. A dietitian from 
ProHealth is a WCTC instructor, and refers patients into the healthy and diabetic cooking courses. These courses were provided 
to educate patients on food choice and preparation of food that supports a heart-healthy lifestyle. 
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2P2 Determining and setting major non-instructional objectives   The College’s non-instructional objectives are developed 
from regional labor demand and community-based needs and driven by:  feasibility studies, participant inquiries, program needs 
assessments, and environmental scanning. Information obtained from the stakeholders is presented to appropriate user groups 
and advisory committees to validate alignment with actual need.  
 
Depending on the needs identified, the formalization and implementation of the initiative may involve instructors, associate 
deans, deans, senior administration, and a number of support departments including College Advancement, Marketing, 
Instructional Technology, and others. Initiatives which require significant financial or other resource investment are vetted 
through the College using its annual budget/resource allocation process. This is an inclusive process that allows for open 
discussion of new program initiatives and outlines the investment required to achieve established goals. Program initiatives that 
do not require significant investment (i.e. single courses, modification to existing training or service) may be proposed by anyone 
within the organization. Support for smaller initiatives usually occurs at the program or department level. 
 
Other areas may evaluate and act on program initiatives using a more formal process. For example, CCT conducts a feasibility 
study on training needs of business and industry within the area. The findings are shared among an internal strategy team within 
the CCT department which meets monthly to assess and weigh program needs relative to the college mission, resources 
available, and expertise/instructional capacity. This group interprets the data, identifies potential projects, and assesses 
alignment with the department’s strategic plan. 
 
In another example, the GET center develops and offers a series of webinars on global business topics through a WTCS grant 
funded by the US Department of Education Title VI-B program for business and international education. The conditions and 
initiatives identified in the grant application dictate the programmatic themes and learning objectives. The seminars and 
workshops associated with the funding source are typically targeted at large and small-sized companies involved in global 
business specifically designed to support the development of international trade compliance.  
 
2P3 Communicating expectations   Expectations regarding key non-instructional objectives are communicated through division 
and/or department meetings, retreats, and advisory committee meetings. Depending on the nature of the objectives, other forms 
of communication may include newsletters, the public website, the College’s administrative electronic portal, announcements at 
administrative, management, and/or organizational meetings. In addition, specific information regarding program objectives, 
expectations and opportunities are communicated via the schedule of classes, program offerings website, business and industry 
newsletters, special fliers and advertising, face-to-face interactions, target marketing initiatives, public media, and special events. 
 
2P4 Assessing and reviewing objectives   The non-instructional programs and service units generally rely on participant 
feedback as the primary source of evaluation in addition to review processes similar to academic units (1P13, 7P1). Participants 
of WCTC’s training and enrichment programs complete assessments upon completion of the program to determine participants’ 
level of satisfaction with the learning opportunity provided, and to validate whether learning objectives were met. In addition, 
program and improvement initiatives are designed around the results by each department.  
 
Many of the more complex training programs such as those offered by CCT provide a pre- and post-test to determine the degree 
to which learning has occurred as a direct result of the training.  Employers and supervisors of the participants may be asked to 
complete an online survey to assess training results. They are asked to observe the impact of the training on the knowledge, 
skill, and application behaviors of the trainees. Modification to training is made based upon feedback received from employers. 
 
2P5 Determining faculty and staff needs  The College has a continuous quality improvement culture that purposefully supports 
the development of faculty and staff. When new program opportunities are identified, there is a concerted effort among the 
administration to identify faculty who have the appropriate credentials, skill, and workload capacity to deliver the service prior to 
engaging the customer. There is a formal process to do this through the posting of positions with the faculty union. When internal 
capacity or expertise is unavailable, the College may invest in faculty to develop the competencies needed to deliver the 
employer-requested training or may recruit desired expertise from industry. 
 
2P6 Adjusting objectives and supporting processes Supervisors meet with faculty and staff at least twice per year and jointly 
agree on investments in professional development. These investments may be motivated by opportunities in new program 
design, research and development, or gaps in capacity. Additionally, prior to significant investments being made, external data is 
sought through advisory committees and feasibility studies/needs assessments to determine the validity of need. Budget 
allocations are established and decisions are based upon alignment with strategic plan, needs, and delivery feasibility. 
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2R1 Measures of accomplishing non-instructional objectives   The primary measures used to assess the accomplishment of 
non-instructional goals are: (1) participant satisfaction; and, (2) customer satisfaction surveys. Participants’ satisfaction is 
assessed for each course or upon the final delivery of a specific contract service. Results are compiled and shared with the 
instructor and dean. For most programs, data is collected, reviewed, and acted upon as deemed necessary.  One of the primary 
performance metrics used is the extent to which our program initiatives reach our community sector.  
 
For CCT, data is maintained and aggregated results are printed in its annual report, and shared with the WCTC Board and 
business community. The following is an example of the summary of data over the past two years. While participant perceptions 
of training have remained high, there has been a slight decrease in relative satisfaction and perception of value over the past two 
years. CCT continues to examine this to determine whether this is related to the type of training being offered, the level of 
expertise of the program recipient, or difference between learner expectations and course objectives. In addition, the impact of 
difficult economic times may have an effect on the perception of value. 
 
Figure 2-1 CCT Performance Results 

. Participants reporting being 
satisfied with the quality of 
training 

Participants reporting the 
training received was of good 
or excellent value 

Participants reporting they 
would recommend the training 
to others 

2008-2009 95.5% 89.3% 92.3% 
2009-2010 90.4% 82.5% 93.6% 

 
For training provided as part of a grant-funded workforce advancement training program, performance metrics are collected for 
pre- and post-training and reported to the funding authority upon the conclusion of the grant period. The performance metrics are 
reported by the grant recipient relative to the workforce training objectives. Often, these are reported in qualitative reports and 
focus on process improvements, increased performance measures in production, or general skill enhancements of the 
employees. The information is collected via interviews by the project manager with representatives from the grant recipient 
organization. When possible, specific benchmarks are set prior to training, and often are specific to the organization. This 
customized goal setting minimizes the ability to compare impact of training across organizations (i.e., reduced production time; 
improved quality as benchmarked by specific product). The information obtained is valuable as it provides insight for future 
training and demonstrates overall effectiveness of the customized training program.  
 
2R2 Performance results   Figure 2-2 shows the reach of the college through the number of course sections offered and the 
number of participants served. 
  
Figure 2-2 Performance reach in key non-instructional objectives 
Program Area Date Number of Sections Participants Served 
Global Education & Trade Center 2008-2009 6 136 

 2009-2010 9 134 

Business Information Technology (Continuing 
Education) 

2008-2009 85 1189 
 

 2009-2010 84 1289 
 2010-2011 82 1241 
Corporate Community Training 2007-2008 447 7,026 
 2008-2009 456 6,803 
 2009-2010 488 6,871 
Learning in Retirement 2007-2008 50 1,024 
 2008-2009 51 864 
 2009-2010 67 1,109 
Family & Consumer Education(Personal Enrichment) 2007-2008 474 6,596 
 2008-2009 417 5,871 
 2009-2010* 348 4,711 
*Decrease in enrollment in Family and Consumer Education Department – Family Service contract was discontinued 
 
2R3 Results comparison   WCTC’s CCT department has provided services under a non-profit business model for nearly 25 
years. In 2008, the department began restructuring and began transitioning to a cost-recovery business model. This required a 
fundamental shift in a number of processes. While it has sought to identify similar business models within Wisconsin, only Fox 
Valley Technical College appears to operate with a similar performance structure. However, its overall organizational structure, 
staff allocation, budget, and market are significantly larger than that of WCTC so direct comparison of metrics are skewed. To 
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expand the base of comparison, several other technical colleges in the state were selected based upon similar service markets 
to those of WCTC. In addition to Fox Valley Technical College, the “comparable average” comparisons included metrics from 
Chippewa Valley Technical College, Gateway Technical College, and Northeast Technical College. 
 
Revenue Generated – A typical comparative metric for business and industry services reported by the WTCS for each of the 
technical colleges is revenue performance. Although not viewed as a direct quality indicator, revenue performance provides a 
relative comparison of performance from one year to the next. However, revenue as a measure is not standardized and is not 
controlled for size of the service department (e.g., FTE), base resource allocation, market sector served, and regional size. 
Despite this, there is some value in assessing an organization’s revenue change over time relative to the other college’s change 
over that same period. Figure 2-3 reflects the yearly change in revenue experienced by each college in the business and industry 
service area over the past three years. These years represent the most significant changes in contracting with all colleges 
experiencing a decrease attributed to the effects of the recession on industry. 
 
WCTC experienced a net revenue loss of just 4.42% compared to its comparison group which averaged a 14.97%. The 
Wisconsin Technical College System as a whole reported a 13.45% loss over the same three-year period. 
 
Figure 2-3 Comparisons 

    2007-2008 2008-2009 Change 
% 2009-2010 Change 

% 
Net 3-yr 
Change 

CONTRACTS WCTC Contracts 234 173 -26.07% 110 -36.42% -112.73% 

  
Comparables Average 
Contracts 557 482 -13.46% 433 -10.16% -28.62% 

  WTCS 3,792  3276 -13.61% 2917 -10.96% -30.00% 

REVENUE WCTC Revenue $1,195,808.60 $1,349,132.38 12.82% $1,145,226.42 -15.11% -4.42% 

  
Comparables Average 
Revenue $1,939,598.70 $1,798,022.80 -7.30% $1,686,995.33 -6.17% -14.97% 

  WTCS $14,193,675.89 $13,126,269.12 -7.52% $12,511,343.71 -4.68% -13.45% 

TRAINED WCTC Number Trained 6090 6119 0.48% 5399 -11.77% -12.80% 

  
Comparables Average 
Trained 7778 6995 -10.08% 6736 -3.69% -15.47% 

  WTCS 66,576  61833 -7.12% 59946 -3.05% -11.06% 
 
Contracts Completed: Over the last three years, WCTC experienced a net loss in contracts of over 112%. While the figure is 
alarming, several factors contributed to this. First, WCTC restructuring its internal contract process whereby multiple types of 
training within a single organization over a single year period were moved to a single contract format (e.g., Master Service 
Agreement). This had an immediate effect on the number of contracts written. Second, WCTC lost 100% of its management 
team, including both sales managers between 2008 and 2010. This had a profound and significant negative effect on the 
department’s ability to maintain existing contract business relationships or initiate new business. Finally, the recession likely 
accounted for a net loss between 28% and 31% of its contract business based upon system and peer comparison data. 
 
Number Trained – During the most recent reporting period, the College served 5399 employees, or about 12% fewer employees 
than prior to the recession. This is consistent with both our peer comparable institutions and the system as a whole.    
 
As a result of WCTC’s continuous improvement initiatives, the data from contract services area suggests the need for CCT to 
increase its diversity in markets served, increase market penetration, and established organizational stability as a means of 
stabilizing its contract services and minimize the effects of economic volatility.  
 
2R4 Strengthening the institution and relationships with community   The scope of services provided by the various areas 
that support the College’s other distinctive objectives help to increase its visibility and enhance relationships with business and 
the community. The technical education programs remain relevant in their delivery of state-of-the-art training as a direct result of 
the involvement by business and industry on advisory committees. In addition, business leaders participate in needs 
assessments and feasibility studies specifically designed to identify service opportunities.  
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Offering non-credit continuing education courses has many benefits to all involved. WCTC has the opportunity to give back to the 
community and bring community members on to the WCTC campus to promote services and offerings.  Enrichment courses 
raise the visibility of WCTC as a viable educational partner. The courses can provide individuals who may need more remedial 
technical skills the opportunity to gain those skills prior to entering formal technology programs. Exposure to courses through 
these units provides increased opportunities for the College to promote its degree and certificate programs as well.  
 
The knowledge garnered from the relationships with business and industry have enabled WCTC to forge new program initiatives 
whereby its investment in equipment and infrastructure provides an opportunity for prospective students to learn and experience 
advanced technologies in preparation for the changing job market. For example, WCTC has recently formed a Renewable 
Energy and Sustainability Advisory Committee to assist in directing efforts in operations and instruction. The assessment, 
appropriateness and value of the Committee’s contributions have resulted in campus lighting upgrades, the installation of 
sensors in classrooms and offices to turn off  lights when spaces are not occupied, upgrades in heating, ventilating and air 
conditioning systems, upgrades in boilers and chillers and water consumption. The adoption of new technologies focusing on 
energy efficiency provides students with “real life” learning opportunities.  
 
2I1 Recent improvements Currently, an industry feasibility study is being conducted by CCT. The study focuses on incumbent 
worker skill gaps. Preliminary results show a need among small manufacturers to be able to compete on product pricing. In 
response, the College has developed new training opportunities focusing on quality improvement initiatives and Lean 
Manufacturing as methods to meet industry challenges of improving quality and reducing production costs. This required some 
restructuring and the realignment of resources to meet identified needs. 
 
2I2 A culture and infrastructure supporting process improvement    The AQIP process supports WCTC’s initiatives by 
encouraging self-reflection and internal team review. WCTC charters improvement teams and establishes review teams to 
ensure a continuous quality improvement process through the work of the Quality Advisory Team (QAT) and the Center for 
Quality and Innovation (4I2). Other examples of supportive infrastructure include (1) weekly meetings of the deans and the 
President’s Executive Council (PEC); (2) one-on-one meetings between deans and vice-presidents to foster communication, 
development, and openness; (3) manager meetings which are inclusive and focus on management-related topics; (4) meetings 
of deans with their respective department associate deans; and (5) department meetings with faculty and staff. 
 
WCTC’s culture encourages participation by faculty and staff at many regional and community-related initiatives in order to 
understand and improve performance of its objectives. For example, the College was involved with a regional Renewable Energy 
Summit that attracted attendees from business, industry and education. WCTC personnel served on a number of committees 
that highlighted business technologies and practices, energy efficiency and management, sustainable and green practices, 
energy policy, solar electric, solar thermal, geothermal and wind energy.  
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Category 3 – Understanding Students’ and Other Stakeholders’ Needs 
 
3P1 Changing needs of student groups   WCTC uses various methods to analyze and respond to the changing needs of 
students.  These methods are described below. 
 
Students complete the Noel-Levitz Student Satisfaction survey every three years.  The specific results are discussed later in this 
chapter, but are utilized to monitor student needs and select appropriate courses of action. 
 
Each academic year, individual student clubs complete an action plan to outline their goals and activities for that year. These are 
shared with the college leadership and faculty club advisors.  At the end of the year, a student organization annual report is 
published and is shared with college administration and the WCTC Board of Trustees.  There is also a student engagement 
showcase held at the end of the academic year which highlights club activities and service learning projects.  The showcase is 
open to all college staff, board members, community partners, club members and service learning project participants.  In 2009-
10, this showcase was attended by approximately 150 people.   Each of these activities/events is a way for WCTC administration 
and staff to monitor student needs and offer appropriate support. 
 
Student government conducts surveys of the student body to identify key issues and concerns.  In the recent past, surveys were 
conducted about the student body’s stance on a proposed tobacco policy.  Results are shared with the College and used to 
inform policy decisions.  For example, the tobacco use policy was implemented at WCTC in 2009.   
 
At the beginning of the academic year an advisor luncheon is held for faculty advisors to address trends, areas of challenge, and 
procedure changes.  Standard expectations of student organization advisors and resources are reviewed annually.  
 
In order to gain a more in-depth understanding of student needs, the College promotes student engagement with professional 
and community organizations. Links with industry occur through co-collegiate activities, such as field visits, guest speakers, and 
practicum exercises.  Through these experiences, students have an opportunity to learn about industry expectations and trends 
and WCTC staff can monitor students’ areas of knowledge, interest, and development. 
 
WCTC gathers data from students directly through components of the Quality Review Process (QRP) by conducting surveys or 
interviews with specific student groups (e.g., program specific students, student organizations, veterans).   For example, focus 
groups were conducted with students to determine what students wanted as part of the newly developed Multicultural Resource 
Center and a number of their ideas were integrated into the plan.  Among the ideas included based on student feedback were 
lounge space, computer access, meeting space, office space for student leaders, and a resource library. 
 
Instructionally, each WCTC program has an industry advisory committee made up of employers, employees, and alumni to 
provide regular feedback and guidance for curriculum development, program modification, facilities needs and equipment 
acquisition. New programs and services are researched and initiated using ad hoc industry/community advisory members to 
provide initial steering committee advice at the development stage. The WTCS and WCTC staffs are tapped to assist with labor 
market and student demographic information pertinent to specific industry sectors providing information helpful in designing 
programs for targeted occupations and meeting learner needs.  The February 2008 Systems Appraisal Feedback Report noted 
the identification and analysis of student needs as a strength of the College. 
http://www.wctc.edu/general_info/accreditation_quality_improvement/sys_port_pdfs/c3p.pdf 
 
3P2 Relationship building with students WCTC seeks to establish and build relationships through faculty-advised student 
organizations, service learning projects, student international travel, and College support services such as academic advising, 
counseling and financial aid.  Success for student organizations is determined based on raw number participation/percent 
increase, and the activities that impact both internal and external stakeholders. There is extensive effort to pursue service 
learning projects with non-profit community-based organizations in order to help students build relationships with future 
employers and in the community. 
 
The WCTC Financial Aid office also builds and maintains relationships with students by assisting them in accessing numerous 
funding sources to finance their education.  Ongoing efforts are made to keep them informed of additional external opportunities 
to secure funding, through program specific sources.  The WCTC Foundation coordinates numerous named scholarships 
specific to occupational program areas.   
 
WCTC provides students opportunities to develop leadership skills through Student Government and representation on the 
WCTC District Board.  Student Government representatives are also invited to interact at various college meetings including:  the 
WCTC Foundation, program advisory committees and the Wellness Committee. Students also participate in WCTC recruitment 

http://www.wctc.edu/general_info/accreditation_quality_improvement/sys_port_pdfs/c3p.pdf
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events such as Career Nights by functioning as greeters, tour guides, and presenters. From time to time, students have been 
invited to present at state and national conferences in collaboration with occupational faculty. 
 
WCTC has initiated a number of other retention-focused initiatives to make sure that students are on a path to complete degrees. 
Examples of these efforts include:  

• implementing a counselor/advisor model, 
• instituting instructional department student performance expectations (attendance and punctuality policies),  
• adding department and division-specific student orientation sessions, 
• conducting college-wide orientations for new students, 
• providing academic support and special accommodations for students through the Learning Place. 

 
WCTC maintains and updates its student code of conduct and related processes in the WCTC Student Handbook. This includes 
information for students regarding adjudication of issues.  WCTC was one of the first in the Wisconsin Technical College System 
(WTCS) to establish a Behavioral Intervention Team (BIT) to proactively address behavioral concerns within the student body.  
WCTC continues to bring in outside consultants/experts to do training for the BIT as well as for faculty and staff. The goal is to 
ensure that a positive relationship is maintained with students in the classroom and support areas. 
 
3P3 Changing needs of key stakeholders WCTC uses a variety of methods to collect information about the changing needs of 
key stakeholder groups.   WCTC has identified four major stakeholder groups:  employers, educational partners, internal 
stakeholders, and community/external stakeholders.  The table that follows identifies each stakeholder group, how WCTC 
engages to identify their changing needs and examples of courses of action taken as a result. 
 
Figure 3-1 Engaging key stakeholders 

Stakeholder 
Group 

Engagement 
Tactic 

Method Outcome 

Employers Standing Advisory 
Committee Biennium 
Meetings 

Agenda topics include Environmental 
Scanning 

Changes to existing program 
curriculum/services 

 QRP Program/Service 
Review 

Environmental Scanning, issue-
specific, curriculum (DACUM) 

Program modifications, process 
modifications, new curriculum 
development 

 College Strategic Plan 
Division/ 
Department Strategic 
Action Plans 

Legislative Breakfast, ad hoc groups to 
provide feedback on agenda specific 
topics, large-group input sessions 
related to mission, vision, and values  

Directions for educational programming, 
budget priorities, strategic plan, 
academic master plan, facilities plan 

 Co-op/Internships Students complete program- required 
workplace experience 

Employers get potential new hire for 
needed talent  

 Corporate and Community 
Training (CCT) 

College provides timely training for 
companies to maintain competitive 
advantage 

Grant opportunities, short-term training 
to fill skills gap, can be indicator for 
instructional programming improvement 

 Govt. and Industry-
Specific Consortia 

Participation in Milwaukee-7 (Water 
Group), Manufacturing Skills Safety 
Council (MSSC), RISE, Waukesha 
Business Alliance, WOW 
(Waukesha/Ozaukee/Washington 
counties) Economic Development, 
Advanced Manufacturing Group 

Participate in grant opportunities, 
supporting needed economic 
development and workforce initiatives 

 

 Employment Support  Employers post job openings to 
TechConnect;, participate in job fairs 

Employers successfully recruit 
appropriate employees for open 
positions 

Educational 
Partners 

Secondary Partners Transcripted credit, Career Pathways, 
other learning agreements,  and 
participation on advisory committees 

Supports technical core skill 
development and potential recruitment 
of students to WCTC.  

 Post-Secondary 
Institutions 

Articulation Agreements WCTC degrees are no longer terminal 
as students may seamlessly continue 
their education at 4-year institutions. 

 Other WTCS Districts Shared programs, state-called 
meetings, webinars, etc.  

Good use of fiscal resources through 
collaboration, seamless communication 
for improved awareness 
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Stakeholder 
Group 

Engagement 
Tactic 

Method Outcome Process 

 WTCS (state office) Communication with Education 
Directors, Instructional Service/Student 
Service Administrators, specific 
initiatives (e.g. STEM, Sustainability) 

Verifying compliance to required state 
statutes and other policy and 
procedures, provide timely support 
statewide through the collaborative use 
of resources 

Internal 
Stakeholders 

WCTC District Board Posted public meetings, interactions 
with staff, students, and community 

District budget established, policies 
set/modified, programs and facilities 
approved, personnel decisions 
approved 

 WCTC Foundation Monthly board meetings, annual 
planning 

Scholarships funds distributed to 
students, products and services donated 
to the College 

 Faculty and Staff Performance appraisal mechanisms 
(TIS, CIS, SSPDI, LDAP) 

Professional development plans to 
support stakeholder effectiveness in 
roles, goals and objectives met 

 Faculty and Staff PACE (Employee Climate Survey) Results provide guidance for the 
improvement of the work environment to 
impact employee satisfaction levels  

 Bargaining Units Continual Communication meetings Dialogue regarding important and 
emergent issues 

 Management employees Management meetings, Learning and 
Leadership Team meetings 

Information is shared, knowledge 
increased, concerns addressed 

Public/ 
Community 

Community-Based 
Organizations (e.g., 
LaCasa de Esperanza, 
Learning In Retirement) 

Educational training, service learning 
opportunities, transitional programming 

Completed activities demonstrate 
College’s commitment to the 
improvement of the community standard 
of living and to recruit socioeconomic 
populations in need of education 

 Prospective Students Recruitment events, outreach efforts, 
partnerships with secondary 
institutions 

New students from targeted groups 
attend WCTC, methods are refined 
based on results of events and efforts  

 Alumni Annual Graduate Follow-up Study, 
events designed to engage WCTC 
alumni  

WCTC began soliciting donations for 
scholarships at the commencement 
ceremonies. 

 
Based on the information that is collected in selected situations with key stakeholders, WCTC determines specific courses of 
action which take into consideration the resources that are available, including financial, human and physical capital.   
 
3P4 Building and maintaining relationships with key stakeholders Building and maintaining relationships with key 
stakeholders is a priority for WCTC and focuses on regular, formal and informal contacts throughout our community.  The 
primary means of relationship building with the stakeholder groups include: 
 
Figure 3-2 Relationships with key stakeholders 

Stakeholder 
Group 

Design for Building 
Relationships 

Method Outcome 

Employers Standing Advisory 
Committee Biennium 
Meetings 

Maximize relationship for a mutual 
valued partnership 

Strong advisory committee attendance, 
active participation in learning activities 
at WCTC, promotes WCTC in 
community 

 QRP Program/Service 
Review 

Participation in QRP New program development/program 
modifications; process improvement; 
employer feedback assists in strategic 
planning, employers involved in QRP 
become involved in other ways, such as 
using TechConnect, and may serve as 
an advisory committee member, for 
example 

 Targeted Strategic 
Partners (influencers in 
the community)  

Planned engagement activities for 
legislators, ad hoc/specific industry 
groups   
 
 

Create awareness of and obtain support 
for college initiatives  
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Stakeholder 
Group 

Design for Building 
Relationships 

Method Outcome 

 
 

Co-op/Internships Discourse of student abilities to 
match employer needs 

Employers observe and engage 
potential new hire;  employers hire co-
op student worker at reduced or no 
wage 

 Competitive advantage to 
district business and 
industry  

Connecting CCT with employers to 
meet their training needs 

Provide grant opportunities and short-
term training to fill skills gap and 
technical assistance 

 Participation in Govt. and 
Industry-Specific Consortia 

Contribute resources to  provide 
leadership for development and 
facilitation of initiatives; ex. MSSC, 
RISE, Waukesha Business Alliance, 
WOW Economic Development, 
Advanced Manufacturing Group 

Act as fiscal agent for procured grants to 
support initiatives 

 Provide appropriate 
education and training 

Employer survey, new program 
needs assessment  

Employers hire career-prepared WCTC 
graduates  

Educational 
Partners 

Engage Secondary 
Partners in collaborative 
relationships 

Formal contracted course 
agreements, recruitments, tours, high 
school teacher visits, on-site services 
at schools (testing) 

Secondary students attend WCTC, 
secondary school faculty and staff 
promote WCTC (e.g., 2+2+2 
agreements) and WTCS efforts, (such 
as School-to- Work)  

 Engage Post-Secondary 
Institutions in collaborative 
agreements 

Creation and maintenance of 
articulation agreements; host 
recruitment events for WCTC 
students as potential transfer 
students 

Actual graduate transfers to four-year 
partner institutions. 

 Active collaboration 
among 16  WTCS districts 

Creation and maintenance of shared 
program agreements, participation in 
state-called meetings, peer 
discussion on select topics 

Shared program headcounts, FTEs and 
graduates, maximization of resources 

 Proactive engagement 
with WTCS Educational 
Directors and WTCS 
administrators 

Receive guidance which supports 
WCTC programming and compliance 
with WTCS protocols 

Provided programming to support 
internal and external stakeholder needs 

Internal 
Stakeholders 

Engagement with WCTC 
District Board 

Posted public meetings, interactions 
with staff, students, and community 

District budget established, policies 
set/modified, programs and facilities 
approved, personnel decisions 
approved 

 WCTC Foundation Monthly board meetings, annual 
planning 

Influential members of the community 
serve on the WCTC Foundation; 
students present proposals for special 
funding projects to Foundation and gain 
the opportunity to network with 
community leaders. Funding  is made 
available for learning opportunities that 
would otherwise not occur. 

 Optimization of internal 
stakeholder performance 

Representative participation on 
College-wide committees (e.g. AQIP 
action teams), effective performance 
appraisal mechanisms (TIS, CIS, 
SSPDI, LDAP), college-wide in-
services and training offered (Tech 
Academy, Spring Spotlight, 
leadership training, educational 
courses, Instructor Occupational 
Competency program), financial 
support, PACE 

Successfully completed growth plans, 
work output by action teams, operations 
efficiencies, increased employee 
satisfaction 

Public/ 
Community 

Collaboration with 
Community-Based 
Organizations (e.g., La 
Casa de Esperanza, 
Learning In Retirement) 

Educational training, service learning 
projects, transitional workforce 
programming, WCTC staffs serve on 
boards and speak at area service 
organizations ,Chambers of 
Commerce, Kiwanis, Rotaries, etc. 

Completed activities that provide results 
on established relationships (e.g., grant 
memos of understanding, memberships 
on boards of directors) 
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Stakeholder 
Group 

Design for Building 
Relationships 

Method Outcome 

 Recruitment of prospective 
students 

Planned events such as career 
nights, high school student visits, 
tours, ABC Skills Olympics 
 
 
 

Increased enrollments tied to activities   

 Initiate alumni 
engagement to the 
College 

WTCS Annual Alumni Award, invite 
as guest speakers, survey of 
satisfaction, job placement and 
occupational experience, solicit funds 
for foundation scholarships 

Increased alumni sponsored 
scholarships, increased percentage of 
job placement (use of TechConnect), 
increased satisfaction levels regarding 
education, increased participation in 
College events 

 Public at large Dental clinic, student computer and 
auto repair, student  restaurant, hair 
salon, income tax support 

Public members receive direct benefit, 
promote WCTC 

 
 3P5 Determining new student and stakeholder groups To determine new students and stakeholder groups, WCTC monitors 
the changing trends that impact students and other stakeholders during ongoing major planning processes (8P4).  Among the 
trends considered are population demographics, K-12 enrollments, new and emerging careers and technology, labor market 
analyses and environmental scanning results that likely will affect WCTC. This is accomplished through research done by the 
WCTC College Advancement (CA) department. For example, WCTC has recently responded to health care training needs, 
homeland security issues, and expanded incumbent worker training in manufacturing with new expanded program offerings and 
grants awarded to meet area needs.  Ultimately, the research is disseminated to and decisions are made at the executive level of 
the college, but there is also discussion with deans and associate deans, often with faculty, staff, and community involvement. 
 
The recently redesigned WTCS program development process ensures that only programs that demonstrate a labor market 
need are developed at WCTC.  Specific labor market studies must be conducted and there must be evidence of need before new 
programs are developed.  Both the WCTC District Board and the WTCS Board approve all new programs offered at WCTC.  
Most new programs conduct a DACUM, which provides detailed information on the content which should be included in new 
programs (1P2).  In addition, the five-year cyclical QRP (1P13, (7P1) often provides evidence to modify existing or create new 
programs.   
 
The WTCS is authorized to make broad decisions which affect the configuration of programs or the offering of programs.  For 
example, the General Education component of associate of applied science programs was revised in 2007 to increase the rigor 
and transferability.  The WTCS has recently implemented an option to design embedded pathway and certificate offerings to 
enhance students’ abilities to gain meaningful industry credentials and to move easily across educational systems and the 
workforce. This allows WCTC to be responsive to the changing labor-market and employer-driven needs. 
 
3P6 Collecting, analyzing and communicating complaint information The student complaint procedure, academic and 
discipline appeals and harassment/discrimination processes are all defined in the Student Code of Conduct. 
http://www.wctc.edu/student_services/student_life/code_of_conduct These are available on-line, in the Student Handbook, and 
published in the WCTC catalog each year. The nature of the complaint dictates the response and course of appropriate action. 
For example, complaints regarding an instructor or quality of instruction are managed by the appropriate program associate dean 
and dean. In addition to the specific student complaint process, some complaints are filtered through responses to the Graduate 
Follow-up Surveys and during student interviews and focus groups during QRPs. This information is shared with the appropriate 
associate dean or Human Resources for analysis and action. Whatever the source, all student complaints are reviewed and 
courses of action to be taken are determined.  Feedback is provided to the student making the complaint and, if appropriate, 
improvements are made and the action/resolution is communicated to the student again. 
 
Other stakeholder complaints are managed by the department directly affected. For example, CCT collects employer and 
participant-employee feedback in the form of post-training evaluations. Complaints are documented at that time and followed up 
with a meeting between the CCT representative, the program associate dean, and the company affected.  In addition, concerns 
expressed by the community are handled by the President’s Executive Council (PEC), through open community discussion 
forums, or during public comment sessions at monthly board meetings. 
 
Every June, the Director of Student Development gathers the records of formal written student complaints from managers and 
compiles these into a report, which is then reviewed, and analyzed for patterns and to determine if systemic actions are required.  
This report has documented few complaints in the past: 16 complaints FY08; 18 in FY09, and 14 in FY10 formal written 

http://www.wctc.edu/student_services/student_life/code_of_conduct
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complaints.  The college is currently discussing how to track informal complaints to identify and address patterns and provide 
solutions that will enhance the students’ experience at WCTC. 
  
Internal stakeholder complaints are accommodated through formal processes. For represented employees, these are identified 
in their negotiated contracts.  Every effort is made to resolve these complaints at the informal level before they become a formal 
grievance. For non-represented employees, the complaint process is expedited through Human Resource Services.  
 
3R1Satisfaction measures for students and other stakeholders Every three years, WCTC surveys the student body using 
the Noel-Levitz Student Satisfaction Inventory (SSI).  In addition, determining student and stakeholder satisfaction is 
accomplished via other formal and informal processes. End-of-course feedback forms measure topics related to, for example, 
effectiveness of instructor communication, respect and enthusiasm, effective use of class time, quality of teaching materials, 
productive use of technology, and variety of classroom activities. Students are asked to rate whether the course they took was a 
wise use of time and money, how the physical environment contributed to their learning, etc. If concerns arise, the associate 
dean or appointed faculty mentor works individually with the course instructor to develop and execute professional improvement 
plans. Other concerns in the end-of-course feedback are addressed by department associate deans and deans as needed.  
 
Graduate satisfaction is measured six months after program completion by an initial Graduate Follow-up Survey. An additional 
survey is done with graduates five years post-graduation. Non-completers have also been surveyed in the past.  Some 
departments conduct their own satisfaction surveys, especially during the five year program review cycle. At that time, students 
may be asked specific questions about their program scheduling, course sequencing, ability to apply what they are learning on 
the job, and goals for future transfer.  For example, students in the Nursing program participate in a pre-graduation focus group 
regarding their satisfaction with the program.  This feedback is summarized, analyzed by the nursing faculty and used to make 
substantive improvements. 
 
Employer satisfaction is measured in different ways. First, an Employer Satisfaction Survey is conducted every four years (1R4). 
Ongoing conversations with active advisory committee members provide twice-a-year feedback about the relevancy of 
curriculum and training to the occupation. Second, employers working with CCT are surveyed regularly to determine if 
customized training is meeting their needs and expectations. Finally, employers of WCTC cooperative education student interns 
are interviewed and surveyed throughout the co-op experience to facilitate effective student learning and to make certain that 
employer needs are adequately met.   On an ad hoc basis, staff engages students and other stakeholders in targeted 
conversation outside of the classroom and during student activities (e.g. portfolio shows; service learning showcase; student 
organization events, etc.).  
 
3R2 Performance Results for student satisfaction WCTC administered the 40-item short form of the Noel-Levitz SSI in 2009 
via the WCTC portal.  WCTC first administered the Noel-Levitz SSI, using the long form, in 2006, using the paper and pencil 
version.  The table below compares the scale scores of the 2009 and 2006 administrations, and also shows how WCTC 
compares with norms from Midwestern (MW) two-year colleges on both the satisfaction and importance elements of the SSI. 
 
Figure 3-3 Noel-Levitz SSI Content Scales 

IItteemm  SSaattiissffaaccttiioonn  IImmppoorrttaannccee  
22000099  WWCCTTCC  22000066  WWCCTTCC  MMWW  22--yyrr  22000099  WWCCTTCC  22000066  WWCCTTCC  MMWW  22--yyrr  

Campus Climate 5.85 5.52 5.56 6.39 6.03 6.35 
Campus Services 5.76 5.46 5.51 6.16 5.98 6.14 
Instructional Effectiveness 5.67 5.45 5.54 6.44 6.20 6.36 
Student Centeredness 5.67 5.35 5.42 6.34 5.96 6.31 
Registration Effectiveness 5.58 5.18 5.58 6.47 6.17 6.42 
Academic Advising Effectiveness 5.33 4.97 5.23 6.27 6.02 6.27 
Admissions and Financial Aid Effectiveness 5.20 4.81 5.20 6.15 5.62 6.12 
Safety and Security 5.14 5.16 5.13 6.31 6.07 6.18 
 
The average satisfaction rating for items that appeared on both the 2009 and 2006 surveys increased by +.31. Importance 
ratings increased by +.30. This consistency indicates that external factors other than only student satisfaction are reflected in the 
results (be these method factors or other external influences).  Results of the SSI survey are communicated to faculty, staff, and 
board members via a comprehensive written report.  
 
3R3 Performance results for relationship building with students WCTC’s performance results for relationship building with 
students are based on data collected from individual questions in the Noel-Levitz SSI. Figure 3-4 indicates that WCTC has 
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improved its student satisfaction scores since the 2006 administration of the survey and scores higher in every item than the 
Midwestern 2-year college comparison group. 
 
Figure 3-4 Noel-Levitz Comparison for Relationship Building 
Item 2006 

WCTC 
2009 
WCTC 

2009 
MW 2-year 

The campus staff is caring and helpful 5.47 5.85 5.64 
Faculty is fair and unbiased in their treatment of individual students. 5.25 5.75 5.51 
Students are made to feel welcome here. 5.70 6.00 5.78 
Administrators are available to hear students’ concerns. 5.15 5.40 5.15 
Faculty is usually available to students outside of class. 5.55 5.80 5.75 
I seldom get the “run-around” when seeking information on this campus. 5.05 5.33 5.05 
 
In addition, WCTC measures the strength of relationships with students by the number of students who are involved in College 
sponsored organizations and the support they receive.  
 
Figure 3-5 Student organization results 
Year Student Organization 

Members 
Funding to Organizations Student Organization Participants in Experiential 

Learning Activities 
2009-10 560 $54,964 225 
 
3R4 Performance results for stakeholder satisfaction WCTC conducts an Annual Graduate Follow-up Study to determine the 
level of graduates’ satisfaction with the education and services they received at WCTC.  The results are published annually and 
are available to the public.  Highlights of the 2008-09 survey showed that WCTC awarded 1,483 Associate Degrees and 
Technical Diplomas in 64 different disciplines.  Ninety-six percent of survey respondents were Satisfied or Very Satisfied with 
their WCTC education.  In general, this continues a trend of high levels of graduate satisfaction. 
 
With regard to graduate placement, the 2008-09 survey showed that:  

• 74%  were employed six months after graduation 
• 87% that were in the job market were employed six months after graduation 
• 70% of employed graduates were employed in fields related to their WCTC degree 
• 14% were continuing their education at a two or four-year college 

 
In concert with other WTCS schools, an Employer Satisfaction Survey is conducted every four years (1R4).   In 2010, employer-
respondents remain extremely satisfied with WCTC graduates as employees:  

• 98% were Satisfied or Very Satisfied with graduates' technical college education  
• 97% would definitely hire a technical college graduate again (the other 3% said Maybe) 
• 95% said graduates met or exceeded their expectations of entry-level employees 
• More than 90% of employers said graduates met or exceeded their expectations of entry-level employees in their 

knowledge of the field, technical skills, and ability to communicate 
• 96% said WCTC was at least somewhat important to the overall success of their business  
 

Employers were asked what skills they looked for when hiring new employees; technology skills dominated the list. Employers 
were also asked what skills they would like to see improved among graduates; communication (written and interpersonal) skills 
were the most common reply.  
 
WCTC assesses the satisfaction of its employees using the Personal Assessment of the College Environment (PACE) (4R2).  
WCTC gathers satisfaction data from other stakeholders in a variety of other ways.  Recently WCTC participated in an effort 
initiated by the WTCS to better understand the motivations of parents seeking education for their children. In 2010, the results of 
a study entitled - A Tracking Study of Parent’s Perceptions: Wave One - was released.  The study detailed the responses of over 
500 parents from across Wisconsin.  One hundred of these were from Waukesha County, the primary service area of WCTC. 
 
The study was designed to help understand how parents view post-high schools options for their children.  The study found that 
just over one-half of parents have a favorable view of WCTC (a lower rate than the state average).  In addition, parents identified 
the following criteria as Important Strengths: a place that provides hands-on learning, is affordable, and has a wide variety of 
programs. In addition to Importance, parents rated these criteria s things parents believe the College does well. Parents 
identified the following as Opportunity Areas (attributes that parents say matter but are not considered very strong points of 
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WCTC): credit transfer program, job placement, career passion, state-of-the art technology, individual attention, student comfort, 
a place students learn the skills they need to support themselves and reputation.   
 
3R5 Performance results for relationship building with stakeholders When key stakeholders support the College through 
scholarships and in-kind donations, they demonstrate a commitment to an ongoing relationship with WCTC. This is 
demonstrated by scholarships and continued use of the College services. For example, in 2009-10 the WCTC Foundation 
awarded 209 scholarships for a total of $210,111.   
 
Feedback from legislative representatives and private citizens provide evidence of strong relationships.  For example, networking 
opportunities at events such as the Legislative Breakfast or at WCTC District Board meetings indicate support and satisfaction 
for the specific contribution the technical college makes.  WCTC receives many awards for work as an institution and for 
individual performance e.g., faculty instructional awards. Over 600 employers are members of WCTC advisory committees and 
boards, and frequently volunteer as guest speakers for classes or to host tours at their work sites. In addition, WCTC maintains 
stakeholder relationships by staff serving on local service clubs, chambers of commerce, etc.  (9P5). 
 
WCTC has greatly expanded its use of service learning in the community during the past three years.  These projects involve 
WCTC students and faculty providing valuable services to community based organizations and their constituencies as well as to 
private businesses.  In winter 2011, WCTC conducted a survey of service learning partners to determine their levels of 
satisfaction with and any benefits obtained from the projects.  Among the survey results was a finding which showed that 100% 
of respondents Strongly Agreed or Agreed with the statement that “We want to continue to have service-learners work with our 
organization.”  Forty percent of respondents indicated that having student service learners increased the organization’s ability to 
increase the number of people they serve by 1-9%; another 20% of respondents indicated that the service learners increased the 
organization’s ability to increase the number of people they serve by 10-19%.  Another 40% of respondents indicated that the 
service learners did not increase the organization’s ability to increase the number of people they served.   
 
3R6 Comparison of results 2009-10 was WCTC's fourth year taking part in the National Community College Benchmarking 
Project (NCCBP).   For most metrics the actual performance year being reported was 2008-09.  It tracks a number of metrics 
including graduation rate, retention and persistence, student satisfaction, course completion, developmental/remedial access and 
success, distance learning, graduate placement, market penetration, faculty and staff, human resources (Figure 7-4). 
One key metric is the graduation rate.  NCCBP uses the Integrated Postsecondary Data System (IPEDS) graduation rate which 
is First-time Full-time students that completed a program within 150% of expected time.  WCTC’s 2008-09 graduation rate was 
32.3% which corresponds to the 84th percentile in the NCCBP, well above the median of 18% (Figure 7-4).  
 
      Figure 3-6 Student Satisfaction 
Student Satisfaction 
WCTC conducted the Noel-Levitz SSI in Fall 2009. As 
seen in Figure 3-6 satisfaction was strong in relation to 
our comparison group: 82nd percentile in meeting 
expectations, 89th in overall satisfaction, and 95th in re-
enrolling. At the last Noel-Levitz administration, WCTC 
performance was in the high average range, falling at 
the 69th, 67th and 60th percentile, respectively.  
 
WCTC participates in IPEDS which collects data from 
nearly 6,700 institutions that provide postsecondary 
education across the United States including enrollment 
and graduation rates, student charges, program 
completions, faculty, staff, and finances.   IPEDS then 
produces a data feedback report which provides 
institutions a comparative context for examining the data  
they submitted to IPEDS.  In 2010, WCTC chose to 
compare to 86 other public two year colleges.  
 
A sampling of the results follows.  In 2010, WCTC had 8% fewer full-time students than the comparison group.  In five years, the 
number of full-time students has increased by 59%, almost double the growth rate (31%) of comparables.  At the same time, the 
number of part-time students declined from last year by roughly the same amount (300 students) as the comparison group 
increased, closing the gap considerably.  The IPEDS results indicated that WCTC’s Federal FTE was 3,981, within 3% of the 
comparison group mean.  Four years ago, WCTC’s FTE trailed the comparison group by 11%.  Compared to peer colleges, 
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WCTC has fewer full-time and more part-time students, which is why the overall headcount is higher.  WCTC’s reported tuition 
and fees are slightly higher than peer colleges by an amount that has been fairly consistent for the last three years.  The net 
price of attendance at WCTC has been declining due in part to increased aid.  WCTC uses this data to make determinations 
about strategic directions and College operations.  
 
3I1 Recent improvements  As part of the 2009-10 Student Services QRP, several departments participated in Value Stream 
Mapping (VSM), which resulted in specific improvements to the processes under study. For example, improvements included 
automating parts of the student transfer request process, simplifying and refining the graduation application process, and 
adjusting aspects of the registration process for greater student convenience.  WCTC completed a remodel of the enrollment 
center in 2010 so it can serve as a one-stop shop and provide students with just-in-time admissions, registration, financial aid, 
advising and counseling services.  WCTC implemented an advisor/counselor model in 2009-10 based in part on Noel- Levitz SSI 
survey results and the need to provide a more seamless model for enhanced efficiency and student satisfaction. 
WCTC is participating in a pilot of a Student Strengths Inventory which measures non-cognitive risk factors in an effort to identify 
and better serve students who could benefit from, for example, enhanced study skills or counseling interventions.  This 
assessment is being administered at College-wide student orientations and at the Business Division specific orientation.  WCTC 
is in the process of working with the publisher to develop a web-based administration of this inventory. 
 
College programs are integrating with the WTCS Technical Skills Attainment (TSA) initiative to draft common program outcomes 
and their assessment for consistency among all the WTCS districts.  Program outcomes and their attainment by graduates will 
be reported by all districts with the first program to report in fall 2011.  The derivative benefit will be that program areas will be 
able to improve that quality of the learning experience.  To further support assessment and improvement, the College has 
implemented Student Learning Evidence teams (1P18). 
 
3I2 A culture and infrastructure supporting process improvement  As with other process improvements, the WCTC Quality 
Advisory Team(QAT) selects processes to improve within the Understanding Students and Other Stakeholders category (4I2).  
This is accomplished with input and feedback from throughout the College including instructional divisions and departments, 
Corporate and Community Training, and Student Life/Development.  The WCTC culture is one of continuous quality 
improvement which includes all processes related to teaching, learning, and college-wide support services.  The organization 
uses quality principles in the development of team projects, process improvements, and on-going annual planning for 
improvement at every level.  For 2011-12, the QAT is chartering new improvement teams affecting Students and Other 
Stakeholders as follows:  Enrollment Management; Scheduling Process and Protocols; and Repackaging Critical Life Skills.  The 
Enrollment Management and Scheduling teams are a direct result of the newly created Academic Master Plan and Repackaging 
the Critical Life Skills will be an AQIP action project team. 
 
The PEC is responsible for deploying WCTC’s strategic goals (Organizational Overview-Introduction).  The administration 
defines accountability measures and targets by which departments and divisions can benchmark their continuous improvement.  
Benchmarks are established based on wide-ranging internal stakeholder input and requirements of other governing entities, e.g. 
WTCS Perkins indicators, etc. 
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Category 4: Valuing People 
 

4P1 Identifying credentials, skills and values Hiring supervisors and Human Resource Services (HRS) staff collaborate to 
determine the minimum knowledge, skills, and abilities (KSAs) required for positions which are documented in the job 
classification descriptions. The KSAs are based on the essential duties and responsibilities of the position. Where 
appropriate, the incumbent(s) or other subject matter experts may be asked for input into the KSAs, or work samples are 
reviewed to ensure the job-relatedness of the KSAs. KSAs are reviewed for changes/improvements if there is a change in job 
duties or responsibilities or when a vacancy occurs.  For faculty positions, the KSAs and specific occupational credentials are 
identified at the time WCTC recruits for a position. Other factors include: 
• All faculty, instructional managers, and other instructional-related staff must meet specific requirements to obtain and 

maintain certification in the Wisconsin Technical College System.  
• General education faculty must possess a Master’s degree and 18 graduate credits in the discipline. 
• The College has identified the characteristics of an ideal employee. Based on the College’s values, these characteristics 

have been used as a foundation for developing interview questions for the selection process.   
 

4P2 Hiring processes The February 2008 Systems Appraisal Feedback Report noted the recruitment and hiring processes as 
strengths of WCTC (2007 Portfolio 4P1, 4P2). 
http://www.wctc.edu/general_info/accreditation_quality_improvement/sys_port_pdfs/c4p.pdf 
 
In 2008, the College began using a modified Kepner-Tregoe Decision Analysis (KT-DA) data-driven tool in the selection process for 
some faculty, non-represented and other professional positions.  This has helped to ensure objectivity within the process, and that 
hiring selections are based on the knowledge, skills and abilities required for the position. This tool is a direct result of an action 
project team (Using Data for Decision Making AQIP Action Project).  An example of how this tool is used in the selection process is 
shown in Figure 4-1. 

 
Figure 4-1 – Kepner-Tregoe Decision Analysis tool 

During the behavior-based selection interview process, faculty candidates give a teaching demonstration.  Students are often 
included in the audience and also may serve on selection teams for positions that directly deal with student populations. 

 
4P3 Recruiting, hiring & retaining employees   The February 2008 Systems Appraisal Feedback Report noted the recruitment 
and hiring processes as strengths of the College (2007 Portfolio 4P1, 4P2). 
http://www.wctc.edu/general_info/accreditation_quality_improvement/sys_port_pdfs/c4p.pdf 

http://www.wctc.edu/general_info/accreditation_quality_improvement/sys_port_pdfs/c4p.pdf
http://www.wctc.edu/general_info/accreditation_quality_improvement/sys_port_pdfs/c4p.pdf
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In 2009, HRS staff used the Value Stream Mapping (VSM) method to identify and create efficiencies in the hiring process.  This 
was in preparation for the transition to an on-line application process which was implemented on April 1, 2010. 

 
This system has helped to significantly streamline and improve the recruitment process by: 
• Facilitating the electronic screening of candidates’ qualifications by HRS staff, hiring managers, and subject-matter experts 

where appropriate; 
• Facilitating communication between HRS staff and candidates; 
• Enabling candidates to easily submit applications, resumes, and other documents electronically, receive automatic 

confirmation of receipt, and view the status of applications through the process; 
• Providing anyone interested in working at WCTC the ability to complete a job interest card for employment opportunities that 

automatically notifies them of vacancies in areas of interest; 
• Enabling an applicant tracking system that has the capability to generate various reports more easily on candidate pools, 

time to hire, cost of recruitment, EEO statistics, etc., that will allow HRS staff to better monitor and analyze these data to 
assess the process. 

 
WCTC has also increased efforts to recruit diverse candidates by attending job fairs geared toward professional diverse 
populations. In spring 2010 and 2011, the College held a Part-Time Instructor Job Fair to specifically target diverse professionals 
and maintain a pool of qualified candidates.  Approximately 120 attended in 2010 and 90 in 2011.  

 
4P4 Employee Orientation   The February 2008 Systems Appraisal Feedback Report noted WCTC’s employee orientation 
system as a strength of the College (2007 Portfolio 4P2). 
http://www.wctc.edu/general_info/accreditation_quality_improvement/sys_port_pdfs/c4p.pdf).  Starting in 2010-11, the College 
has enhanced the successful two-day Teacher Boot Camp (1P9) through a series of twelve ongoing learning sessions called 
“Bootcamp and Beyond.” These sessions, intended to broaden instructors’ understanding of the College and learning culture, 
include topics on counseling, advising, and classroom management; academic support and special services; student learning 
evidence; adult basic education and English as a second language learners; diversity; corporate and community training; 
Blackboard and academic technology; and tours of all the academic divisions. The year will culminate with each instructor sharing 
a best practice from his/her learning.     

 
4P5 Planning for personnel changes   WCTC began implementation of a Workforce Planning Process to address the longer term 
needs for qualified staff. Approximately 25% of WCTC’s full-time staff is eligible to retire in two years.  Forty percent of the non-
represented staff is able to retire in the next five years.  The average age of our full-time staff is 51.1 years.  Human Resource 
Services has initiated a workforce succession plan to deal with the potential turnover and institutional history/brain drain that is 
expected over the next few years. 
 
 The College’s plan was developed after researching and benchmarking plans of other public sector organizations (notably the State 
of Washington Workforce Planning Guide and the IPMA-HR Benchmarking Report 2009 Workforce and Succession Planning). The 
plan includes the following steps: 
 
Step 1: Determine Workforce Challenges;  
Step 2: Analyze Needs/Work;  
Step 3: Determine Outcome of Work;  
Step 4: Assess Current and Future Talent Potential;  
Step 5: Provide Development Opportunities and Support Structure; 
Step 6: Implementing the Plan;  
Step 7: Monitoring and Evaluating the Plan. 
 
During 2010-11, the Associate Vice President of HRS and HRS staff met with all division deans, directors, and managers. This 
process included:  1) reviewing and analyzing the current workforce (demographics, retirement projections, competencies, etc.);  
2) identifying the anticipated vacancies and/or new work/functions that will occur within the next one to five years; 3) assessing the 
present workforce to identify potential talents or gaps; and 4) identifying potential strategies for developing employees.    This 
becomes especially important due to the legislative changes instituted in Wisconsin during 2011.  Because of changes and limited 
collective bargaining rights, more than 50 WCTC employees retired since the legislation passed.  The College has worked hard 
during the summer of 2010 reevaluating positions vacated; redesigning new positions, and hiring new employees.  
 

http://www.wctc.edu/general_info/accreditation_quality_improvement/sys_port_pdfs/c4p.pdf
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4P6 Work process design   The College continues to use quality improvement methods and tools to foster work processes and 
activities that contribute to organizational productivity and employee satisfaction.  These efforts were identified as a significant strength 
in the last systems portfolio and noted in the February 2008 Systems Appraisal Feedback Report (2007 Portfolio 4P3). 
http://www.wctc.edu/general_info/accreditation_quality_improvement/sys_port_pdfs/c4p.pdf  Within the last few years, WCTC had 
adopted a “lean” approach by utilizing Value Stream Mapping (VSM) to design and improve processes.    
 
4P7 Ensuring ethical practices of employees  WCTC continues to ensure and communicate ethical practices through a code of 
ethics and policies and procedures regarding: opportunity, diversity, harassment and discrimination; whistle blowing; safety and 
security; alcohol and other drug use; gifts, solicitations, and fundraising; financial controls and accountability; the use of computers, 
Internet, and other equipment; and other resources.  
 
4P8 Training needs WCTC continues to determine college-wide training needs based on annual key initiatives and goals as reported 
in the last systems portfolio and noted as a strength in the February 2008 Systems Appraisal Feedback (2007 Portfolio 4P4, 4P5) 
http://www.wctc.edu/general_info/accreditation_quality_improvement/sys_port_pdfs/c4p.pdf  Key training initiatives are in Figure 4-2. 
 
Figure 4-2 Key Training Initiatives 

Initiative Training Topics 
Continuous Quality 
Improvement 

Quality management techniques formulated by W. Edwards Deming and adopted by WCTC; Appreciative Inquiry (AI); 
Facilitation skills; Kepner-Tregoe (KT) Decision Analysis Training; Value Stream Mapping (VSM); Crucial 
Conversations; Crucial Confrontations. 

Legal Issues Ethics; Sexual Harassment Awareness; FMLA; Diversity; Employment Law for Supervisors. 
Student Learning Critical Life Skills; Student Learning Evidence; Classroom Assessment Techniques; Retention; Student-Learning 

Centered; WIDS curriculum development. 
Orientation Orientation sessions for all instructors and staff at the beginning of the fall and spring semesters; Teacher Boot 

Camp; an online orientation for part-time I instructors; departmental orientation. 
Technology Technology workshops offered through the Teaching Innovation Center (TIC); Annual Faculty Technology Academy; 

Blackboard; Banner; Microsoft Office; Outlook. 
Environmental, Health and 
Safety 

Applicable OSHA; Department of Commerce; WDNR and EPA Standards; Emergency Response Plan; Violence 
Prevention; Workplace Bullying. 

Wellness Educational programming and activities for staff to enhance their health and fitness. 
Certification Southern Wisconsin Consortium Certification offerings; course certification equivalents. 

 
4P9 Training and developing employees  One of WCTC’s core values is to “provide opportunities to grow professionally and 
personally to foster competent and productive members of our community.” In keeping with this value, the College continues to offer 
a variety of training and development opportunities and resources for employees.  These efforts were noted as a strength in the 
February 2008 Systems Appraisal Feedback Report (2007 Portfolio 4P4, 4P5). 
http://www.wctc.edu/general_info/accreditation_quality_improvement/sys_port_pdfs/c4p.pdf   
 
Some notable improvements in this area have included:  
• Expanded and increased training for managers and supervisors, 
• Increased the tuition reimbursement budget, 
• Increased the staff training budget. 
Additional explanation of organizational efforts to ensure development of all staff is described in 8P8.  Also, the most current 
Academic Master Plan has identified a team to continuously improve the College’s Professional Development Model (9I1). 
 
4P10 Personnel evaluation systems   The February 2008 Systems Appraisal Feedback noted WCTC’s performance 
improvement systems as a significant strength of the College in part due to the continuous improvement philosophy of the 
processes (2007 Portfolio 4P6). http://www.wctc.edu/general_info/accreditation_quality_improvement/sys_port_pdfs/c4p.pdf 
The Teaching Improvement System (TIS) is designed to help students learn through instructors’ continuous improvement.   
Since then the College has: 
 
• Implemented the Counselor Improvement System (CIS) which employs the Plan/Do/Study/Act process and getting 

feedback from customer sources; 
• Revised and implemented the process for leaders/managers, called the Leadership Development and Assessment 

Process (LDAP), which incorporates assessment of goals and leadership behaviors which are aligned with the College’s 

http://www.wctc.edu/general_info/accreditation_quality_improvement/sys_port_pdfs/c4p.pdf
http://www.wctc.edu/general_info/accreditation_quality_improvement/sys_port_pdfs/c4p.pdf
http://www.wctc.edu/general_info/accreditation_quality_improvement/sys_port_pdfs/c4p.pdf
http://www.wctc.edu/general_info/accreditation_quality_improvement/sys_port_pdfs/c4p.pdf
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values. An example of this alignment is that goals are developed for all leaders as appropriate. During the first year, 
leaders had a specific goal to develop their staff.  In 2010-11, leaders were expected to identify a goal related to diversity. 
In 2011-12, leaders will also identify a goal targeted to improved communication and involving affected stakeholders in 
decisions. 

 
4P11 Employee recognition, rewards, compensation and benefits   WCTC is committed to develop and maintain systems that 
attract and retain highly skilled, quality staff capable of responding to changing needs of students, staff and customers (Strategic 
Goal #4).  The College’s recognition, compensation, and benefit systems were identified in the previous systems portfolio and noted 
as a strength in the February 2008 Systems Appraisal Feedback Report (2007 Portfolio 4P7). 
http://www.wctc.edu/general_info/accreditation_quality_improvement/sys_port_pdfs/c4p.pdf 
 
As needed, WCTC initiates a Request for Proposal (RFP) to determine if the same benefits can be provided at a lower cost to the 
College and employees.  In 2009-10, the Insurance Committee, made up of non-represented and bargaining unit members, 
participated in the RFP process for a new third-party insurance administrator and provider network, researched and decided together 
on the vendor change. A KT-DA tool was used to ensure the end result was data driven and relative to requirements by the College 
and respective bargaining units. As a result of these changes, the College was able to reduce medical and dental insurance premiums 
by 20%. WCTC’s employer share of a family medical insurance premium is $312 per month below the average of all technical colleges 
in the state.  WCTC currently has the second lowest medical insurance premium within the technical college system where previously 
the College’s premium fell around the median. 
 
The College also joined with other technical colleges in consortium RFP’s for life insurance and long term disability benefits in 2009-
10. By working together with this group and an experienced benefit consultant, WCTC was able to maintain competitive life, accidental 
death and dismemberment, and long term disability premiums.  A scoring grid similar to the KT-DA tool was used to collectively 
determine the best vendor for all technical colleges.  The life insurance benefits for each technical college were very different, so a 
comparison of rates relative to each other isn’t appropriate.  Collectively, the vendor selected provided the best rate for the same 
benefits with the best customer service.  In relation to long term disability, WCTC is above the average WTCS premium, but 32 % 
lower than the College’s premium 4 years prior. 
 
WCTC plans to continue with any consortium efforts in relation to insured benefit plans and is hoping to consider a similar forum for 
healthcare in 2011-12. 
 
4P12 Determining key motivators  The College utilizes a variety of methods to identify key issues related to employee 
motivation identified in the previous systems portfolio and noted as a strength in the February 2008 Systems Appraisal 
Feedback (2007 Portfolio 4P8). http://www.wctc.edu/general_info/accreditation_quality_improvement/sys_port_pdfs/c4p.pdf  
 
During fall 2008, the College formed a new AQIP Action Project Team for Employee Engagement (see 4I1).  The team’s outcome 
goals are:  1) People are actively engaged and empowered in living out WCTC’s values; and 2) People are engaged in innovation and 
daily work.  The measurement of success is that climate survey results show improvement in ratings related to employee engagement. 
 
One of the actions of the team was to bring in a speaker from the Gallup Organization, Tim Simon, during the College Inservice Day 
(August 2009) for all employees.  Simon presented on Gallup’s research in employee engagement and shared the Q12, a 12-question 
survey that is an indicator of strong feelings of employee engagement.   College facilitators then engaged employees in an activity 
resulting in list of WCTC best practices in employee engagement that has been shared with managers and employees.  
 
The Q12 also served as a basis for the team to develop customized questions for the 2011 Employee Climate Survey (PACE – 
Personal Assessment of the College Environment) to assist in identifying other key issues impacting employee engagement.  
 
4P13 Employee satisfaction, health and safety, and well-being   WCTC uses the PACE survey to evaluate employee satisfaction 
and collect feedback related to organizational structure, processes, work design, communication, and climate. The PACE survey is 
administered every three years. In addition, in 2004, the College administered the AQIP Constellation survey as part of the AQIP-
required Vital Focus process and used some questions from PACE as part of the customized question section. Trend data therefore is 
available and has been analyzed regularly since 1996. 
 
WCTC has a comprehensive environmental, health and safety program in place to ensure for the safety and welfare of staff and 
students. It consists of the following elements: 
• Full-time Environmental, Health and Safety (EHS) Coordinator; 
• Safety and Security Committee (17 members including the EHS Coordinator, managers, faculty, students and staff; 

http://www.wctc.edu/general_info/accreditation_quality_improvement/sys_port_pdfs/c4p.pdf
http://www.wctc.edu/general_info/accreditation_quality_improvement/sys_port_pdfs/c4p.pdf
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representatives from Waukesha and Pewaukee Police and Fire; and a representative from Workers Compensation Insurance); 
• Formal written and training programs addressing applicable OSHA, Department of Commerce, EPA and Wisconsin DNR 

compliance requirements; 
• Emergency Response Plan; 
• Pandemic Preparedness Plan; 
• Industrial Hygiene Monitoring; 
• Crisis Response Team; 
• First Aid / AED Program; 
• Emergency phones throughout campus; 
• Employee Personal Protection Equipment Reimbursement Program; 
• Environmental, Health and Safety Equipment Assessment Tool; 
• EHS Compliance Matrix; 
• Internal and External Audit Program. 
 
WCTC’s comprehensive Wellness Program has increased significantly due to the efforts of a full-time Wellness Coordinator and a 
cross-functional Wellness Committee. More education and wellness initiatives are being focused on behavior change to achieve true 
improvements in employee health.To encourage and support healthy behaviors, a reward and recognition program called Well U was 
established in 2007.  Employees earn credits by participating in various activities throughout the school year.  As a follow-up to 
annual, voluntary health assessments, a Wellness Coaching program that includes group cardio and strength training and dietary 
monitoring was added in 2010.  In summer 2010, the College offered employees the opportunity to participate in a community 
supported agriculture (CSA) program that allows individuals to purchase local, seasonal food directly from a farmer. The College is 
assessing whether to continue this program or make changes based on feedback from the participants.   
 
4R1 Measures of valuing people  In addition to the climate surveys, other measures of valuing people that WCTC regularly collects 
and analyzes include employment statistics (vacancies, hires, etc.), certification statistics, turnover rates, performance improvement 
system completion rates, number of promotions, safety statistics, various training completion rates, satisfaction with training activities, 
professional development funds used, compensation and benefit comparisons, and number of offerings and participation in wellness 
activities. 
 
The AQIP Employee Engagement Action Project Team in collaboration with the AQIP Data Dashboard Action Project Team developed 
College dashboard measures related to valuing people.  This included performance improvement targets with green, yellow, and red 
indicators as follows: 
 
Figure 4-3 Employee Success Metrics 

Area/Measure Target Threshold 
Green Yellow Red 

Demographics         
Average Age NA    
Average Years of Service NA    
Annual Performance Improvement 
Documents filed 100% 90%-100% 75%-90% <75 % 

Promotions NA    
Workforce Analysis 7% >7% 5-6% <5% 
Turnover/Retention     
Employee Turnover <10% <7.5% 7.6%-10% >10% 
Employee Retention >90% >92.5% 90%-92.2% <90% 
Employee Engagement - From the PACE survey, ratings of employee feedback in climate factors of: 
Supervisory Relationships 4.0 >3.5 3.49-3.1 <3.0 
Teamwork  4.0 >3.5 3.49-3.1 <3.0 

 
4R2 Performance Results   The number of employees who have been promoted over the past five years has been an indicator of the 
value WCTC places on the knowledge and talents of its employees (Figure 4-4). Promotions occur primarily due to vacancies from 
turnovers, and occasionally due to new classification of positions (new work or skills required).  Although data from the last two years 
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show a marked decrease in the number of promotions, this was in large part due to the smaller number of vacancies as a result of less 
turnover and fewer positions being refilled. The College continues to develop and promote its staff when possible. 
 
 

 
 
 
 
 
 
 
 
       

 
WCTC continues to experience low turnover rates—less than 10 percent over the past five years—which surpasses the College’s 
target rate (Figure 4-5). This is one indicator of the retention of employees.  Generally, 40 percent or more of turnovers are due to 
retirements.  During 2010-11, retirements increased significantly, constituting 83 percent of overall turnover.  WCTC continues to have 
a long-term staff, with the current average years of service of full-time employees at 14 years.  
 
WCTC’s Wellness Program uses the Wisconsin Worksite Assessment Checklist as a scorecard for assessing the impact of our 
wellness activities.  The checklist outlines 68 program components/best practices in nine categories.  WCTC’s Wellness Program has 
established 46 of these components, and in 2009 was awarded the Silver level of the Wisconsin Governor’s Worksite Wellness Award 
(one of only four of the technical colleges to attain this level).   
 
With a greater awareness and support of employee wellness, the number of employees completing health assessments and the 
number participating in the Well U program have more than doubled since the programs began in 2007-08 (Figures 4-6).  More efforts 
are now being placed on wellness initiatives such as screening/services and to achieve behavior change (Figure 4-6). 
   
Figure 4-6 Well U Participation 

Health Assessments  2007-08 2008-09 2009-10 2010-11 
Number of Participants  88 131 200 243 
Coaching Follow-up NA NA 50 78 

 
Well U Reward Credits  2007-08 2008-09 2009-10 2010-11 
100 Credits 76 100 159 116 
200 Credits 16 45 56 65 
300 Credits 17 30 22 54 

Number of Employees Earning Rewards  109 175 237 235 
 

Wellness Programs   2007-08  2008-09 2009-10  2010-11 
Behavior Change 5 3 8 8 
Educational  13 11 9 9 
Awareness 3 4 3 3 
Screening/Services  4 8 11 6 

 
 
Results related to the environmental health and safety program reflect a continued low 
Workers’ Compensation modification rate which is currently at 0.74, and has been below 
1.0 since 2003 (Figure 4-7). 
 
 The Environmental, Health and Safety Coordinator analyzes data relative to accident 
reports, identifies problem areas and corrective action, and works with department 
managers to ensure steps are taken to reduce future incidents. 
 
WCTC’s AQIP Project Team-Data Dashboard identified using the overall scores from the 

Year Number 
2010-11* 16 
2009-10 8 
2008-09 21 
2007-08 20 
2006-07 22 
2005-06 29 
* as of 5/1/11 

Year Percent 
2010-11* 7.2% 
2009-10 4.5% 
2008-09 5.8% 
2007-08 6.4% 
2006-07 4.8% 
2005-06      7.6% 
* as of 5/13/11 

Policy Year Insurance 
Mod Rating 

7/1/10 – 7/1/11 .74 
7/1/09 – 7/1/10 .80 
7/1/08 – 7/1/09 .72 
7/1/07 – 7/1/08 .68 
7/1/06 – 7/1/07 .64 

Figure 4-4 Employee Promotions 
 

 

Figure 4-5 Employee Turnover 

Figure 4-7 Workers’ Compensation Mod Rates 
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PACE survey in the categories of Supervisory Relationships and Teamwork as college-wide indicators of employee engagement. The 
results from PACE surveys conducted in 1999, 2008 and 2011 (Figure 4-8) show that the mean scores increased slightly from 1999 to 
2008 and again in 2011, and that WCTC continues to score in the “mid-range consultative management style”  which indicate “healthy 
campus climate.” The scores for Teamwork and Supervisory Relationships are in the “green” on the WCTC dashboard (Figure 4-3).  
 
Figure 4-8 PACE Survey Indicators 

PACE Survey 1999 2008 
 

2011 
Supervisory Relationships 3.44 3.60 3.82 
Teamwork 3.41 3.49 3.83 
Ratings on a 5-point Likert scale (with 5 being high) 

 
The top areas of strengths and concerns, based on the 2011 survey results related to employees’ work are listed in Figure 4-9. 

Figure 4-9 Comparative PACE Survey Results 
 

Top 5 Areas of Strength Related to Employees’ Work 1996 
Mean* 

1999 
Mean 

2008 
Mean 

2011 
Mean 

The extent to which I feel my job is relevant to this institution's mission. 4.23 4.28 4.20 4.41 
The extent to which my supervisor expresses confidence in my work. 3.80 3.75 4.16 4.17 
The extent to which faculty meet the needs of the students. 3.70 3.86 3.90 4.16 
The extent to which non-teaching professional personnel meet the needs of the 
students. 

2.87 
  

3.37 3.86 4.08 

The extent to which I am given the opportunity to be creative in my work. 3.95 4.03 3.90 4.06 
 

Top 5 Areas of Concern Related to Employees’ Work 1996 
Mean 

1999 
Mean 

2008 
Mean 

2011 
Mean 

The extent to which information is shared within the college. 2.60 2.90 2.78 2.90 
The extent to which I am able to appropriately influence the direction of this 
college. 

2.53 2.86 2.92 3.07 

The extent to which open and ethical communication is practiced. NA 2.87 2.94 3.09 
The extent to which decisions are made at the appropriate level. 2.25 2.72 2.88 3.10 
The extent to which I have the opportunity for advancement within this 
organization. 

2.56 2.90 3.11 3.10 

  Ratings on a 5-point Likert scale (with 5 being high) 

 
Figure 4-10   2004 Constellation Survey 
Top 5 Areas of Strength Related to Employees’ Work Mean 
WCTC trusts employees to do their work effectively. 6.77 
Leaders ensure that employees have the resources needed to do their work. 6.68 
WCTC’s hiring processes make certain employees possess necessary credentials, skills, and values. 6.65 
Employees get the information they need to perform their jobs. 6.57 
Employees get the training and professional development they require. 6.55 
Ratings on a 9-point Likert scale (with 9 being high)  
Top Areas of Concern Related to Employees’ Work Mean 
Decisions are made at the appropriate level. 2.39 
I am able to appropriately influence the direction of this college 2.62 
Open and ethical communication is practiced. 2.59 
A spirit of cooperation exists. 2.42 
Appropriately organized 2.92 

  Ratings on a 9-point Likert scale (with 5 being high)  
 
The College consistently collects feedback from employees who participate in orientation sessions and staff development and 
training programs. Organizers of each event receive synthesized feedback information. This data is used to improve processes to 
better meet the needs of employees and the College. 
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Supervisory 
Relationships 

Institutional 
Structure Teamwork Student 

Focus Custom Overall 

'99 WCTC PACE 3.44 3.09 3.41 3.89 3.75 3.44 
'08 WCTC 3.6 3.18 3.49 3.92 3.44 3.55 
11 WCTC 3.82 3.35 3.83 4.16 3.56 3.76 
PACE Norm Base 3.67 3.34 3.72 3.91   3.63 

1 

2 

3 

4 

5 

Likert Scale 1-5 (5 is highest) 

WCTC Climate (PACE) 

The HRS department updated an exit interview process in 2009 and meets with separating employees to discuss their experience 
and explore improvements.  Many suggestions or concerns have been implemented following these interviews such as 
transitional training for new hires, leadership training initiatives, and harassment/discrimination awareness training. 
 
4R3 Evidence of productivity and effectiveness   Evidence of employee productivity and effectiveness is documented in goal 
achievements identified in the various employee performance improvement processes: TIS, SSPDI, CIS, and LDAP.  Overall, the 
completion rates have improved for the three major employee groups over the past five years (Figure 4-11). 

Data from the 2009 National Community College Benchmarking Project (NCCBP) show that a high percentage of WCTC's 
instructional load is carried by full-time staff. Sixty-four percent of sections (80th percentile) and 66% of credit-hours (79th 
percentile) are taught by full-time faculty. The median at other institutions was 52% of sections and 53% of credits taught by full-
time faculty.  The overall student: faculty ratio was 14.1:1 (18th percentile). 

 
4R4 Results comparisons  One major indicator of how WCTC’s results compare with other higher education institutions is the 
PACE survey (shown in Figure 4-12) which compares WCTC with the current NILIE PACE national norm. WCTC’s results 
improved in all climate factors from the previous results in 2008 and scored above the PACE norm.  WCTC’s mean scores overall 
and for Supervisory Relationships and Student Focus also reflects a significant difference from the Norm Base mean. This 
continues to reflect that employees believe in the work the College does to educate students. 

0% 

20% 

40% 

60% 

80% 

100% 

2005-06 2006-07 2007-08 2008-09 2009-10 
NDIS/LDAP 100% 100% 100% 97% 90% 
SSPDI 71% 74% 80% 67% 78% 
TIS 90% 100% 100% 96% 100% 

WCTC Performance Improvement System Rates 

Figure 4-12 PACE 
Comparisons 

 

Figure 4-11 – Performance 
Improvement Systems 
Rates 
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WCTC benchmarks its benefit and compensation packages through surveys, such as the WTCS Faculty and Administrative Salary 
and Benefit Surveys, the College and University Personnel Association survey, and others. The results continue to indicate that 
WCTC maintains competitive compensation and benefits. 
 
4I1 Recent improvements  In November 2005, a cross-functional AQIP Action Project Team was charged with the task of 
designing open, two-way communication strategies to provide access to information for all stakeholders. The goal of this 
committee was to foster better communication and access to information College-wide.  The expectation was to see a positive 
change on the Communication results in the 2011 PACE survey. The results of the team’s efforts included:  
 
• Created a workshop designed to enhance meeting skills. To date, these workshops have helped train over 125 staff 

members at every level of the College in conducting more effective meetings. 
• Adopted a new multipurpose (agenda/minute) template. This template was designed to align standardization in recording 

and reporting the work of all College committees/teams. Meeting recorders now use the template and new administrative 
assistants are trained in its use. 

• Established a College Initiatives link on the web portal. Employees can view business of the College including: what 
committees/teams are at work along with their agendas and minutes; information on the academic master plan, strategic 
planning, and the master facility plan; and the AQIP Systems Portfolio. 

 
The current AQIP Action Project Employee Engagement team developed an administrative procedure devoted to communication 
processes at the College.  The procedure focuses on the use of a specific “Communication Matrix,” a model designed to provide a 
framework for selected individual, departmental and College-wide communication that:   
• Improves communication;  
• Integrates decision-making and communication;  
• Provides guidance on what, how, and when to communicate; and  
• Makes communication part of the organizational culture.  
 
For College-wide and significant department communications, guidelines include the decision category, communication event, 
audience, information needs, approvals needed, designated staff assigned to communicate, method and timing of communication, 
and a specific performance measure indicating the success of the communication. This procedure was pilot tested by two 
departments and for a major College decision. The procedure will be formalized and communicated across the College in fall 2011. 
An example of the Communication Matrix that was developed for our efforts to communicate the administration and results of the 
PACE Survey 2011 is shown in Figure 4-13. 
 
In 2009-10, the College began holding monthly communication and training meetings for managers.  These meetings have provided 
the opportunity for dialogue, discussion and training on a variety of human resource and leadership topics including compliance 
issues, contract provisions, coaching, and strategic thinking.  Developing managers is a step in getting them to be more engaged 
and will result in their own improved efforts of engaging their staffs.  In 2009-10 there were two specific sessions devoted to 
coaching, and a session on change management. During 2010-11, sessions offered included strategic thinking, legal issues for 
supervisors, and Crucial Conversations.  Additional improvements have been noted under other questions in this section. 
 
4I2 Selecting processes and setting targets for improvement   WCTC’s culture of continuous quality improvement fosters 
engaging all staff in identifying opportunities for improvement, goals, and outcomes. AQIP Action Project teams are formed based 
on key initiatives and/or issues/concerns raised from the PACE survey or other feedback means. The College’s Quality Advisory 
Team (QAT) advises and advocates for quality principles and systems, and sponsors quality process teams that are charged to 
assess and improve College processes and systems. Instructors in the Center for Quality and Innovation train staff in the philosophy 
of quality improvement, teamwork, tools, and facilitation skills.   
 
Two new tools/processes that the College has adopted and trained employees in using are the Kepner-Tregoe Decision Analysis 
(KT-DA) and Value Stream Mapping (VSM). Both the KT-DA and VSM involve staff in process improvements. The KT-DA is a 
process to evaluate various alternatives, in order to select the best alternative, based on specific objectives, criteria, and 
measures. The process and tool have been successfully used in some areas such as selecting vendors, textbooks, and in some 
areas, candidates for hire.   
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Figure 4-13 Communication Matrix 

 
The VSM process and tool have been used to identify and make process improvements in graduation, registration, intake of Allied 
Health and Nursing students, handling transcript of credit, textbook ordering, grant processing, financial aid process, intake of 
students into Co-op programs, ESL student transfer from Waukesha to Pewaukee campus, course approval process, student test 
taking process in the Learning Place, employee recruitment process, and contract training process.  
 
In February 2011, the Wisconsin legislature changed public employees’ collective bargaining rights resulting in the end of union 
contracts at WCTC.  Working without collective bargaining agreements has changed work rules for all staff – both managers and 
formerly represented faculty and staff.  A new Employee Handbook has been developed for all staff.  Human Resources is leading 
this effort by holding open employee forums to review the handbook and clarify questions.  As a result of these forums, it was 
determined that new teams should be developed to review specific areas of the handbook.  These teams will be cross-
functional/cross representational and will focus on the following topics:  summer hours; employee handbook language revision; 
cost-savings; and insurance.  
 
WCTC continues to strive for a culture that engages and values people and is open to receiving feedback, concerns, and 
suggestions for improvement. 
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Category 5: Leading and Communicating 
 
5P1 Defining and reviewing mission and values     College strategic planning is a systematic process that begins with review of 
the College’s mission, vision, and values by the entire College community (i.e., all employees).  This was last accomplished in 
2007-09 through a College-wide action plan and implemented through wide organizational involvement (8P1) by deploying College 
employee teams.  WCTC’s defined practice is to involve all stakeholders including Board of Trustees in the development and review 
stages, resulting in final review and approval by the Board. 
 
The mission, vision, and values are reviewed annually by the Presidents’ Executive Council (PEC) and at the Board of Trustees 
annual summer retreat. They are currently in effect through 2014.  The mission statement is well-aligned with the statutory 
requirements of the Wisconsin Technical College System (WTCS) and Chapter 38 of the Wisconsin State Statutes: to disseminate 
knowledge in alignment with the needs and practices of the Wisconsin workplace, staying current with occupational trends and 
technology. 
 
5P2 Setting aligned directions   WCTC leaders set directions in alignment with mission, vision and values through systematic 
planning processes to meet students’ and other key stakeholders’ needs. Students are WCTC’s number one priority and guide the 
development of all planning, programs, and processes. Category 8 describes planning processes at WCTC in greater detail. 
Key leadership committees and teams are shown in Figure 5-1. The majority of these teams and committees meet bi-weekly or 
monthly and provide reports to the District Board, PEC and Learning and Leadership Team (LLT) as required and/or needed. This 
reporting provides the opportunity for feedback and input in order to be in alignment with College strategic directions and goals. 
Student, key stakeholders and staff feedback are analyzed regularly to maintain WCTC’s commitment to being a student-learning 
centered college. Teams are empowered to be innovative and to capitalize on what’s going well and to improve on issues that 
need work. 
 
WCTC leadership expects that teams work on continually improving processes to achieve goals that are directly aligned with the 
College’s mission, vision, values and goals. For example, management employees, through their professional improvement 
obligations, are expected to identify significant measurable performance goals and demonstrate how these individual goals align 
and support the Strategic Plan, corresponding department plans, and the WCTC mission, vision, and values.  In fact, leader 
behaviors are identified as WCTC values:  Commitment, Integrity, Relationships, Communication, Learning, and Excellence 
(WCTC Circle of Values). 
 
Structurally, the Vice President for Strategic Effectiveness and Advancement (SEA) is responsible for providing overall leadership 
and collaboration for strategic planning and to assess and monitor the institution's effectiveness in achieving its mission and goals.  
She also leads accreditation and other continuous improvement efforts. In addition, the VP provides leadership for corporate and 
community training, and external programs/grants, in partnership with academic programs and student services. Establishing a 
position at this level, with these responsibilities, cements the College’s commitment to alignment of mission, vision, values, and 
students’ and other key stakeholders’ needs and expectations.  
 
5P3 Incorporating students and key stakeholder needs Consistent with WCTC’s empowerment philosophy, leaders at every 
level of the College are encouraged to seek future opportunities to build and sustain a learning environment. WCTC works 
through external partnerships with business, industry, government and community-based organizations regularly to seek input 
about their initiatives and needs. Those needs develop into College opportunities. Gathering this information takes the form of 
environmental scanning done during  several venues including the following: 5-year comprehensive QRPs, bi-annual 
instructional program advisory committee meetings, student and graduate satisfaction/follow-up surveys, employer satisfaction 
surveys, community group listening and feedback sessions, and employee feedback sessions.  All of this feedback from 
students and key stakeholders become the foundation for updating of WCTC’s strategic plan. 

 
The president and senior administrators are involved in regional economic development forums that provide direction for new 
and expanded academic programming and funding opportunities. WCTC’s culture of continuous improvement, empowerment, 
and customer service has created an environment where staff engages in ongoing environmental scanning and benchmarking 
external best practices. 

 
WCTC brings speakers to the College for faculty and staff in-service days at least twice per year. Getting new ideas from 
national leaders often creates an incubator for future opportunities. Within the past five years, WCTC has heard from speakers 
from the Gallup organization and the Ritz-Carlton, who addressed employee engagement and another who addressed values 
and servant-leadership. Results from these speakers include a College-wide focus on employee engagement, understanding 
economics of education and the labor market trends, and continual work to improve as a student-learning centered College. 
 
5P4 Seeking future opportunities  WCTC leaders engage employee project teams to focus on future opportunities that enhance 
student learning, as well as sustain the critical elements of CLS, emerging academic content, and leading-edge technical training.  



Waukesha County Technical College  October 2011 

Category 5:  Leading and Communicating  Page 5-2 

Strategies that are employed include pursuing researched-based, forward-focused opportunities such as National Science 
Foundation grants, U.S. Dept of Labor and State of Wisconsin grant opportunities. These grant endeavors are directly linked to 
the College’s program development cycle (based on the academic master plan and strategic plan) and growth potential of existing 
programs.  In addition, WCTC’s participation in the Continuous Quality Improvement Network (CQIN) provides an opportunity to 
review, on-location, the best practices of world-class organizations and implement new ideas as appropriate for the College (5R3).  
 
Leaders also encourage and facilitate teams to visit/review cutting-edge state and national programs (i.e., research) that embody 
a high level of quality and have future implementation potential at WCTC.  For example the WCTC Library is transforming itself 
into an “Information Commons.” To best see, experience, and evaluate the service and structural components of a quality “info 
commons,” the WCTC Library team traveled to the national award winning UW-Milwaukee Info Commons to study these 
elements.  Central to the teams’ deliberations are how this future opportunity cultivates new aspects of student engagement and 
learning within an info commons setting. 
 
Seeking future opportunities to enhance a focus on students and learning also include regularly scheduled interactions with 
College advisory committees, regional business and industry alliances, and state-of-the-art businesses.  Strategic discussions 
with these entities help to guide the College to continue to innovate and cultivate a continuing focus on being student-learning 
centered. 
 

5P5 Decision making  With the exception of policy development and organizational structure, decision making is decentralized 
at WCTC, keeping it as close as possible to the department or functional area most affected. Strategic direction is provided by 
the President, her Executive Council, LLT, Deans, and Directors when setting parameters. The three VPs are responsible for the 
major operational decisions in their respective areas. 
 
The committees and teams outlined in Figure 5-1 are a dynamic network that connects the District Board, faculty, 
administration, and staff to facilitate communications, carry out recommendations and often results in decisions with 
transparency and accountability. 
 

Figure 5-1 Leadership and Communication Teams 
Team Membership Purpose 

President’s 
Executive Council 
(PEC) 

President,  VP Executive, VP Learning, VP 
Strategic Effectiveness & Advancement, Chief Financial 
Officer, Associate VP Human Resources Director, 
Manager of Development & Policy Analysis 

To review and implement District Board policy 
and to provide leadership in major processes of the 
College, especially planning and implementation 
activities. 

 
To ensure uniform implementation of policy, effective 
and efficient management of resources, and overall 
accomplishment of the College’s mission and vision. 

Learning &  Leadership 
Team (LLT) 

President, VPs deans, directors, associate deans, and 
coordinators representing the learning areas of the College 

To provide leadership in the major processes 
of the College: planning, budgeting, human 
resources, technology, enrollment management, 
academic issues, facilities planning, advancement 
and research. 

Continual 
Communication 
Team 

College President, WCTEA President, WCESP 
President,  AWP President, College President, VP 
Executive, VP Learning , VP Strategic Effectiveness & 
Advancement, Associate VP  Human Resources/Labor 
Relations 

To collaborate on issues facing the College working 
environment and share advice using a consensus 
building approach to curb escalation of labor relation 
issues. 

Management Operational 
Opportunities 
Forum 

Non-represented management  and human resources staff To provide a forum for management 
employees to discuss administrative decisions and 
activities; opportunities for sharing among colleagues; 
provide ongoing training to managers on various issues 
and topics. 

Deans VP  Learning, five  instructional/ academic division 
deans, Dean of Corporate and Community Training 
and 
Associate VP of Student Services 

To develop and align academic programs, 
corporate and community training and student 
services; focus on student learning and 
assessment and collaboration on staffing, 
facilities, and equipment to ensure effective 
teaching and learning across the College. 
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Division/ 
Department Teams 

Division and department administration, faculty, & staff To carry out division and department goals, strategic 
action plans, processes and procedures. 

Quality Advisory 
Team (QAT) 

Cross-functional team representing Student Learning 
Evidence, CLS,AQIP, Strategic Planning, and unions 

To advocate and model behaviors which 
reflect quality principles; ensure that processes and 
systems reflect WCTC’s quality values throughout the 
College; to charter, champion and review continuous 
quality improvement and AQIP action project teams; and 
to implement and guide continuous accreditation efforts. 

Action Project 
Teams 

Cross-functional representation depending on purpose 
of project 

Current project teams include Employee Engagement; 
Program Viability-Pilot; and Critical Life Skills.   

Instructional and 
Service Unit Quality 
Review Teams 

Department faculty and/or staff; evaluation 
coordinator; related staff and service providers. 

To monitor and self-assess the quality of 
academic programs or service units; establish 
improvement plans and monitor progress. 

 
A cross-functional/cross-representational action project team (retired action project 5/2008) designed a decision making process 
that allows for input based on interpreting a common set of data and access to information for stakeholders at all levels. This 
process is based on Kepner-Tregoe (K-T) principles. The K-T process is utilized in departments throughout the College for 
determining data elements for a variety of data-based decisions. The K-T process uses data to clarify the purpose of the decision, 
evaluate all possible alternatives, assess involved risks, and come to a final and well-analyzed decision.  A specific example of 
using K-T process is included in 4P2. 
 
5P6 Using data for decision-making  Leaders use information and results from end-of- the-year accomplishment reports 
prepared by departments and divisions in their decision-making process to assess and monitor progress made towards achieving 
strategic goals and directions. Each unit reports its accomplishments organized by each strategic goal and updates measures of 
productivity and quality used to monitor performance and improvement. 
  
As they are using performance data and supporting information to monitor their improvement, the unit performs a gap analysis to 
determine if identified goals and objectives have been met.  If the goals are met, the unit documents results and identifies next 
steps.  If the goal has not been met, then the unit must make necessary data-based adjustments within the goal objective and/or 
target benchmark.  From there, that data-based decision is communicated to the division staff and others directly affected by the 
decision. The decision is then communicated to the Dean/Director for approval.  If the new decision involves facilities, programs, 
or substantive budget and/or personnel considerations, the Dean then advances the decision point to the PEC and Board for 
their review and consideration. 
 
5P7 Communication processes  Communication occurs throughout the College between and among all institutional levels by a 
variety of methods. The fact that the organization is relatively flat and most staff members are well known to one another assists 
in accomplishing this goal. However, WCTC does employ a variety of communication tools that facilitates communication 
between and among levels within the organization.  As a result, communication occurs through various media through all levels 
and in all directions according to examples shown in Figure 5-2. 
 

Figure 5-2 Key Communication Tools 
Communication Tool Purpose Audience 

Portal One-stop, electronic information resource; 
announcement source 

All Employees/Current 
Students 

E-mail Specific electronic information source All Employees 
Department, Team & Committee 
meetings 

Collaborate with department or internal 
committees for process improvements 

Department staff; team and/or 
committee members 

In-service/Spring 
Spotlight/Management Forums 

Communicate perspectives on key College- 
wide issues; provide professional development 

Faculty; Support Staff; Non- 
represented staff 

Minutes Communicate key meeting topics Interested staff 
AQIP Improvement Teams Communication and results Interested staff, participants 
District Board Meetings Communicate key meeting topics Staff; concerned public 
One-on-one  with supervisor Continuous communication Supervisor and direct reports 
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Advisory meetings Communicate program/curriculum updates; 
conduct environmental scans; collect advice and 
feedback 

Department staff; occupational 
employers and other external 
Stakeholders 

Various College publications Communicate College information Internal staff/external public 
President’s Perspective Monthly president’s communiqué - key issues All Employees 
College Newsletter Communicate key and new College efforts All staff/external stakeholders 
AQIP Updates/Listening and 
Feedback Sessions 

Discuss and collect feedback to improve 
College processes; developing action projects 

All employees/external public 

Employee Orientation Communicate College procedures to new 
employees 

All new full and part-time 
Employees 

   Faculty Boot Camp Communicate instructional procedures and methods New faculty, deans,  and 
associate deans 

On-going Faculty Workshops Communicate instructional procedures and improve 
teaching methods 

New faculty, deans, and 
associate deans 

Faculty Portfolio Showcase (Pilot) Faculty share best teaching and learning practices Faculty, VPS, all staff 
Informal discussion General discussion – “Grapevine” All employees 
WCTC Employee Engagement AQIP 
Action Project Team 

To help ensure that communication feedback loops are 
included in College operations. 

All employees 

WCTC Communication Matrix Provides a matrix to WCTC employees to help guide and 
determine communication processes and feedback loops 
necessary for any project. 

All employees 

 
As mentioned in 5P4, WCTC is part of the national organization, CQIN, and sent a team to the 2011 Summer Institute.  The team 
developed a new communication tool that is being piloted during 2011-12 titled College Conversations.  This project emanates 
from the Employee Engagement Action Project Team.  The purpose is to provide two-way conversation forums for staff at all 
levels on targeted topics of interest, currency and importance.  These forums will be held in face-to-face formats and are in direct 
response to WCTC’s Employee Climate Survey results demonstrating the need for improved communication among staff.  The 
Conversation process is in development at this time and will be measured for effectiveness by feedback collected and analyzed 
by the Employee Engagement team.  In addition, all teams and departments have been encouraged to use the Communication 
Matrix (also developed by the AQIP Employee Engagement team) to deploy information while making certain that the people 
involved and affected by the decision are included early in the process. An example of a completed Communication Matrix is in 
Figure 4-13. 
 
5P8 Communicating shared mission, vision and values  The mission, vision, and values are published in a variety of media 
including, but not limited to, the Student Handbook, College Catalog, Website, and on posters hung in various locations around 
campus. In addition, divisions and departments have published their own mission and vision statements that support the overall 
College statements in their operational plans.  The mission, vision, and values are deepened through an alignment of targeted 
professional development (i.e., College in-service and other all-college gatherings) with annual College initiatives.  This 
reinforcement is achieved through careful alignment and integration of media, initiatives, and continuing expectations. 
 
As such, performance expectations are communicated through one-on-one supervisor/employee meetings as well as more 
generally in job descriptions and during employee orientations. In 2010 WCTC implemented a new Leadership Development 
and Assessment Process (LDAP) to provide feedback and improvement areas for division managers and leadership at 
WCTC.  The LDAP requires that the supervisor and the employee develop a clear set of professional and personal goals that 
are not only aligned to the mission, vision and values of the College, but are reviewed during mid-year and again at year end 
to assess progress.  The LDAP is meant to be a coaching and development tool for managers and leaders to improve 
attainment of the Colleges’ desired results. Each employee has his/her own improvement plan that is agreed upon between 
the employee and the supervisor (4P10).  

 
Staff is offered professional development opportunities (4P8) and is encouraged to participate in continued education and 
external community involvement. Renewal of certification for academic staff requires ongoing education to equal six college 
credits every five years. 
 
5P9 Developing leaders  WCTC is committed to providing training and development opportunities to assist in the 
professional and personal growth of all staff members and to enhance their skills, talents, and competence in contributing 
toward the College achieving its mission and goals. At the unit/division level, employee leadership advancement is a main 
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component of the employees’ LDAP.  Employees develop their own leadership/professional growth plan that is then reviewed 
and championed with their supervisor.  For the entire College, the Human Resources department is charged with organizing 
and publicizing leadership development opportunities. Candidates from within the College may either self-nominate for 
participation or may be recommended by their supervisor or other senior leader. 
 
Examples of leadership development opportunities include: 

• Wisconsin Leadership Development Institute (WLDI) – State sponsored formal leadership program designed to provide 
training for current and future organizational leaders in post- secondary education. 

• Area Chamber of Commerce Leadership Programs – Local leadership programs exposing WCTC employees and other 
area leaders to community involvement and leadership opportunities. 

• Great Support Staff Retreat –This two-day retreat provides support staff with the opportunity to broaden their 
perspectives by learning and working with support staff from other technical colleges. 

• National Institute for Staff and Organizational Development (NiSOD) – Faculty are nominated by their Dean and 
Associate Dean to attend this conference.  WCTC rotates through two divisions each year to recognize an 
outstanding faculty member.  NiSOD provides best teaching practices and creative application of educational 
delivery. 

• Summer Workshops on Assessment – Alverno College in Wisconsin is known as a national premier assessment 
driven institution that provides 3 or 5 day workshops for educators featuring designing assessment methods in 
the classroom. 

• Instructor Occupational Competency Program – Provide interested faculty the opportunity to work in the field they 
are teaching to learn new techniques and processes. 

 
Some other development activities include faculty and staff in-services, generous tuition reimbursement for employees to attend 
four-year colleges/universities, tuition prepayment for WCTC courses, technology training, Covey, Crucial Conversations, 
Deming, and Appreciative Inquiry training. In addition, staff has the opportunity to attend local, state and national conferences 
and is encouraged to show leadership by serving as presenters in their areas of expertise. Often staff members have 
opportunities to exercise leadership abilities by serving as leaders and facilitators of special internal teams. Section 4P8 has 
additional information about professional development opportunities. 
 
Staff share leadership knowledge through team and committee work, the President’s Perspective newsletter, at in-service best 
practice showcases, via the internal portal, at Board meeting presentations and throughout division and department meetings. 
 
5P10 Succession planning  The College works to ensure that the mission, vision, and values are passed on during 
succession. WCTC is making sure that the right new employees when openings occur.  The College has developed a 
document entitled, “Characteristics of a WCTC Employee” that is used during the screening process of all hires. This team-
developed document opens with quotes from, first, the vision and, then, the mission of WCTC so that all prospective 
applicants are aware of the College’s commitments. This document is available on WCTC’s website and lists the 
characteristics as: 

• Has a positive attitude 
• Is customer service oriented 
• Demonstrates an appetite for learning 
• Is comfortable with technology 
• Adapts to new and changing situations 
• Supports his/her team’s goals 
• Values diversity (appreciates the benefit of different people/different views) 
• Is enthusiastic 
• Respects others   
• Takes risks; is willing to make a mistake and learn from it 
• Demonstrates integrity 
• Strives for excellence 
• Values open, honest communication 

 
One of WCTC’s strategic goals is to develop and implement a dynamic human resource plan that ensures a diverse and highly 
qualified workforce. To this end, the Human Resources department has developed a Workforce (Succession) Planning process 
to address the challenges of maintaining necessary staff levels as seen in the 2007 System Portfolio  and identified  as a 
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significant strength (2007-5P8).  http://www.wctc.edu/general_info/accreditation_quality_improvement/sys_port_pdfs/c5p.pdf 
  
5R1 Leading and communicating performance measures  Measures of leading and communicating that are collected 
regularly and the processes to analyze them include: 

• Participation attainment in various leadership programs by employees (results analyzed by HR specialist). 
• Employee achievement of leadership and community involvement awards and accomplishments (results analyzed by 

PEC and recognized at annual End-of-Year All-College Breakfast celebration). 
• 2008, 2011 PACE results (results analyzed by College Advancement, Employee Engagement Team, PEC, and Quality 

Advisory Team (QAT) with reports made to the Board of Trustees). 
• Leading and communicating measures are included in employee LDAPs.  These measures are evaluated and 

analyzed for advancement during mid-year and end-of-year reviews.  
• Each manager is evaluated on his/her individual goals as well as three goals that are consistent for all 

managers that demonstrate leadership, diversity and communication.  These include (1)Facilitate the 
development of your staff. Development includes training, education, developmental assignments, career 
coaching, involvement in College initiatives, etc.); (2) Advance diversity in hiring practices; (3) Communicate 
information via face-to-face interation (e.g. monthly department meeting) with faculty and/or staff in attendance.  

• On-going staff feedback/listening sessions as part of Systems Portfolio development process (analyzed by HLC 
reviewers, PEC, and QAT). 

• Piloting 360 input loop with unit/divisional leaders. Staff is invited to provide anonymous feedback to leaders regarding 
their leadership and communication (results analyzed by individual participant and supervisor).  

 
As of 2008-09, the College also made another improved advancement by having every unit address internal and external 
communication within their strategic plans.  These results were presented as part of the units’ “End-of-Year” accomplishment 
annual report.  The PEC reviews these reports and with the unit addresses any gaps and if necessary provide support to 
determine future strategies that improve leading and communicating measures (Figure 8-5).   
 

5R2 Leading and communicating results  In March 2010, WCTC hosted its first AQIP visit from two Higher Learning 
Commission (HLC) quality reviewers.  The reviewers met with several of the AQIP action teams, leadership, faculty, and staff to 
learn about WCTC quality journey and areas for improvement.  The four day event culminated in a very successful outcome from 
the reviewers.  The consistent theme heard throughout the visit was documenting how the improvement leads to 
changes…whether it was an AQIP team or process that the College was embarking.  These inputs from the reviewers have been 
incorporated into the AQIP teams and additional focus has been placed on providing increased time for feedback and results. 
 
Leadership:  Of the six people who attended WLDI within the last year, one was promoted from an instructor to an Associate 
Dean.  Two have taken leadership roles on AQIP Action Project Teams and the other three have served on various teams and 
committees that they had not previously been part of. One individual participated in the Waukesha County Chamber Leadership 
program. One instructor received the WTCS Professional Development Scholarship.  Two support staff were selected to attend 
the Great Support Staff Retreat. Three faculty attended the NiSOD conference and 11 participated in the Alverno College 
Summer Institute.  In 2010, 13 faculty participated in the Instructor Occupational Competency Program and during 2011, 14 
faculty participated. 
 
Awards and Accomplishments: Each year the College celebrates the awards and accomplishments of its employees at an annual 
End-of-the Year Celebration Breakfast.  Staff are encouraged to submit notable awards and other accomplishments for 
publication in a booklet shared with all employees.  During 2010-11, nine individuals submitted information about awards they 
had received from both education and non-education-related organizations; fourteen staff members achieved advanced degrees 
or certificates furthering their education; twelve staff members were appointed to various boards or task forces for national, state, 
and or local organizations; nineteen staff members made presentations at national and state conferences; and five staff members 
published articles and workbooks.   
 
LDAPs: Leading and communicating measures are included in employee LDAPs (5R1).  Results are assessed as 
follows: 

M – Meets Expectations (Accomplished major aspects of the goal and the position requirements) 
D – Developing – Partly meets expectations (Accomplished some, but not all, of the goals and position 
requirements) 
U – Unacceptable – Did not adequately accomplish major requirements or goals of the position 

http://www.wctc.edu/general_info/accreditation_quality_improvement/sys_port_pdfs/c5p.pdf
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Actual results are part of each individual manager’s personnel file and are discussed for improvement with the 
supervisor.  Feedback is collected and reviewed at the mid- and end-of-year performance evaluations. 
PACE Results: As the College analyzed its results comparison in Leading and Communicating measures from the 2008 vs. the 
2011 PACE results, there was improvement in every survey items as follows in Figure 5-3. 
 

Figure 5-3 PACE Results for Leadership and Communication 
Leadership Measures 2008 Mean 

Results 
2011 Mean 
Results 

1. The extent to which decisions are made at the 
appropriate level at this institution. 

2. The extent to which administrative leadership is 
focused on meeting the needs of students. 

3. The extent to which my supervisor is open to 
the ideas, opinions, and beliefs of everyone. 

4. The extent to which I receive appropriate 
feedback for my work. 

5. The extent to which my supervisor actively 
seeks my ideas. 

6. The extent to which work outcomes are clarified 
for me. 

7. The extent to which my supervisor helps me to 
improve my work. 

8. The extent to which this institution has been 
successful in positively motivating my 
performance. 

3.68 
 
3.46 
 
3.80 
 
3.56 
 
3.62 
 
3.37 
 
3.57 
 
3.25 
 

3.76 
 
3.62 
 
4.0 
 
3.73 
 
3.76 
 
3.65 
 
3.81 
 
3.47 

Communication Measures 2008 Mean 
Results 

2011 Mean 
Results 

1.  The extent to which information is shared within 
the institution. 

2. The extent to which open and ethical 
communication is practiced at this institution. 

3. The extent to which I receive adequate 
information regarding important activities at this 
institution. 

4. The extent to which positive work expectations 
are communicated to me. 

5. The extent to which I receive timely feedback 
for my work. 

6. The extent to which unacceptable behaviors are 
identified and communicated to me. 

7. The extent to which there is an opportunity for 
all ideas to be exchanged within my work team. 

8. The extent to which my work team provides an 
environment for free and open expression of 
ideas, opinions, and beliefs. 

2.78 
 
2.94 
 
3.37 
 
 
3.46 
 
3.56 
 
3.42 
 
3.45 
 
3.56 

2.90 
 
3.09 
 
3.38 
 
 
3.80 
 
3.73 
 
3.65 
 
3.82 
 
3.78 

         Ratings on a 5-point Likert scale (with 5 being high) 
 
Feedback sessions: Ten feedback/listening sessions were held and attended by approximately 125 staff members who provided 
input into the development of various Systems Portfolio categories. 

 
Individual feedback: Piloting 360 input loop with unit/divisional leaders. Staff is invited to provide anonymous feedback to 
leaders regarding their leadership and communication.  Qualitative results and follow-up discussions validated the PACE 
quantitative results shown above. 
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5R3 Comparing results for leading and communicating  WCTC’s performance results for leading and communicating 
compare very well, in fact, exceeding comparable results of other higher education organizations.  Considering the mean 
comparisons in table in Figure 5-4, WCTC exceeds the national PACE mean in each of the documented 16 measures.  The 
national PACE mean includes a norm base of 60 community colleges across North America.  In addition, the primary 
benchmarks for the College are with its peers within the WTCS.  As part of the WTCS “Client Reporting system,” virtually all 
major College functions are measured and compared to other state technical colleges.  These primary comparisons are 
supplemented by external accrediting agencies, such as IPEDS, PACE, and the NCCBP (see comparison results in Figure 7-4).  
Comparisons are analyzed by the WCTC’s College Advancement unit and communicated through reporting structures (i.e., LLT 
and other management meetings; open College communication forums, etc.) to the PEC, Deans, Associate Deans, and staff. 
 
Outside of higher education, WCTC’s membership in the CQIN affords the College the opportunity to  learn from and benchmark 
continuous quality improvement measures (i.e.,  leading and communicating)  at a high strategic level with not only national 
colleges, but with businesses and corporations (i.e., IT, health care), city governments, and community non-profits who serve as 
learning partners at CQIN institutes.  In particular, related leading and communicating measures examined over the last three 
years at CQIN national meetings  include: 1) developing leadership capacity; 2) succession planning; 3) organizational 
communication processes; 3) employee engagement; 4) communicating organizational culture.  In each case, the College has 
advanced its knowledge and supporting processes with the information and measures provided by the noted participating 
entities. 
 
5I1 Recent improvements  As outlined in 5P7, WCTC is in the process of improving communication by developing College 
Conversation forums on topics important to the staff.  This process was created by the 2011 WCTC CQIN team which is a sub-
team of the Employee Engagement Action Project team.  The forum concept was developed with a “pre” “during” and “post” plan 
in accordance with the PDSA model. Feedback collected will inform the team whether to continue the Conversations and how to 
improve them.  WCTC anticipates that these Conversations will improve communication and show in future PACE results. 
 
Another improvement example demonstrates WCTC regular and routine use of the “Plan-Do-Study-Act” model (PDSA).  An 
example of a recent PDSA improvement is as follows:   

Process Improvement: Nursing unit NLN (National League of Nursing) testing and advisory scheduling processes 
• Plan: A WCTC quality improvement facilitator worked with the Associate Dean of Nursing to guide the nursing 

advisory committee and unit support staff to create an improved process for both the implementation of NLN testing 
and the advisor scheduling process. 

• Do: A stakeholder meeting was held to discuss and analyze what was successful in the past, as well as addressing 
challenges.  A “block-flow” chart was developed that identified tasks within processes, persons responsible for the 
tasks, and task timelines.  A flow chart was then completed denoting the new, improved process. 

• Act: The unit team used the improved process at the beginning of the semester. 
• Study: The unit team is in process (summer) of analyzing the result of the new process and are making necessary 

changes based on what they have learned. 
 
5I2 Selecting specific processes to improve in Leading and Communicating  After receiving the results of the 2011 PACE 
survey, WCTC developed a leadership and communication plan that centered on result presentation, College-wide discussion, 
and action steps that provide for leadership and accountability in PACE result/recommendation implementation.  Informational 
meetings were held to review the independent analysis and follow-up with discussion among those in attendance.  PACE 
presentation copies and report copies were also placed in each division office for employees who were unable to attend the 
several College-wide presentations.  Units also had the opportunity to have the VP SEA and/or the PACE coordinator present 
findings and discuss recommendations at the unit level.  Many did and this allowed for more of a personal approach to the 
content, presentation, and resultant discussion with recommendations from employees. 
 
From these meetings, the resulting input (i.e., employee recommendations for improvement) was categorized as: 1) 
communication networking; 2) faculty involvement; and 3) professional development.  The QAT in collaboration with the PEC 
have worked during the summer of 2011 to either expand current teams or develop new ones to work on improvements.  As of 
this writing, WCTC has surveyed its staff inviting them to serve on new process improvement teams during 2011 and has had an 
overwhelming response of 80 different individuals volunteering to serve on a variety of new and existing teams.  As mentioned 
before, improving communication is an ongoing priority of the College.  Faculty volunteers for teams will now be more 
widespread than ever before and a new professional development team is being formed to review existing staff and faculty 
professional development plans. 
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Category 6: Supporting Institutional Operations   
6P1 Identifying key student support service needs The February 2008 Systems Appraisal Feedback Report noted that the 
identification of support service needs as a strength of the College (2007 Portfolio 6P1). 
http://www.wctc.edu/general_info/accreditation_quality_improvement/sys_port_pdfs/c6p.pdf 
 
6P2 Identifying key administrative support needs  Administrative support needs of faculty, staff, and administrators are 
determined through climate surveys responses, strategic planning trend analysis and environmental scanning, value 
stream mapping during service unit and/or instructional QRPs, and ongoing review of departmental processes for efficiency 
and effectiveness.  Depending on the extent of the need, the Quality Advisory Team (QAT) (4I2) prioritizes the 
development of teams to address needs and process improvements.  
 
Additional sources of information exist throughout the college. Since 2009, WCTC has instituted Management Operations 
Opportunity (MOO) meetings for ongoing discussion and dialogue about issues affecting the work setting of faculty, staff and 
administrators. The Learning Leadership Team (LLT) also meets monthly to provide informational updates to managers and 
union leaders.  New leadership in each of the bargaining units as well as within Human Resources Services (HRS) has 
improved labor-management relations at the college. These labor union leaders and HRS have scheduled continual 
communication meetings to address issues before they become concerns or formal grievances.  
 
Ongoing AQIP action project teams starting with Communication (retired original team) and Employee Engagement (current 
team) address issues and needs of faculty, staff and administrators at the College.  Results are identified in 4R2.  The PEC and 
the QAT serve as formal review opportunities to assess progress of the teams’ work in making support improvements.
 
6P3 Designing, maintaining, and communicating key processes to ensure physical safety and security 
The safety and security of students and staff are a high priority for WCTC.  WCTC has spent significant resources to 
improve physical safety and security by:  
• adding security cameras to each of its campuses, both outside and inside in high traffic locations;  
• replacing locks with a keyless remote access system, both externally and on selected internal doors; 
• adding emergency phones in strategic locations in the parking lots 
• improving parking lot lighting; 
• updating its Emergency Response Plan and providing mandatory training to all staff; 
• formed an Emergency Response team trained in CPR and use of automated external defibrillators; each team 

member is equipped with an emergency cell phone alerting them to emergency responder needs on campus; 
• barring students (through student conduct process) and other customers from campus if they pose a threat to the 

safety and security of others;  
• providing staff training on how to reduce slips, trips, and falls and improve safety 
• keeping well-maintained facilities; 
• employing a Safety Officer who meets with faculty and staff to identify and correct any safety or health concerns; 
• hiring the Village of Pewaukee police to provide campus security and  to maintain a high profile presence on campus 

to deter crime; 
• with new “concealed carry” legislation just passed in Wisconsin, developed and providing certification training 

workshops; developed policies and procedures regarding concealed carry/weapons on campus; 
• improving the processes for reporting safety concerns and student conduct issues; 
• having a centralized repository for all student conduct issues for earlier alert of potential problems;  
• implementing an emergency broadcast system, including ability to send text messages via phone or e-mail to staff 

and students when emergencies occur, such as a school closing. 
 

WCTC’s Safety Committee meets weekly to review all incidents that occurred during the prior week to determine how these 
incidents could be prevented in the future or how better to protect the health and safety of its students, staff, and the 
community.  Recommendations from this committee are evaluated and implemented as necessary. 
 
6P4 Managing processes to meet daily needs In order to inform college staff about the effectiveness of its key processes, 
WCTC solicits immediate feedback regarding all critical support service work processes. All departments are expected to utilize a 
continuous improvement approach to address customer/stakeholder needs. Process improvements may be the result of 
immediate fixes, PDSA projects, Value Stream Mapping (VSM) projects etc.  Depending on the event, WCTC gets immediate 

http://www.wctc.edu/general_info/accreditation_quality_improvement/sys_port_pdfs/c6p.pdf
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feedback through meeting feedback forms, event evaluations, etc. (Figure 6-1). The input is used to inform continuous 
improvement of processes throughout the College.   
 
Figure 6-1 – Feedback to Key Processes 
Feedback Source Issues addressed 
Course Evaluations •  End-of-course evaluations provide instructors and managers feedback on the student 

learning experience and learning conditions (schedule convenience, furniture, technology, 
etc.) 

• Classroom Assessment Techniques (CATS), widely used across full faculty, provide end-of-
class session feedback classroom experience 

Quality Program Reviews (QRP)  • Focus groups of students provide feedback about students’ needs that contribute to program 
improvement, facilities, equipment, and technology 

• Focus groups of employers informs WCTC about the current needs of the occupation that 
allows adjustment of program content  and updated technology 

Board of Trustee Meetings • Opportunities for public comments are built into every regular agenda 
• Union representatives report at each regular board meeting about issues of concerns 

Strategic Planning Cycle • Input is obtained from all constituencies:  students, staff, board and foundation, advisory 
committee members, K-12 superintendents, community at large 

Annual Accomplishment Report • Divisions report on achievements and publish these on the WCTC website. 
 
6P5 Documenting support processes  WCTC’s standard practice is to use basic quality improvement diagrams to document 
work processes.   Since 2009 WCTC has been utilizing the VSM to diagnose opportunities to streamline many processes.  This 
process begins with a flowchart of the key steps to clearly identify where non-value-added steps occur so they can be eliminated.  
Once improvements are tested, an updated flowchart shows users how to complete the improved process. 
 
For example, this VSM tool has been used by Student Services to document their various processes in order to better serve the 
students.  This led to the decision to remodel the Student Enrollment Center to a true one-stop shop for students and to 
consolidate the counselors and advisors in this center.  This tool was also used by the Office of Grants and Resource 
Development to help streamline the grant process. 
 
A number of departments are utilizing the common WCTC Portal and WCTC web site to provide information to other department: 
  
• The Office of Grants and Resource Development has created written procedures, forms, and other valuable materials to 

help grant managers better manage their grants.   
• Financial Accounting Services (FAS) issues a periodic newsletter that provides vital information to staff for improvement 

and college compliance.  Using the portal provides easy retrieval and reference. FAS also places manuals and other 
resource documents on the portal for easy access. 

• The Wellness Committee utilizes a club function within the Blackboard Learning Management System to promote wellness 
initiatives on campus and to provide materials and information to staff. 

• Information Technology Services (ITS) is in the process of implementing Sharepoint across campus to better manage and 
share files.  This will help facilitate communication across the campus, allow documents to be stored once instead of 
multiple times, and reduce storage costs. 

 
Recently the College began phasing in the use of ImageNow, a document storage system.  This system allows documents to be 
stored and retrieved electronically and reduces the need to keep the documents in paper storage for the required records 
retention period, thus freeing up valuable facility resources to be used for instructional and other more useful purposes.   
 
FAS is serving as a pilot for WCTC’s implementation for Cognos, the College’s new report writing tool.  Key staff were trained in 
2009 and a number of reports have been written and are being utilized to meet data reporting needs.  These financial summary 
reports assist managers and other staff monitor and analyze their accounts and spending patterns including: 
 
• Trend reports showing expenditures or revenues and/or spending patterns by month to manage funds and budget better. 
• Receivable reports to monitor outstanding accounts to track who is paying, who needs to be referred to collections, etc. 
• Payroll extracts to allow for accurate budgeting of positions and monitoring of staff positions and costs. 
• Inventory reports to track capital assets, reconcile accounts, and establish replacement schedules. 
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• Financial reports and extracts used by financial staff and auditors to ensure accurate financial reporting and reconciliation. 
• Budget reports to analyze spending and payments and to ensure the proposed budget is balanced. 
• Employment verification reports who need to provide income documentation for loans, mortgages, or court matters. 
• Edit reports to ensure data accuracy. 

 
6R1 Measures of student and administrative support service processes Key measures of student and administrative 
support service processes are collected and analyzed within various WCTC departments as shown in Figure 6-2. 
 
6R2 Student support service results 
In the 2007 Systems Portfolio, WCTC identified one of its successful student support services was centralizing admissions, 
registration, and financial aid services.  Although this helped to improve these services, as time passed, the College identified 
that there was more room for growth and continuous improvement in meeting the needs of students and other customers.   
 
As a result, Student Services staff and participating student representatives participated in a comprehensive quality review and 
used  the VSM  tool to look at all processes within its division.  This resulted in: 
 
• Major renovation of the Student Enrollment Center during the summer 2010.  This renovation included moving all 

counselors, previously located in scattered buildings across campus, into the Enrollment Center.  Creation of an 
Assessment Center located across the hall from the Enrollment Center and a second information desk located at a major 
entrance to the campus providing service to customers. 

• Creation of an Advisor/Counselor model.  WCTC previously used counselors exclusively to provide enrollment assistance 
to students.  Based on models observed during benchmarking visits to other colleges, WCTC created five academic 
advisor positions and reduced the number of counselor positions.  As retirements and vacancies occurred, WCTC 
converted three counselor positions to academic advisor positions.  The eventual goal is to employ 8–10 academic 
advisors.  These positions are all housed in the newly remodeled Enrollment Center. 

• Remodeling part of the Student Government/Student Lounge area to create the Daily Grind, a premier coffee shop where 
students and staff can congregate and network.   

• The College and Student Government have placed tables and chairs in various nooks and crannies across campus to 
better meet the needs of the students to find quiet places to work and/or network.  Small student work rooms in the Library 
are constantly being utilized for study teams. 

• A new Multi-Cultural/Diversity Center was created to provide a convenient location where students of all ethnic 
backgrounds can meet, network and host student functions.  This center is co-located with the Center for Global Education 
and Trade.  A local artist was hired by Student Government to paint a large mural on one wall of the center that depicts 
what the center stands for.  The students were instrumental in the ideas portrayed in this mural and student activity funds 
paid for it.  This was a true collaboration between staff and students and meets an unfilled need of the college as its 
student population becomes more diverse.  

 
ITS and Facilities Services departments began utilizing HelpStar to track Help Desk and work order calls.  A pilot of this software 
product was conducted in fiscal year 2010 and rolled out for all staff to use in fiscal year 2011.  The college will be utilizing 
various metrics from this program to help improve customer service.  Some of the metrics to be tracked are identified in the 
section below Figure 6-2.   
 
Figure 6-2 Student and Administrative Support Service Measures 
 
Process 

 
Measure 

2007/08 
Actual 

2008/09 
Actual 

2009/10 
Actual 

Recruitment - Number/types of events 
- Event satisfaction rate 
- Parent survey 
- Recruit prospect contacts  

N/A 
N/A 
N/A 
4,945 

164 
N/A 
N/A 
5,851 

208 
4.78 
87% 
5,923 

  



Waukesha County Technical College  October 2011 
 

Category 6:  Supporting Institutional Operations  Page 6-4 

Admissions - Number admission applications 
- Number applicants admitted 
- Newly admitted registered students 

5,318 
3,305 
2,645 

6,385 
3,682 
2,995 

8,123 
4,811 
3,913 

Technology - Teaching Innovation Center 
• Visits 
• Workshops 

- Internet courses 
• Number offered 
• Number enrolled 
- Computer-based training (SkillPort) 
• Courses accessed 
• Number users 

- Blackboard 
• On-line courses 
• Blended on-line courses 

- Technology Academy 
• Sessions 
• Enrollments 

 
686 
   29 
 
182 
2,828 
 
100 
147 
 
127 
1,556 
 
29 
109 

 
645 
  33 
 
160 
2,972 
 
290 
125 
 
168 
1,446 
 
33 
109 

 
639 
  34 
 
188 
3,809 
 
131 
59 
 
210 
1,821 
 
36 
107 

Library - Learning support 
• Number patrons 
• Number searches 
• Number collections 
• Library circulation 
• Filled interlibrary loan transactions 
• Reference services 
• Library instructional sessions 
• Attendees at instructional sessions 
• Items added to the collection 
• Electronic database logins 

 
97,074 
1,258,808 
N/A 
17,545 
1,335 
6,987 
197 
3,298 
1,723 
38,478 

 
95,407 
1,389,508 
57,274 
28,376 
1,695 
7,482 
290 
3,443 
1,416 
55,500 

 
108,606 
2,035,434 
57,850 
21,010 
1,352 
9,109 
342 
6,376 
1,500 
85,415 

Child Care - Services to WCTC/Community 
• Fill rates/capacity 
• Enrollment demographic mix (% students to faculty) 
• Receivables outstanding 
• Profit margin 

 
60% 
39% 
$25,034 
(24.2%) 

 
60% 
51% 
$29,648 
(15.2%) 

 
70% 
49% 
$30,311 
(12.8%) 

Registration - Students enrolled 
- Student FTE’s 
- Graduates 
- Number classes cancelled – all levels 
- Number of sections – all levels 

30,596 
4,114 
1,561 
525 
4,729 

30,632 
4,249 
1,625 
584 
4,528 

29,667 
4,833 
1,766 
362 
4,647 

Financial 
assistance 

- Number of applications 
- Total amount of aid disbursed 
- Number of Pell grants given 
- Total amount of Pell grants 
- Number of student loans awarded 
- Total amount of student loans 
- Student loan default rate 

3,032 
$7,978,312 
1,017 
$2,119,276 
1,393 
$4,741,954 
4.3% 

3,637 
$9,533,117 
1,091 
$2,652,369 
1,592 
$5,820,849 
4.3% 

5,426 
$18,650,800 
1,816 
$5,488,500 
2,267 
$12,001,900 
4.3% 
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Support  
services 

- Special services to complement student learning 
• Transition services for students with disabilities 
• Academic support for students with disabilities 
• Interpreter services – students served 
• Minority Retention grant – students served 
• Displaced workers – students served 
• Comprehensive services for special populations – students 

served 
• ABE students transition to occupational programs 
o Enrolled in programs 

• ESL students transition to occupational programs 
o Enrolled in programs 

 
138 
118 
23 
45 
363 
450 
 
 
516 
 
40 

 
140 
138 
25 
130 
389 
436 
 
 
714 
 
43 

 
145 
138 
24 
25 
380 
465 
 
 
412 
 
61 

Bookstore - Easy access at competitive prices/Profit margin 7.5% 7.5% 11.4% 
Student life - Feeling connected to the college community 

• Student participation rates 
- Social and networking opportunities 
• Club membership 
• Student activities per year 

- Jeanne Cleary Act crime statistics 
- Formal written student complaints 

 
46% 
 
485 
23 
1 
16 

 
38% 
 
523 
17 
0 
16 

 
40% 
 
560 
20 
2 
16 

Wellness - On-campus gym and workout room 
• Fitness Center memberships 
o Students 
o Staff 

- General health information resources 
• Monthly health care cost per enrollee 
• Wellness program 
o Number of initiatives 
o Number of participants 
o Health risk assessments 

 
 
250 
76 
 
$1,382.30 
 
25 
372 
88 

 
 
394 
105 
 
$1,693.32 
 
26 
234 
131 

 
 
405 
146 
 
$1,599.61 
 
32 
348 
200 

Safety/ 
Security 

- Safe, secure facility that supports student learning 
• Workers compensation 
o Mod ratings 
o Expenditures 

• Accident reports 
• Incident/severity rates 
o Lost time/restricted duty 
o Recordable incident rate 

 
 
0.74 
$29.253 
N/A 
 
0.65 
1.17 

 
 
0.80 
$23,530 
N/A 
 
1.30 
3.19 

 
 
0.74 
$23,393 
61 
 
1.66 
2.21 

Employment 
services 

- Assistance in meeting and networking with prospective 
employers 

• Job Fair attendance 
• Employer participation rates 

- Assistance in finding employment 
• Number job openings 
• Number job registrants 

- Co-op placements satisfaction rates 
- Co-op/work-based learning experiences student enrollments 

 
 
850 
74 
 
29,796 
1,130 
3.83 
2,232 

 
 
1,200 
59 
 
22,352 
1,231 
4.16 
2,408 

 
 
883 
62 
 
18,053 
1,118 
4.12 
2,262 

Career 
planning 

- Adult career planning 
• Number job searches 

 
3,469 

 
5,460 

 
6,998 
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- Hands-on career exploration opportunities for youth 
• K-12 students 
• Parents 
• Total 

- Individual guidance to make occupational and program choices 
• Life work planning – customers served 
• Resume assistance – customers served 
• Interviewing – customers served 

- Up-to-date and accurate labor market information 
• On-line job search – customers served 
• Job search strategies – customers served 

 
2,967 
299 
3,266 
 
287 
2,979 
241 
 
310 
108 

 
2,689 
259 
2,948 
 
346 
3,543 
311 
 
267 
250 

 
2,371 
356 
2,727 
 
269 
4,507 
25 
 
379 
Disc 

Accounting 
 

- Student accountability 
• Student receivables outstanding as of June 30 
• Percent accounts written off 
• Collections 
o Accounts referred to TRIP (Tax Refund Intercept Program) 
o Amount referred to TRIP 
o Amount collected by TRIP 
o TRIP percent collected 

- Fiscal health 
• Bond rating 
• Unqualified audit opinion 
• Average investment earnings 
• Cost per FTE 
• Average class size 
• Cost per student contact hour 
• Revenue per capita 
• External funding to operating revenues 
• Tax levy to operating revenues 
• Mill rate to levy cap 
• Operating expenditures per capita 
• Operating surplus 
• Fund balance to operating expenditures 
• Liquidity 
• Direct debt to valuations 
• Overlapping debt to valuations 
• Legal debt limit 
• Percent of OPEB (other post-employment benefits) liability 

funded 

 
$4,844,468 
0.6% 
 
N/A 
N/A 
N/A 
N/A 
 
Aaa 
Yes 
4.6% 
$16,327 
16.0 
$20.00 
$169.18 
8.04% 
69.52% 
61.47% 
$170.00 
0.69% 
10.40% 
1.78% 
0.06% 
1.77% 
5.00% 
29.48% 

 
$6,133,480 
0.6% 
 
N/A 
N/A 
N/A 
N/A 
 
Aaa 
Yes 
2.4% 
$16,229 
16.6 
$20.00 
$177.67 
7.91% 
69.61% 
62.86% 
$177.28 
0.49% 
12.96% 
1.66% 
0.05% 
1.79% 
5.00% 
35.43% 

 
$7,146,429 
0.4% 
 
1,129 
$652,423 
$73,265 
11% 
 
Aaa 
Yes 
0.9% 
$14,772 
17.1 
$18.00 
$186.93 
7.54% 
68.19% 
66.27% 
$183.83 
2.56% 
16.66% 
1.64% 
0.05% 
1.83% 
5.00% 
36.26% 

Facility 
services 

- Well-maintained facilities that support student learning 
• Work order satisfaction rate 
• Energy used 
o Pewaukee campus 
o Waukesha campus 

 
98.6% 
 
77448 BTU/sq ft 
53693 BTU/sq ft 

 
98.9% 
 
78896 BTU/sq ft 
53747 BTU/sq ft 

 
99.6% 
 
69976 BTU/sq ft 
54763 BTU/sq ft 

International - Number students and staff exchanges 
- Number countries participating 
- Student success rates 

13 
  3 
13 

54 
10 
54 

24 
  6 
26 

Research/ 
Evaluation 

- Number program evaluations 
- Comprehensive program development studies 

  7 
  5 

12 
  1 

  9 
 3 
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- Graduate follow-up surveys 
• Target response rate 
• Response rate 

- Apprenticeship follow-up  
• Target response rate 
• Response rate 

 
50% 
59% 
 
55% 
45% 

 
59% 
59% 
 
57% 
57% 

 
50% 
48% 
 
55% 
51% 

Grant 
services 

- Grants 
• Number of grants 
• Percent approved 

- Number of students 
• Grant  
• Contract  
• High school contract 
• Special populations 
• Percent of grant, high school, and contract students to total 

college enrollments 
• Percent of special population students to total enrollment 

 
422 
91% 
 
3,478 
6,760 
3,439 
6,413 
49% 
 
23% 

 
374 
85% 
 
4,287 
6,162 
4,173 
6,473 
54% 
 
24% 

 
442 
66% 
 
4,759 
4,606 
5,005 
6,911 
47% 
 
27% 

Partnerships - Number articulation agreements 
- Transcripted credit 
• Number of agreements 
• Number students enrolled 

158 
 
124 
3,524 

165 
 
168 
4,488 

209 
 
168 
4,838 

 
By monitoring this data, the college is able to achieve process improvements, cost reductions, and/or savings. For example, by 
participating in the Wisconsin Tax Refund Intercept Process (TRIP), WCTC has been able to obtain payments on older accounts 
receivable accounts without writing them off.  The College is able to get these refund payments without paying any collection 
service costs.  Payments received through this program results in lower collection costs, fewer outstanding receivables, and few 
write offs. WCTC began participating December/January 2010.  In 2009/10, WCTC received approximately $75,000 in refunds 
for the accounts referred.  To date for 2010/11, it has received approximately $125,000.  Many of these payments were for 
accounts that are two to six years old. 
 
WCTC has placed an emphasis on improving the effectiveness of how it measures the results of its activities since the last 
Systems Portfolio document was written.  Some of the indicators/measures WCTC is currently developing include:  
• Technology measures 
 Number of technology policy violations 
 Average storage volume utilization 
 Percent critical systems are available 
 Ratio of printers to employees 
 Average daily network traffic usage 
 Data network growth rate 
 Average Help Desk ticket resolution time 
 Number of change requests (by business need and by infrastructure need) 

• Counseling measures 
 Number of early alerts 
 Number of students in crisis 

• Advising measures 
 Number of advising/program planning sessions 
 Number of orientations/open houses attended 
 

The technology indicators will help measure the following student and stakeholder needs:  reliable equipment, flexibility to work 
anywhere, and use of IT network to provide proven instructional technologies. The counseling and advising indicators will help 
measure the following student and stakeholder needs:  Individual concerns, assistance in career and personal counseling 
matters, academic advising, and timely and accurate information. 
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6R3 Administrative support service results Results for administrative support services include both the financial arm of the 
College as well as the satisfaction of its students with related services.  
 
The College has identified a number of financial indicators to monitor its fiscal health (Figure 6-2).  For these indicators, WCTC 
used measures recommended by the Government Finance Officers Association and the International City/County Management 
Association for governmental entities. 

 
WCTC is regularly looking for ways to utilize technology to improve processes including:   
• Over the past two years, WCTC has implemented various TouchNet modules.  This provides students self-service access 

to set up installment plans to pay for tuition and fees, the ability to receive refunds electronically, and the ability to pay for 
services via eCheck.  In the first semester of implementation, over 500 installment plans were done via self-service, over 
$1 million dollars of financial aid payments were refunded electronically, and over 20% of electronic payments by students 
were done via eCheck vs. credit card, thus reducing staff time and operational costs. The next module to be implemented 
will be allow the College to send bills to students electronically. 

• WCTC has implemented the OneCard program.  This card can serve as a student or staff ID as well as a debit card to pay 
for various services across campus.  The College is also utilizing this card to allow students to purchase their books on 
credit prior to having their financial aid disbursed versus the former manual paper voucher system. 

    Figure 6-3 Noel-Levitz Student Satisfaction Results 
In 2006 and 2009, WCTC 
conducted a campus climate 
survey using the Noel-Levitz 
Student Satisfaction Survey, 
which provides WCTC with data 
to compare performance against 
other two-year colleges. As such, 
Figure 6-3 shows WCTC's 
performance relative to other 
colleges on summary scales 
related to student services and 
select items within those scales. 
Items are rated on a 7-point scale 
with 7 being the highest score. 
 
6R4 Using information and 
results for improvement 
Key student and administrative 
support areas use information 
and results to improve services in 
the following ways: 
On a day-to-day basis 

• Ongoing monitoring of 
data by departments 
and division staff; 

• Work teams to plan 
and implement process 
improvements; 

• Solicited and 
unsolicited stakeholder 
feedback, i.e. students, 
parents, employers. 

On a summative basis 
• All components of an integrated planning system resulting in a systematic Strategic Plan; 
• Academic program and service unit reviews/evaluations including state technical college, WCTC, and specific 

program or unit indicator review. 
Specific examples of how key student and administrative support areas use information and results to improve their 

 2006 2009 
 
 
Scale/ Item 

 
 
WCTC 

Other 2- 
Year 
Colleges 

 
 
WCTC 

Other 2- 
Year 
Colleges 

Academic Advising/ Counseling 4.97 5.15 5.33 5.23 
Counselor knowledgeable about 
transfer requirements. 

4.75 5.09 5.30 5.14 

Counseling staff care about 
students 

4.98 5.14 5.60 N/A 

Admissions & Financial Aid 4.93 5.05 5.20 5.20 
Financial aid is announced in time and 
adequate 

4.56 5.06 4.61 5.02 

Admissions counselors responsive 4.96 5.12 5.16 5.27 
Campus Support Services 5.46 4.89 5.76 5.51 
Adequate career services 5.28 5.16 5.55 5.27 
Tutoring services available 5.18 N/A 5.58 5.48 
Library resources 5.70 5.47 5.92 5.60 
Adequate computer labs 5.51 5.51 5.92 5.70 
Registration Effectiveness 5.28 5.33 5.58 5.58 
Few class conflicts 5.11 5.35 5.36 5.45 
Classes times convenient 5.02 5.36 5.25 5.46 
Safety and Security 5.16 4.87 5.14 5.13 
Adequate parking 4.52 4.42 3.63 4.43 
Campus safe and secure 5.70 4.90 6.07 5.76 
Service Excellence 5.35 5.18 5.67 5.42 
Campus staff are caring and helpful 5.47 N/A 5.85 5.64 
Administrators available to hear student 
concerns 

5.15 4.90 5.40 5.15 

Students are made to feel 
welcome 

5.70 N/A 6.00 5.78 
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services are fully explained in 6P3, 6P4 and 6P5. 
 
6R5 Result comparisons WCTC compares its results with others in some of the following ways: 
• WCTC was the first technical college in Wisconsin to get a Aaa bond rating. WCTC and only one other technical 

college in Wisconsin had this rating until a few months ago when Moody’s Rating Service changed the criteria used to 
set a rating to be more in line with the ratings used for the private sector.  Based on the new criteria used by Moody’s, 
five other schools now have a Aaa bond rating as well. 

• The state regularly monitors energy consumption across the state and provides comparison data.  
• WCTC receives a number of federal and state grants, which have various reporting requirements, such as Perkins and 

the Workforce Investment Act. Our results are compared with other agencies receiving like funding. 
• Our financial aid default rate is compared with other schools. 
• WCTC’s mill rate is one of the lowest in the 16 technical colleges. WCTC’s annual increase to its tax levy has resulted in 

WCTC having the lowest or one of the lowest percent levy increases of the 16 colleges for the past few years. 
• WCTC uses various climate survey tools, such as Noel Levitz, for satisfaction surveys.  It compares itself against other 

2-year colleges to see how well we are doing (Figure 6-3). 
• WCTC was the first Wisconsin technical college to begin setting funds aside for its post-employment benefits, to 

establish an OPEB (Other Post-employment Benefits) Trust, and to begin recognizing the liability in its financial 
statements.  WCTC is considered the leader in this area amongst the technical college system.  WCTC currently has 
36% of this liability funded and hopes to have 40% funded by the end of fiscal year 2011. 

• Annually WCTC analyzes data received from the WTCS Systems Office on its cost per FTE compared to other district.  
WCTC takes this information and prepares a multi-page analysis showing how it ranks with its peers in multiple ways, 
such as cost per FTE, student FTE’s, and operational costs. 

 
6I1 Improve current processes and systems WCTC has implemented a number of improvements that support other 
organizational operations in alignment and support of College systems including: 
• Pilot implementation of Cognos data reporting tool that aligns with its enterprise resource planning system, SCT 

Banner. Full roll-out expected before the end of 2011. 
• Improved Master Facility Planning process using the Kepner-Tregoe (K-T) decision making tool (a direct result of a past 

AQIP action project – Using Data for Decision Making) for college leaders to prioritize the major projects to be included 
in the facility plan and determine the order in which they will be accomplished. 

• Various green initiatives including a wind turbine; solar panels; special asphalt used in the parking lot to allow drainage, 
reduce run off and eliminate the need for retention ponds; rain garden to help reduce run off from parking lots; and 
green/garden roof to reduce run off. 

• Child care/day care center now operated on Pewaukee campus as a cooperative site/educational lab to allow students 
in the Early Childhood Education associate degree program better access.  

• Classroom space re-designed to be more flexible including: computer labs that allow for physical as well as “cloud” 
technology for greater space utilization. 

• HelpStar software implemented to track service requests for technology-related requests as well as facilities-related 
requests.  Using the same systems eliminates the need for redundant systems and creates economies of scale. Tickets 
are analyzed to see if the same problems reoccur to determine if additional training is needed, there is a process issue, 
or a possible defect in the technology. Prior to implementation of this system, staff were assisting many callers without a 
standard system to track issues so that analysis could be done to see if there were consistencies or red flags occurring. 

 
6I2 Culture and infrastructure to select processes and targets for improvements Targets are set for improved 
performance results in supporting organizational operations in each department’s annual strategic action plans; these are 
aligned with the college strategic goals. For example, the finance staff has created a number of financial indicators to 
monitor the fiscal health of the college as identified in Figure 6-2. The Data Dashboard Action Project Team identified 
seven key indicators/benchmarks the college is monitoring (Figure 7-5).  For every unit goal, departments predict and then 
report on improvement progress and accomplishments as part of the annual planning cycle. 
 
The College infrastructure is designed to maintain efficient operations, streamline processes, and remain accountable in 
supporting organizational operations.  To oversee these objectives, the PEC and QAT champion, charter and review AQIP 
action project and other process improvement teams.  In response to legislative changes in Wisconsin resulting in the 
elimination of collective bargaining agreements, the PEC determined that it is a priority to work on a new Employee 
Handbook, procedures for summer hours, workload scheduling, and cost-savings initiatives during 2011-12.   
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Category 7:  Measuring Effectiveness 
7P1 Selection, management, and distribution of data for programs and services WCTC selects and manages data as a 
member-college in the WTCS and by participating in the National Community College Benchmarking Project (NCCBP). The 
WTCS has a comprehensive data and reporting system henceforth known as the Client Reporting system, whereby the colleges 
report individual student, enrollment, grant activity, staff and financial information to the WTCS. The uniform definitions for these 
data elements mandated by WTCS Client Reporting not only provide the framework of data used for Measuring Effectiveness but 
simultaneously provide benchmarking against the other 15 technical colleges in Wisconsin. The Client Reporting data are not 
perfect, but college staff have had numerous opportunities to serve on statewide workgroups with the aim of improving them. 
When measuring effectiveness, WCTC frequently defers to state definitions so as to maintain parallel definitions of similar 
concepts (e.g., retention). This eliminates confusion.  The primary exceptions to this are IPEDS and the NCCBP. Although the 
benchmarks provided by the WTCS are invaluable, there are shortcomings to always comparing against the same 15 sister 
colleges. The NCCBP provides the College the opportunity to benchmark against a larger, broader sample of two-year colleges. 
 
Benchmarking data that is available from the WTCS is not limited to Client Reporting. Through the WTCS Quality Review 
Process (QRP), programs and non-instructional service areas are reviewed on a five-year cycle to ensure that programs and 
services remain relevant and high-quality. Each QRP results in an improvement plan for the next five years, and each also 
receives an annual scorecard documenting their performance (See Figure 7-1). Although there are a number of different 
scorecards (Associate Degree, Technical Diploma, Basic Skills, General Studies, Apprenticeship, etc.), all have the same basic 
format. Each scorecard has 10 standard items that all of the colleges measure, with targets and thresholds of performance 
obtained by comparison with the other colleges. There are then up to eight items that are of specific importance to the college, 
and two or more items that are of specific interest to a program or service area. Any of this data that is not already available 
through Client Reporting is provided through supplemental reporting to provide comprehensive outcome data. 
  
Figure 7-1 Sample Scorecard – Interior Design Associate of Applied Science 2009 

Indicator 
Type Indicator Threshold Target 

Actual 
Value 

Numerator / 
Denominator 

State Level 
Course Completion 58.64 70.28 72.97 81 / 111 
Special Populations Course Completion 51.65 73.91 76.66 23 / 30 

 Minority Course Completion 37.30 72.92 62.50 5 / 8 
 Second Year Retention 48.85 64.25 50.00 33 / 66 
 Third Year Retention 38.85 56.00 44.26 27 / 61 
 Third Year Graduation 13.41 29.18 32.79 20 / 61 
 Fifth Year Graduation 28.31 41.40 43.18 19 / 44 
 Job Placement - All Employment 88.41 100.00 81.25 13 / 16 
 Job Placement - Related Employment 42.36 80.94 56.25 9 / 16 
 Non-Traditional Gender Not Applicable 
College 
Level 

Enrollment 32.00 35.00 111.00 No Data 
FTE 16.00 20.00 69.40 No Data 

 Graduates 16.00 18.00 28.00 No Data 
 Graduate satisfaction 2.99 3.50 3.33 No Data 
 Job seeking success rate $26,300 $47,100 $35,666 No Data 
 FT  job posting 50.00 150.00 3.00 No Data 
 PT job posting 25.00 75.00 4.00 No Data 

 
The College also takes part in state-mandated follow-up surveys. Program graduates are surveyed every year, and every four 
years an additional longitudinal follow-up is conducted on alumni five years after graduation. Employers from all programs are 
also surveyed on a four-year cycle, but increasing numbers of programs are now surveyed annually in order to meet the 
requirements of professional accreditations. The results of these surveys are analyzed at the college-wide and individual 
program level for distribution.  
 
This wealth of data is distributed in a number of ways. State reports are available online, or through a restricted-access 
connection to the WTCS data warehouse. Local reports have been custom-written within the Banner Enterprise Resource 
Planning (ERP) or through the Oracle Discoverer business intelligence tool. WCTC is in the process of transitioning from 
Discoverer to Cognos for reporting purposes.  
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Formal written reports are also produced for key projects: follow-up surveys, the NCCBP, the IPEDS data feedback report, and 
program evaluations. These reports present qualitative and quantitative data along with a narrative that shows trends in the data 
that may predict future performance. These reports are then distributed to the College community via the College network.  
 
7P2 Selection, management, and distribution of data to support planning and improvement   WCTC strives to be a 
transparent organization with regards to planning and improvement. All staff have access to a staff portal, where the first tab is 
"College Initiatives." All strategic planning documents are posted here, as well as the minutes and activities of every AQIP action  
project and other process improvement teams. Strategic and academic master planning activities have access to any data they 
may need because College Advancement (CA) reports to the Vice President of SEA, who is responsible for that planning. Data 
for AQIP action teams is addressed through the AQIP coordinator (who is part of CA). Each team has a CA representative as 
either a member or a resource.  

7P3 Determining needs for data collection, storage, and accessibility Because the QRP process results in collection and 
analysis of comparative information at the program level, College departments' needs, like the College as a whole, generally 
align with existing WTCS data systems. CA, IT, or Admissions & Registration often receive specialized data requests. Most of 
these can be addressed with custom queries (SQL, MS Access, Toad, Discoverer, or Cognos) but in instances where the data 
are not currently collected and stored, a development request can be filed. A form is completed and submitted to a member of 
the interdisciplinary Banner Core Team that oversees all of the College's data systems. At its monthly meetings, the Banner Core 
team members are apprised of new developments, make decisions on systems upgrades, and prioritize development requests 
that are then added to the IT development queue.  The Banner Student Information System was fully explained in the 2007 
System Portfolio and was noted as a strength in the 2008 Systems Appraisal Feedback Report (2007 Portfolio 7P2). 
http://www.wctc.edu/general_info/accreditation_quality_improvement/sys_port_pdfs/c7p.pdf 
 
From 2008-10 a WCTC AQIP action project team designed a dashboard for the College. The focus of the team’s work was on 
selecting and defining measures of importance to the College (7I1; Figure 7-5).  
 
7P4 Analyzing and sharing data and information regarding overall performance  Trend analysis of the College’s overall 
performance is a shared responsibility of various units, primarily IT, CA, Financial Accounting Services (FAS), and Human 
Resources. Staff representing these and other units present analyses of institutional effectiveness measures to the Board 
through Ends Monitoring Reports, such as the annual Graduate Follow-up report. Many Board reports are then published on 
WCTC's website for public access. Reports for internal audiences, such as the NCCBP benchmarking report, are generally 
published on the Portal or in a special all-staff directory on the College network.  
 
Primary responsibility for converting data into information generally falls to CA, whose responsibilities include all aspects of 
accreditation, quality review, institutional research, and state and federal mandated reporting. Helping all other units of the 
organization with their data collection and analysis needs is also part of the department’s mission. In program development, for 
instance, CA staff undertake the surveying and analysis of program need, and institution-wide outcomes are thoroughly analyzed 
prior to widespread release.  
 
7P5  Determining needs and priorities for comparative data and information  The primary criteria that have been used to 
prioritize sources of comparative information are to benchmark data with both similar and high performing institutions. The 
majority of comparative institutional data is available through numerous WTCS QRP and Client Reporting reports. Employee and 
student climate or satisfaction survey instruments have been selected based on WCTC’s ability to compare results with similar 
institutions and with other WTCS colleges.  
 
Since 2007, WCTC has participated in the NCCBP. By providing all of the benchmarks WCTC is able to obtain, the NCCBP 
provides a broader base for comparison than always comparing against the other technical colleges in the state. It also provides 
benchmarks in areas WCTC may not otherwise focus on, such as employee turnover.  WCTC also conducts analysis of the data 
provided by the IPEDS Institutions Data Report. Since 2005 WCTC has used a custom-tailored comparison group consisting of 
the 86 like colleges in terms of size, setting, location and other factors following a multidimensional-distance similarity algorithm. 
 
7P6 Ensuring department and unit data analysis aligns with organizational goals  WCTC’s strategic planning, mid- and 
end-of-year progress assessment reporting processes ensure that unit and department analyses of key monitoring data are 
aligned with College goals and key initiatives. Employees collect, analyze and report relevant measures that reflect their key 
activities to meet the community’s educational and training needs and other institutional goals and objectives. This information is 
shared via mid- and end-of-year reports that are posted on the College portal, distributed to Board members, and included on the 
College shared data drive. 
 

http://www.wctc.edu/general_info/accreditation_quality_improvement/sys_port_pdfs/c7p.pdf
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At the academic program level, data collection and analysis is conducted through the QRP. In addition to the statewide 
indicators, college-selected measures are chosen to help staff maximize student learning. A cross-representational team initially 
chose and then revised QRP college level indicators based on their capability to reflect learning outcomes (e.g., job seeking 
success, graduate satisfaction). Similarly, program-level indicators are selected by program staff based on their validity to reflect 
learning outcomes (e.g., pass-rates on licensure exams- direct measure of learning) and their utility to identify student learning 
needs (e.g., course scheduling preferences, learning styles). QRP monitoring results are available to all technical colleges via 
the QRP data system.  
 
With diminishing resources, WCTC has also had to look carefully at its mix of program offerings and evaluate the continued 
viability of programs. An AQIP action team was convened in October 2008 to select indicators of program viability and identify 
data sources for monitoring program health (1P14).The work of this team provides a framework allowing administration to select 
a program offering mix that maximizes the College’s success in achieving the goals of its Strategic Plan. 
 
The WTCS is also in the third year of a program to develop indicators of Technical Skills Attainment (TSA) for all programs. 
Flowing from changes in the last reauthorization of the Higher Education Act, groups of instructional program staff have been 
meeting statewide to develop assessments of student learning or identify existing external assessments that measure student 
learning outcomes (e.g. the NCLEX for nursing). As these direct measures of learning (assessments) are developed, WCTC will 
implement and track them, and ultimately report successful or unsuccessful TSA attainment as part of client reporting beginning 
in 2010-11. The client reporting TSA indicator will supplant the current course completion metric as the Perkins indicator of skills 
attainment.  This will be done on a program-by-program basis as each completes the WTCS TSA process. 
 
7P7 Ensuring timeliness, accuracy, reliability, and security of information system(s) The IT and Academic Technology 
departments are responsible for ensuring the effectiveness of WCTC’s information system and related processes. Figure 7-2 
summarizes the key services provided by these departments and the primary methods used to maintain and improve the system.  
The Banner Core Team also plays a role in ensuring the effective implementation of business practices that impact data 
accuracy, security and confidentiality. Security is maintained through role-defined access to the portal and single sign-on  
password protection of College resources.  
 
One of the prime advantages gained from the transition from local reports to the Oracle Discoverer business intelligence tool was 
that the data underlying any given report are centrally and uniformly defined. WCTC no longer has problems with different results 
coming from different internal sources because of how data is extracted. However, Discoverer utilizes data within the same 
database as the ERP; with Cognos, WCTC will have a truly autonomous data warehouse. 
 
When internal data inconsistency is suspected, CA institutional research staff is consulted to provide an authoritative response, 
and if the data proves to be compromised the Banner Core Team takes the lead in identifying and rectifying the problem. 
 
Figure 7-2 Key Services of Information Technology (IT) and Academic Technology Departments 

Service Areas/ 
Teams 

Purposes Methods of Ensuring Effectiveness 

Network Infrastructure/ 
Security/ 
Disaster Preparedness 

• Maintain WCTC network as a secure yet 
ubiquitous utility for administrative and 
instructional applications 

• Support WCTC telephony 
• Maintain server and storage technology for 

all applications  
 

• Monitor availability and throughput  
• Benchmark other organizations  
• Maintain enterprise-wide security (automated identity 

management, Anti Virus, Anti Spam, Firewalls, etc.) 
• Track and review all service interruptions to improve 

disaster preparedness/response plans 
• Review and install upgrades and patches  
• Review security logs and audit results 
• Implement encryption technology to  protect data from 

unauthorized use 
Instructional Technology 
Support 

• Support the instructional use of technology 
(Computer,  Learning Management Systems, 
Media Support) 

• Monitor and respond to academic plans and customer 
feedback  

• Enforce standards for classroom and lab technology  
• Monitor availability/utilization of installed technology 
• Technology refresh program for software and equipment 

replacement and updates 
Customer Support • Help Desk support • Monitor and respond to customer feedback  

• Monitor call counts and time to resolution; make needed 
adjustments to staffing 
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Service Areas/ 
Teams 

Purposes Methods of Ensuring Effectiveness 

• Monitor types of incidents to develop self-help or training 
programs 

Information System  (IS) 
Development and 
Support 

• Maintain Banner and locally developed 
applications for WCTC and WTCS Banner 
Consortium customers 

• Review strategic action plans for needed IS and data 
collection impacts 

• Monitor and respond to internal customer feedback and 
operational changes 

• Monitor “hit rates” and feature utilization. Benchmark other 
organizations 

• Complete mandated reporting and audits 
• Review security logs and audit results 
• Evaluate business processes and utilize Banner by Sungard 

Higher Education Banner consultants 
7R1 Measurement and effectiveness of information system performance WCTC monitors a number of measures of its 
knowledge management system performance. System down time, response times to help desk questions including a follow-up 
feedback satisfaction form, and time spent in the development queue are tracked and evaluated regularly.  
 
 A question about the effectiveness of WCTC’s data systems was included in the Spring 2011 climate survey as follows: 
“The extent to which I am able to access meaningful data for decision making.”  The 2011 mean score was 3.53 on a 5 pt. scale. 
 
Because WCTC’s new data delivery systems are not yet mature, the College is expending resources on developing those 
systems rather than evaluating customer satisfaction with old systems that are not ideal and will soon be obsolete. WCTC hired a 
new staff member with experience in writing Cognos reports in order to expedite the process of providing the College community 
with needed data resources. As these resources are delivered, CA evaluates if they are meeting customer needs. 
 
7R2 Evidence that system meets organizational needs in accomplishing its mission and goals From the generic questions 
that have been included in past periodic employee climate surveys (PACE in 1996, 2000, 2008 and 2011; Constellation Survey 
in 2004) the College understands that its information delivery systems are not meeting employee needs. On the most recent 
PACE administration, the two areas of lowest satisfaction among staff is the system for accessing and using institutional level 
data for decision making and the processes for communicating how decisions are made. The question, “The extent to which 
information is shared within this institution,” was rated just 2.78 on a five-point scale in 2008 and 2.90 in 2011. 
 
Because this is an area that presents a significant opportunity for improvement, a number of AQIP action teams have addressed 
aspects of WCTC’s data systems and communication regarding decisions (Figure 7-3). The data dashboard will assist the 
College in analyzing success when the automated, portal-based dashboard goes live (7I1, Figure 7-5, 7-6). The program viability 
team will ensure that the College’s program mix addresses its strategic goals (1P14). 
 

Figure 7-3: AQIP Action Teams Related to Data Systems and                    
Communication

WCTC staff has also taken a lead role in developing the evaluation 
of the statewide QRP process. With QRP in its fifth year of 
operation, the state is gathering information from all of the colleges 
on the benefits and opportunities for improvement in the QRP 
system. This information will close the loop and allow the state to 
improve the tangible benefits to the colleges in the next generation 
of QRP. 
 
7R3 Comparison of results Since WCTC shares the WTCS data 
systems and the QRP, in particular, with its sister technical 
colleges, these sources of information are equivalent. WCTC’s 
employee climate survey results also show that its data systems are an area where the College scores below the performance of 
comparison group colleges. As WCTC continues its development of new data tools and infrastructure, the College will be able 
better utilize its connection with the WTCS, such as the statewide Institutional Research group, to compare WCTC’s delivery 
systems to those of other colleges. Results and comparisons are shown in Figures 7-4 (NCCBP comparisons) and 7-6 (current 
dashboard results). 
 

AQIP team Dates of Work 
Program Viability  October 2008-May 2011 
Data Dashboard  Sept 2008 – May 2010 
Student Learning Evidence  Sept 2008 – Apr 2010 
Data Driven Decision 
Making  

Dec 2006 – May 2008 

Communications  Nov 2006 – Mar 2008 
Employee Engagement Sept. 2008-Present 
Program Viability Pilot  Sept. 2011- Present 
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7I1 Recent improvements Because Measuring Effectiveness is an area where WCTC recognizes the need to improve, it has 
been a frequent area of focus and a great deal of improvement has taken place. One area where WCTC performs well is in 
benchmarking against other colleges. In addition to the WTCS data and QRP, since the last Portfolio WCTC has taken part in the 
NCCBP four times and is committed to continuing to use this resource. Every fall, CA staff prepares a benchmarking report that 
evaluates WCTC's performance on reported benchmarks including a summary scorecard (Figure 7-4). Thus, the College has a 
clear picture of where performance in key indicators, especially regarding student outcomes, compares to similar institutions. 
 
The area where WCTC most lags against peer colleges is in faculty’s and administration’s accessing local data for decision-
making. The Discoverer tool has been on-line and providing key performance data for more than five years, but it has never been 
widely adopted by staff outside of CA. Because a key difficulty in Discoverer was the need for users to fetch data rather than 
having data be pushed in front of viewers, a decision was made in 2009 to replace Discoverer with Cognos. Together with 
Cognos, WCTC is moving to the Luminus portal, which interfaces with Cognos to permit display of dashboards and data reports 
directly on users' default browser screens. In the summer of 2009, more than two dozen staff were trained in the use of Cognos 
and live data extractions began. A refresher training was offered in March 2011. Finance has transferred a number of its reports 
over to Cognos successfully (6P5), but its adoption for enrollment management has been delayed by the need to incorporate 
non-standard Banner items into Cognos packages to obtain results consistent with numbers from WTCS reports.  
 

Figure 7-4 2009 WCTC NCCBP Performance Report 
Benchmark Grouping WCTC Performance Overall Rating 
Institutional Characteristics Outperforms Gender balance (% of male students)  

 
Average  Enrollment 
Underperforms Full-time student enrollment 

Retention and Graduation Outperforms Graduation rate (FT & PT) 

 
Average  Fall-Fall retention  
Underperforms Fall-Spring retention 

Course Completion & Success Outperforms Overall & Written Comm Completer Success; Overall 
Enrollee success; A/B grades   

 
Average  Overall Withdrawal  
Underperforms Written Comm Withdrawal; Written Comm Enrollee 

Success 
Distance Learning Outperforms Internet Course Completer Success 

 

Average  Internet Course A/B Grades 
Underperforms Internet Courses Offered; Internet Course Withdrawal; 

Internet Course Enrollee Success 
Graduate Placement Outperforms  

 
Average  4-year transfer 
Underperforms Employed-related 

Market Penetration Outperforms Non-credit students % of Population; Minority Student 
Enrollment (relative to service area) 

 
Average  Credit Student % of Population 
Underperforms High School direct enrollment 

Faculty and Staff Outperforms Small class size; low staff ratios in faculty, career 
services, admissions/reg, counseling; % of classes 
taught by FT staff 

 Average  Testing & assessment staff ratio 
Underperforms Financial Aid staff ratio 

Business & Industry Training Outperforms Clients & companies served; revenue; net profit  

 
Average   
Underperforms Costs 

Human Resources Outperforms Staff turnover (low) 

 
Average  Harassment Complaints 
Underperforms Staff retirements (high); grievances 

*Note:  The Overall Rating column in Figure 7-4 (above) is based on WCTC’s annual weighted assessment of the overall performance of the underlying 
indicators. 
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The AQIP Data Dashboard action project team was charged with defining data elements for a readily-accessible data dashboard 
for the College. From 2008-10, this team tackled the difficult questions of selecting institutional metrics of importance that needed 
to be monitored, definitions of how those metrics needed to be measured, and determining what levels of performance were 
acceptable or a cause for concern. The result is the data dashboard definitions shown in Figure 7-5.Thanks to the work of this 
team, the specifications of most of the dashboard items already exist and will simply need to be developed in Cognos once all of 
the required elements are available. Until such time that the live dashboard is operational, however, a static dashboard has been 
created to provide college leadership with the information it requires to monitor performance. The resulting current dashboard is 
shown in Figure 7-6.  
 
Another AQIP action team worked on the issue of Student Learning Evidence (outcomes assessment). This work coincided with 
a statewide program to develop Technical Skills Attainment (TSA) assessments for every program. Stemming from changes to 
the Perkins legislation, the technical college system has been moving towards developing alternative assessments to replace 
course completion percentages as a measure of learning. Beginning in 2008, Perkins reserve grant money was distributed to 
colleges to lead statewide development teams to identify appropriate assessments of TSA or, lacking them, to develop those 
assessments. More than a dozen programs have now developed TSAs; individual colleges now are in the process of developing 
processes for tracking student completion of TSA requirements. Beginning in 2010-11, TSA completion is being reported as a 
client reporting measure for those programs. 
 
In the area of student success, WCTC joined in on the pilot of the development of the Student Success Inventory (SSI). The SSI 
is a brief measure of non-cognitive skills that predict student success. The College has for a long time wanted some way to 
measure the less tangible factors that affect student outcomes beyond prior academic achievement so that students can be 
targeted for interventions to improve retention and completion. 
 
By taking part in the pilot program, WCTC has entered into a data sharing agreement to provide the test developers with 
outcomes data on students for two years after testing. This not only provides WCTC with an important new source of information, 
but, by taking part in the development process, the College is able to evaluate the effectiveness of the assessment, the accuracy 
of predictive models of success, and provide input to help refine these indices for subsequent versions of the survey.  
 
Finally, Measuring Effectiveness data cannot be effective if it is not available, and to improve the reliability of data systems the IT 
department has implemented a centralized help desk process. Previously problem reports were directed not only to the help 
desk itself but also to individual IT staff, making it impossible to track problems or solutions. Now all problem requests go through 
a central queuing software, HelpStar, which not only ensures that problems are addressed and don't slip through the cracks, but  
provides metrics for how long it takes to provide solutions. 
 

Figure 7-5: Data Dashboard Definitions 
DATA DASHBOARD DEFINITIONS  

1. Persistence (aka Retention)  
• Green: Performance >=98% of prior year  
• Yellow: >=92% and < 98% of prior year 
• Red: < 92% of prior year 

 

• Percent of new concentrators that graduated or re-enrolled 
for a second year. Concentrators are defined as program-
declared students that have not previously been 
concentrators and successfully completed 12 credits in an 
aid code 31, 32, or 10 program or 8 credits in an aid code 
50 program during a 3-year period.  

2. Student Learning Evidence  
 

• Percent of students passing Technical Skills Attainment 
assessment for a specific program.  

3. Enrollment 
• Green: Performance >= 98% of prior year or 4000 FTE  
• Yellow: >=92% and < 98% of prior year 
• Red: < 92% of prior year 

• Unduplicated Headcount (WTCS Definition) 
• FTE (WTCS Definition) 
• Minority Enrollment  

4. Student Success 
• Green: Performance >= 98% of prior year or 80% employed 

related or 50% graduation rate 
• Yellow: >=92% and < 98% of prior year 
• Red: < 92% of prior year 

• Employment in field related to education (WTCS Definition) 
• Graduation rate (QRP Scorecard Definition) 

5. Employee Success 
Average Age – annual in Nov. 
Average Years Service – annual in November 
Performance Improvement – target 100% 
• Green:  90-100% • Yellow: 75-90% • Red: <75% 
Employee Turnover – target <10% 
• Green:  <7.5% • Yellow: 7.6-10% • Red: > 10% 
Employee Retention -- >90% 

• Satisfaction 
• Turnover/retention 
• Demographics 
• Wellness 
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Employee Engagement – target 4.0 for Supervisory Relationships 
and Teamwork 
• Green:  >3.5 • Yellow: 3.4–3.1 • Red: <3.0 

 

6. Economic Development 
In development  

• Employer satisfaction 
• # of contracts 
• # of grants 

• Repeat CCT customers 
• New CCT customers 
• Revenues 

7. Cost  
Cost per FTE –  
• Green: Below $16,300 
• Yellow: Between $16,300 and $16,400  
• Red: Above $16,400  
Healthcare 
Green: <8% cost increase  
Yellow: 8-11% cost increase  
Red: >11% cost increase 

• FTE issues: Amt. of FTE generated by non-credit; Aidable 
vs. non-aidable; proportion AD and other; what’s all totaled 
in cost per FTE? 

• Healthcare  

 
Figure 7-6:  Current Dashboard Indicator Results 
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7I2  Selecting processes for improvement  WCTC has been a leader in the culture of continuous improvement for more than 
25 years. Led by the Center for Quality and Innovation, WCTC has a long history of inclusive quality improvement teams 
addressing key college problems as well as providing education to district companies in applying quality principles. Adopting the 
AQIP model was not a cultural shift for this institution; it was simply reframing what WCTC already does in new language. 
 
The infrastructure of the technical college system provides a great deal of the direction when identifying areas for improvement. 
For instance, QRP and Perkins Performance Scorecards have led the College to identify areas in need of improvement and 
provided funding to help support changes in those areas. The implementation of the Advisor/Counselor model in Student 
Services is an example of a direct outcome of that process (1P6). 
 
With regard to both internal and WTCS metrics, performance targets are set based on historical trend analyses, results of 
environmental scanning and research that aids in forecasting, and benchmarking high performing colleges. WCTC also has a 
long-standing customer service target that was developed through the strategic planning process: All (100%) of our students and 
other customers will state that their experiences with WCTC were a good use of their time and money. Maintaining student and 
customer satisfaction is a priority; a variety of student and other customer surveys routinely assess customer needs and 
satisfaction.  
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Category 8 – Planning Continuous Improvement 
 
8P1 Key planning processes   WCTC’s processes in this area are robust and well-designed, as the last Systems Appraisal 
recognized. The February 2008 Systems Appraisal Feedback Report noted that the process for strategic planning is a significant 
strength. http://www.wctc.edu/general_info/accreditation_quality_improvement/sys_port_pdfs/c8p.pdf  
 
The 2007 portfolio described the Strategic Planning at that time. The College continues to use the same overall planning 
process.  In 2007-2009, a new college mission, vision, values, and strategic goals were developed built on WCTC’s long history 
of involving the internal and external community in planning processes. 
 
The College began by chartering an AQIP action project team for Strategic Planning.  The Strategic Planning Council (SPC), as 
a primary council, was established and rolled out an aggressive 11 month timeline starting with the creation of three strategic 
planning task forces to work on environmental scanning; to conduct reviews and revision of college mission, vision, and values; 
and to provide ongoing communication of the team’s work.  The SPC and its task forces were comprised of representatives from 
the following cross-functional organizational areas: Board of Trustees, President’s Office, Student Government, Learning; 
Student Services; Strategic Effectiveness; College Advancement; Quality and Innovations; Service & Health Instructional 
Division; Business Instructional Division; Industrial Instructional Division; Academic Foundations and General Education Division; 
Support Staff Union; Association of WCTC Professionals Union; Faculty Union, Human Relations; Academic Technology, 
Finance, Research and Evaluation; Information Technology; Marketing/Communications/PR; Corporate and Community 
Training; and Outreach Campuses. 
 
The work began with an all-college in-service in fall 2007 where more than 500 staff, faculty and administrators participated in a 
process of developing college value statements to identify guideposts for the next steps in the planning process. Next, the work 
of the action project SPC continued by meeting with College Board members to codify the value statements.  The Environmental 
Scanning task force then interviewed over 400 business and industry advisory committee members over three months, held 
three Town Hall meetings at community locations and received input from the community at large via a WCTC survey. In 
addition, open sessions were held with students at Pewaukee and Waukesha campuses to gather feedback. Input was compiled 
and analyzed.  
 
A second college-wide in-service day was held in January 2008 to communicate the results of SPC and task force work thus far.  
After results were presented, the large college community worked together to identify strategic goals, issues and themes most 
essential for our college for the next decade. Results of these large group activities were coalesced by the SPC into the six 
values (Figure O-1). 
 
Using the Circle of Values as a foundation, the action project SPC led college input sessions to work on corresponding mission 
and vision development.  The SPC refined the input into formal mission and vision statements which again were codified and 
finalized with the Board of Trustees (Figure O-1). 
 
A final series of college-wide meetings were led by members of the SPC to review the Mission, Vision and Value statements in 
order to establish seven strategic goals with corresponding themes (Organizational Overview – Introduction). 
 
8P2 Selecting short- and long-term strategies In accordance with its Carver Policy Governance model, WCTC’s District Board 
has developed End Statements (Figure 8-1) that describe the benefits or long-term results that are desired for WCTC students 
and other stakeholders and define the expectations of the college in meeting its mission.  Ends statements are developed with 
the following questions in mind:  (1) What are the long-term benefits the college should provide? (2) For which constituents? and 
(3) At what cost? 
 
Figure 8-1 District Board Ends Statements 
Students will obtain the critical life skills as well as the occupational and technical skills needed to achieve their 

educational goals at an affordable cost. 
Employers will be able to develop and maintain a skilled workforce through available and accessible educational offerings. 
Taxpayers will benefit from customer driven educational services provided through efficient and effective use of limited 

resources. 
 
 

http://www.wctc.edu/general_info/accreditation_quality_improvement/sys_port_pdfs/c8p.pdf
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The District Board leads the process of reviewing and, if needed, modifying the End Statements each year during their Annual 
Board Retreat. Long-term strategies are developed with these long-term ends/results in mind. 
 
Short-term strategies are established at the college level based on the long-term strategic goals and essential college objectives 
set during the strategic planning process.  The SPC uses a trend analysis to identify those objectives to be required of all 
departments. When the overall strategic goals are approved by the president and District Board, college divisions and 
departments set their short-term strategies for operations.  The current political and economic environment has caused WCTC to 
focus on programs and services that: 
 

• Are clearly aligned with the statutory mission and the college mission; 
• Will positively affect student learning and retention; 
• Will have a positive short and long-term return on investment; 
• Will spur the economic growth of the region; 
• Will improve organizational development and effectiveness. 

These strategies were identified during the strategic planning process and are validated by the District Board Ends. 
 
During 2010-11 the role of the SPC as an AQIP action project transferred to the standing Quality Advisory Team (QAT) which 
will conduct an annual strategic plan review and lead the next college-wide planning process in 2012. 
 
8P3 Developing key action plans Once the District Board has established budgetary and other planning guidelines, and 
updates have been made to the Strategic Plan, the College units develop annual strategic action plans (SAP) that are directly 
linked to the college’s strategic goals. Like the Strategic Plan, each unit SAP includes operational plan activities, responsible 
parties, resource requirements, indicators of success and a target completion date. College units also create their own college-
aligned vision and mission statements. WCTC subscribes to the belief that stakeholders whose work is impacted are involved/ 
informed every step of the way.  As such, division and department SAPs are developed with input from all unit faculty and staff. 
 
The SAPs are prepared and updated annually in conjunction with the annual budget. Action planning typically involves 
analyzing the results of program and service unit quality reviews including environmental analyses and forecasting; gap 
analyses of customer satisfaction and needs assessment surveys; review of advisory committee and other partnership input; 
and monitoring unit indicators of effectiveness. The February 2008 Systems Appraisal Feedback Report noted that the 
development of key action plans to support organizational strategies is a strength of the College (2007 Portfolio 8P3). 
http://www.wctc.edu/general_info/accreditation_quality_improvement/sys_port_pdfs/c8p.pdf 
 
8P4 Aligning strategies and planning Alignment of planning documents throughout the College is the result of rigorous design 
and deployment practices related to annual planning habits.  Figure 8-2 describes major cross-college planning processes that 
impact all units throughout the College.  
 

Figure 8-2             Planning Process 
 

 
 

 
These College-wide planning processes are coordinated at the executive level, but the content is developed by gathering input 
from a wide range of stakeholders who will have their work impacted by the final plan.  For example, development of the new 

http://www.wctc.edu/general_info/accreditation_quality_improvement/sys_port_pdfs/c8p.pdf


Waukesha County Technical College  October 2011 

Category 8:  Planning Continuous Improvement  Page 8-3 

Academic Master Plan (AMP) utilized detailed feedback from faculty, support personnel, and managers obtained in a series of 
facilitated input sessions where groups discussed three major themes related to the College’s academic future: 
 

1. Meeting course delivery needs and preferences to address current economic conditions; 
2. Supporting the variety of student learning needs targeted for a mix of learning styles and generations; 
3. Providing faculty development to prepare for emerging needs of businesses and learners. 

 
The information obtained from these conversations became the basis of the content to develop the final AMP.  The 
synthesized input became the goal statements in the new AMP. This plan guides decisions to choose the appropriate mix of 
programs and courses. 

 
In turn, those goals will be used to guide the development of the next layer of cross-college planning for the Technology 
Master Plan, the Facilities Master Plan, and the Human Resources Master Plan (Figure 8-2).  The Technology Master Plan 
delineates technology to be used in classrooms and employee offices.  The Facilities Master Plan addresses program and 
support service facility needs.   The Human Resources Master Plan includes professional development, diversity in hiring and 
services, workforce succession planning, wellness, health and safety concerns. 
 
The core structure for all planning documents is outlined annually in the final draft of the College Strategic Plan.  The structural 
outline of the strategic plan provides the template that becomes the outline for all other plans.  For example, college 
divisions/departments will follow the layout and numbering system established in the College Strategic Plan.  The individual units 
will report their local mission, vision and value statements at the start of their SAP documents.  An outline using the numbering 
system of the seven college strategic goals follows with details of the work that unit does to accomplish those goals in their 
individual areas.   The template is published to all units and their finished drafts are filed electronically to a master folder 
available for all college personnel to access.  This design allows units to see where and how their work requires collaboration 
with other units throughout the college.  Once this electronic folder is accessed and read by academic and support leaders, a 
series of open meetings are held to clarify questions, facilitate discussion so that unit leaders can further refine their SAPs and 
identify opportunities for collaboration. 
 
8P5 Defining objectives, selecting measures and targets The measures and performance projections of WCTC’s institutional 
strategies and action plans are determined in a multi-tiered system.  First, each department determines its own specific measure 
and projections related to their operational goals and objectives as defined in their specific SAPs. These are based on the over-
arching College Strategic Planning goals and supporting measures. 

 
In an effort to assist staff in refining effective performance measures and projections, the Strategic Effectiveness and 
Advancement Division conducted training for planning and budget managers. Definitions for each column in the SAP template 
were standardized. 

 
In order to have consistent indicators across the College, WCTC used results from its AQIP action project Data/Dashboard team 
that developed and established institutional-wide “key performance indicators” or KPIs.  The KPIs were validated via discussions 
and review with internal and external stakeholders (i.e., faculty, support staff, professional, and administrative personnel).  Within 
those discussions and review, the KPIs were formulated on careful analysis that included longitudinal data and forecasts; 
benchmarks associated with the NCCBP; and Perkins performance data (7I1). 

 
The second tier of this process focuses on the emergent data from the KPIs which provide the College an opportunity to set 
targets and thresholds aligned to WCTC’s strategic plan.  Electronically, the KPIs will be accessible through a portal-based 
dashboard with its data refreshed on a trimester basis. However, they are currently available by “hard-copy” and provide an 
essential foundation to quantitative goal measurement. The WCTC KPIs currently include the following seven data elements 
(Figure 7-5). 
 
 The final tier of this process centers on strategic planning alignment making sure that each of the KPIs is parallel with one or 
more of the colleges’ strategic plan goals.  With that coordination, each college team and division identifies relevant KPIs intrinsic 
to their work and develops corresponding baselines and targets.  The targets then matriculate into the larger college-level KPI 
data.  The result of this work is that teams and divisions have more of a timely and robust data offering that can be useful in 
meaningful programmatic and instructional data-based decision making.  Results are reviewed at mid-year and end-of-year to 
ensure accountability and continuous quality improvement. 
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8P6 Linking strategy selection and action plans A significant improvement from the 2007 Systems Portfolio response relating 
to the alignment of the strategic planning cycle and budget has occurred.  Specifically, there is now a system of planning that has 
been reorganized to ensure that the Colleges’ strategic plan along with the AMP drives the budget cycle.  In doing this 
reorganization, it has been imperative that divisional cross-collaboration and communication has been built into the system, thus 
providing for “decompartmentalizing” of goal accomplishment and resource planning (i.e., budgeting).  The system offers a 
platform for divisions to share ideas, innovate collaboratively, plan, and implement.  Figure 8-3 delineates the systems view to 
demonstrate the steps that link strategy selection and levels of current resources.  
 
Figure 8-3 Systematic Linkages between Strategic Planning and Budget Resources 

Month   Planning and Aligned Financial Action 
August-September • WCTC Board Retreat is held (College level Strategic Plan with AMP (i.e., KPIs) are reviewed. 

• Divisions review plans with KPIs (i.e., baselines, targets) and ensure alignment with Strategic Plan. 
• Division strategic action plans are drafted. 

October-November • Preliminary planning budgets are initiated by Divisions based on their strategic plan. 
• Planning and budget presentations are shared with all divisions. 
• Capital projects requests are received. 
• New position requests are received. 
• New and expanded activity requests are received. 

December • Budget workshops held. 
• Divisions finalize planning and corresponding budgets.   
• Capital equipment and project requests are reviewed and approved. 

January • Grant budgets are developed and aligned to division planning. 
February • All plans and budgets are inputted and completed. 
March-April • Budget is presented to the WCTC Board. 

• WCTC Board establishes levy limit. 
April-May • Public hearing is published and held. 
May-June • Divisional Strategic Plans, AMP and KPIs are reviewed by Divisions, Deans, and Administration. 

• Analysis of the above drives upcoming academic year college planning and priorities. 
• The resulting information is prepared for the Board Retreat in August and upcoming academic 

year. 
 
8P7 Planning process risk WCTC assesses and addresses risk in the planning process by creating a balance between the 
Strategic Plan, the AMP and the budget processes.  In order to stay agile and responsive to the needs of our students and 
employers, the College conducts regular environmental scans at advisory committee meetings, via program development 
investigations and at other open community forums.  During these scans, the College becomes aware of financial, competition, 
or other risks that would impact the success of its potential plan implementation.   
 
The next step in addressing those risks is review by the President’s Executive Council (PEC) and the Deans to assess whether 
or not to move forward with the concept and to assess whether the budgetary impact is manageable.  Balancing the educational 
need of college stakeholders with available financial resources is paramount in Wisconsin’s current economic climate and how it 
is impacting higher education, in particular. With the need for service and enrollment increasing, budgets and program planning 
are reviewed and then presented to the Board of Trustees for consideration.  The Board is presented with the budget goal and a 
public budget hearing is held prior to final board approval and implementation. 
 
8P8 Ensuring faculty, staff, and administrator capabilities to address changing requirements At WCTC, professional 
development opportunities for all staff are an integral part of the College’s Strategic Plan. The Human Resource Services 
department manages faculty certification, new faculty and staff orientation, staff training, and several professional development 
opportunities as outlined in Category 4 (4P4, 4P8, 4P9). Staff use their specific professional improvement plans to develop their 
goals in alignment with the overall goals of the College (4P10).  
 
 Management employees, when formulating their annual professional development goals (LDAP) are required to work on a 
specific goal that cultivates their employees’ professional development in direct alignment with the College’s strategic goal 
focused on Employees. The goal reads as follows: “Facilitate the development of your staff (must be completed by all 
supervisors. Development includes training, education, developmental assignments, career coaching, involvement in College 
initiatives, etc.). . .” At mid-year and end-of-year performance reviews, the status of where the employee is in meeting his/her 
goal is evaluated by the supervising administrator.  In addition, all employees, when creating their own personal and 
professional development goals, are encouraged to align their goals with the goals of the College.  Supervisors and employees 



Waukesha County Technical College  October 2011 

Category 8:  Planning Continuous Improvement  Page 8-5 

meet at initial goal setting meetings to review and prioritize employee goals for each year. 
 
Specific to developing staff’s planning capabilities, a planning and budgeting information session is held annually to orientate 
staff to the planning process including changing initiatives and budget guidelines. One-on-one meetings are held between new 
staff and key process experts to help orientate them to college planning and budgeting processes. Individuals and teams of staff 
also attend state and national conferences to improve their knowledge of planning, budgeting and assessment processes. 
 
8R1 Measuring effectiveness of planning processes The effectiveness of WCTC’s planning processes are measured by 
collecting feedback from staff involved on planning teams.  Collecting feedback is a system habit at WCTC.  For example, 
meetings end with check-out conversations and workshops gather information on how what is learned will be used at the end of 
each training session.  A standard question at the end of internal meetings and workshops is “Was the time spent worth the time 
and effort I invested – yes or no, and why?”  Responses are used in planning for future meetings, in-services, and/or workshops 
with results directly communicated to participants.   This informs leaders in improving future planning.  This is a direct qualitative 
measure of effectiveness. 
 
In the quantitative context, WCTC surveys its employees every three years (PACE 4R2) and a variety of Institutional Structure 
questions within the survey are used by the College to gauge and measure aspects and the effectiveness of planning processes. 
Another measure of effectiveness is the quality, impact, and timeliness of department strategic action plan results (8R2). 
 
8R2 Performance results for strategies and action plans   Strategic action plan accomplishments are reported by 
departments at mid-year and year-end (Figure 8-4). The February 2008 Systems Appraisal Feedback Report noted WCTC’s 
results of action plans aligned with strategic goals as a strength of the College (2007 Portfolio 8R1, 8R2). 
http://www.wctc.edu/general_info/accreditation_quality_improvement/sys_port_pdfs/c8r.pdf 
 
In an effort to further improve this process and assist staff in refining effective performance measures and projects, Strategic 
Effectiveness and Advancement staff conducted training for planning and budget managers. Definitions for each column heading 
were standardized for the Strategic Action Plan template.  In an effort to improve communication and encourage sharing of best 
practice ideas, employees update and revise their planning documents on a common/shared data drive. 
 
Figure 8-4 Key Outcomes of 2009-10 Action Plans 
Goal:    Student learning – WCTC attracts and retains diverse students with a range of talents and 
needs by offering services and educational opportunities focused on student learning. 

Action Plan Indicator of success 2009-10 Accomplishment 
Analyze benchmark data on general 
education course completion and 
retention to improve instructional 
outcomes. 

Identified parameters to improve 
retention. 
Longitudinal mini-projects piloted 4 
courses. 

Discussions at department meetings. 
Economics, Ethics, Psychology of Human 
Relations, and Written Communication 
are implementing and using instructional 
retention tools. Faculty working together 
to create consistent courses in low 
retention areas, such as Calculus.   

Develop four additional courses in 
Math/Science in the WIDS format; three 
courses will have above-the-line 
materials completed and one will have 
both above and below-the-line materials. 

4 courses converted from Word to WIDS 
format. 
 
1 below-the-line course converted to 
WIDS format. 

The following 3 courses were converted 
to a WIDS format with below-the-line: 
• Survey of Physics 
• Industrial Math II 
• Math with Business Applications 

Review all program outcomes. 100% of programs reviewed/modified. 100% compliance 
Develop a student retention plan for each 
department.  

100% of departments with adopted plan. Early Alert process used to identify 
students needing assistance to ensure 
course/program retention. 

Evaluate course scheduling to improve 
student access.  

2% enrollment increase. Course schedules evaluated and 
improved resulting in substantial 
enrollment increases.  Economic 
conditions and other external factors 
may also be contributing factors. 

Participate in college recruitment and 
retention activities, including transcripted 
credit and youth options activities, for 
high school students.  

5% increase in enrollment.  Department participated in all 
recruitment and retention activities.  
Enrollments for this department have 
increased by approximately 10%. 

http://www.wctc.edu/general_info/accreditation_quality_improvement/sys_port_pdfs/c8r.pdf
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Goal:  Collaborative partnerships – WCTC shares expertise among faculty, departments, colleges, K-
12 districts, the business community and governmental entities to provide a variety of learning and 
enrichment opportunities that meet the needs of students, employers and community members. 

Action Plan Indicator of success 2009-10 Accomplishment 
Create additional 38.14 and 38.24 
offerings to foster community 
partnerships. 

Contract revenue increased 5%. • Did not increase contract revenue 
by 5%. 

• Participated in various 38.14 and 
38.24 contracts including Office 
application training and Mobile App 
Development. 

• Small Business Center hosted two 
Social Media workshops in 
partnership with local area 
chambers of commerce 

Coordinate services and training with the 
Literacy Council of Greater Waukesha to 
increase the English skills and reading 
ability of lower level students. 

Reading ability of 5 new ABE Beginning 
Literacy students improved 1 level. 

• 20 students improved one grade level 
• 8 improved two grade levels 
• 3 improved three grade levels 
• 2 improved 4 grade levels 
• 5 showed no improvement 
• 9 got a high school credential 
• 3 obtained citizenship 

Strategic Effectiveness and Advancement 
collaborated with Learning Division to 
develop and review programs that meet 
dynamic labor market needs and 
anticipate the future. 

Evaluation plan developed. The Program Viability Action Project 
Team developed 12 indicators for 
associate deans and faculty to use 
annually along with the QRP scorecard, 
to review the viability/health of programs. 

Participate in learning, innovation and 
leadership opportunities at the regional, 
state and national level.   

Participation in 25 activities. Division faculty and staff participated in 
state-called meetings, General Motors 
area conference, trade association 
meetings, trade shows, NISOD, NSF 
conferences, Skills USA, FIRST 
Robotics, Electrathon, RUBE Goldberg, 
BattleBots.  

Expand articulation agreements. New agreements in place. 
Increased options and flexibility available. 

Forty-six new agreements were signed 
with Marquette University, Concordia 
University, Mt. Mary College, and UW-
Milwaukee.  

Goal:  Competent graduates – WCTC provides skilled, flexible, conscientious and employable 
graduates by maintaining high standards and offering a variety of courses within future-focused 
programs that prepares learners for the changing labor markets. 
Action Plan Indicator of success 2009-10 Accomplishment 
Exceed national average for Nursing 
students passing NCLEX exam first time. 

Pass rates above national average. WCTC nursing student pass rate for 
NCLEX exam was 100% in 2011 (Two-
year average is 92%) 

 

Provide students with relevant 
educational opportunities that will allow 
them to contribute to the local and global 
economy through gainful employment. 

89% of WCTC students gainfully 
employed upon graduation. 

• Validated in graduate follow-up 
report 

• Associate Dean worked with local 
employers to facilitate new 
internship opportunities for the IT 
program students. 

 

Goal:  Employees – WCTC develops systems that attract and retain highly skilled, qualified staff 
capable of responding to changing needs of students, staff, business and the community. 
Action Plan Indicator of success 2009-10 Accomplishment 
Develop and implement a communication 
plan as recommended by the AQIP 
Communication Team. 

Plan developed and implemented. Some of the outcomes from the plans 
include: mini meetings per discipline, best 
practices sharing, socials and book club. 

Provide college-wide training in the areas 
of technology and finance. 

Training provided in: 
• ImageNow 
• Microsoft Office integration 

Staff in Facilities and Financial 
Accounting Services provided training to 
departments interested in implementing 
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• Communication procurement 
• Data warehousing 
• Cognos 
• General college procedures 
• Blackberry and IP telephones 
• Increased knowledge of 

technology and finance 
 

Processes streamlined. 
Tools utilized effectively. 
Tools integrated into daily use. 
Non-value-added steps removed. 

ImageNow. 
A number of division staff attended 
multiple days of training on how to write 
reports in Cognos 
IT piloted a new Microsoft Exchange 
phone system.   
IT provided a handout of shortcuts and 
tips to Blackberry users. 
Finance and HR staff provided training on 
how to access pay information 
electronically. 
Facilities, Student Help Desk, and IT staff 
trained in the use of Help Star for tracking 
of work orders/tickets. 

Provide faculty professional development 
activities aimed at growth in 
accommodating student learning styles, 
enhancing content knowledge, teaching 
skills and classroom management.  

100% faculty will participate in 2 
professional development activities. 

Faculty participated in a workshop at 
Alverno College, as well as IOCP and 
college in-service activities designed to 
enhance student learning assessment 
and learning evidence documentation. 

 

Utilize the college’s health initiative to 
identify opportunities for improvement. 
 

Information used to identify areas for 
better employee wellness. 

Contained health care costs in FY 
10.Over 30 initiatives promoting wellness, 
with 348 employees participating in 
programs including 200 employees who 
participated in heath risk assessments.    

Create baseline data for employee 
personal health assessments.  

Employee assessment data. 
Health insurance claims data. 
Identified modifiable health risks. 

Participating employees have baseline 
health assessment.  Wellness coaching 
applied to ease modifiable health risks. 
FY 10 health claims data flat from prior 
year and WCTC expects to reduce costs 
by 2M in FY 11. 

Goal:  Facilities – WCTC provides a dynamic learning and work environment that is inviting, safe and 
flexible. 

Action Plan Indicator of success 2009-10 Accomplishment 
Identify projects for inclusion in 2009-
2014 Master Facility Plan. 

Plan approved by WCTC Board and 
implemented. 
Plan updated. 
Number of projects completed 
satisfactorily and within budget. 

New Master Facility Plan approved by the 
Board and implemented. 
As of 1-1-10, WCTC took back oversight 
of the Printing Applied Technology 
Center.  This resulted in the ability to 
realign projects within the Master Facility 
Plan for FY 10 and FY 11, resulting in 
major cost savings. Based on the 
realignment of the Master Facility Plan, 
completed parking lot projects early and 
achieved economies of scale. 

SEA participated and collaborated in 
Master Facility Plan. 

Room utilization studied. Because parking emerged as a major 
issue in 2009-10, a parking utilization 
study was conducted instead. To address 
concerns expressed in the 2009-10 Noel 
Levitz Student Satisfaction Survey, 
WCTC parking lots were reconfigured 
and improved to add 225 more parking 
spaces in time for the start of 2010-11. 

Goal:  Technology – WCTC develops technology skills for students and staff through the use of both 
current and innovative technologies and strategies that are responsive to industry needs. 
Action Plan Indicator of success 2009-10 Accomplishment 
Train all ESL staff on the internally 
developed ESL database and use data 
for decision making. 

Staff trained. Data base discontinued as it was thought 
that Banner had more complete 
information. Key staff trained on Banner. 

Develop and deliver at least three general 
education courses in the hybrid format. 

3 courses developed and assessed. • Communication in the Workplace 
• Intro to College Writing 
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• Economics 
Investigate new and strategic methods to 
deliver courses in alternative delivery 
format. 

2 or more alternative format courses 
offered. 

Faculty in Automotive and Manufacturing 
departments are integrating online 
modules and e-learning activities. 

 

Explore potential use of “clicker” method 
for testing in classroom using the Kepner-
Tregoe process. 

100% faculty involved in decision. Clickers have now been incorporated into 
the Barber Cosmetology Academy  

 

 
Goal:  Community and business – WCTC fosters and maintains valuable relationships and visibility 
by informing students, parents, businesses, government and community members about the value 
of career and technical education. 
Action Plan Indicator of success 2009-10 Accomplishment 
Develop expanded outreach to increase  
awareness about services for employers 
sponsoring an intern or posting jobs in 
TechConnect for students or graduates. 

6 presentations made to new businesses 
or organizations. 

Formal presentations made to 12 
business/community groups.  New 
internship sites were developed at the 
sites. 

Provide students/clients with access to 
community resources. Host a Community 
Resource Fair. 

3 new community-based organizations 
added to list of presenters. 

Due to space constraints, added 1 new 
organization --James Place. 

Develop partnerships to obtain resources 
to offer specialized training.  

Increased partnerships with 
governmental agencies. 

OSHA provided safety training for 
building trades programs.  WI Dept of 
Transportation provides Truck Driver 
Training.  Partnered with the EPA to 
provide training in reclaiming refrigerant. 

Collaborate with K-12 in providing 
learning pathways that lead students to 
career and technical education.  

2 new learning pathways implemented. Worked with juniors and seniors through 
the Second Chance Program.  Worked 
with 6th-12th grade (including home-
schooled) in programming robotic kits.  
Presented hands-on manufacturing 
experiences for area K-12 schools. 

 
8R3 Performance targets and projections Key projections and targets for performance of strategies and action plans are 
presented in Figure 8-5. Please note that the indicators of success are monitored annually via mid- and end-of-year 
accomplishment report processes. 
 
Figure 8-5 Key Strategic Action Plan Activities identified for 2011-2014 
Goal:  Student Learning 

Activity Indicator of Success Target 
Using a data-driven process, optimize college program mix 
that meets maximum employer demand within limited 
resources. 

Program Viability tool and process implemented and evaluated. 
Optimal program capacities established for all degree programs. 
New program development process implemented. 

6-14 

Implement and brand “educational pathway” model that allows 
students of all abilities to achieve a credential and meaningful 
employment. 

Transitional programming increased. 
Occupational academies developed in each instructional 
division. 

6-14 

Employ active learning strategies in all learning events, 
including classroom and co-curricular activities. 

Active learning strategies track developed and incorporated into 
the comprehensive professional development model for faculty. 

6-14 
 

Create, document, and teach curriculum with “conceptual 
integrity.” This implies alignment between the key elements of 
curriculum:  aims, teaching methods, assessment processes, 
and learning outcomes. 

All degree programs have updated program outcomes, learning 
outcomes, and key assessments documented and shared. 
Critical Life Skills updated outcomes in each program. 
Service Learning outcomes identified for each program. 

6-14 

Implement the complete SCT flexible registration system in 
collaboration with various units. 

Flexible registration in place for non-credit students. 6-12 

Partner with K-12 Districts to offer more career options and 
assistance for at-risk students where appropriate. 

New opportunities for at-risk students are developed and 
implemented.  Feedback collected and analyzed. 

6-12 

 
Goal:  Collaborative Partnerships 

Activity Indicator of Success Target 
Re-position Corporate and Community Training (CCT) to offer 
more services to business/community entities. 

New CCT location is established and re-positioned for expanded 
offerings. 

12-12 

Partner with Pewaukee and Oconomowoc schools for potential Pewaukee and Oconomowoc school districts are connected to 6-12 
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fiber connection to WCTC for internet access. the GoGIG project. 
Partner with WE Energies and Focus on Energy to consider 
expansion of photovoltaic (PV) alternative energy on campus. 

Additional PV units installed on Pewaukee campus. 
Energy savings from PV units realized. 

6-12 

Develop a high school counselor/instructor summer externship 
opportunity on WCTC campus to link transcripted credit 
partners from high schools to college. 

Externship program developed, marketed, and piloted. 
Transcripted credit forum held and feedback collected. 
Student Services staff and  information  included. 

6-14 

Sustain and grow Veterans Services. Returning veterans are surveyed and are satisfied with existing 
and new services. 

1-12 

Sustain and grow Service Learning. Service Learning is implemented in 10% of all programs. 6-12 
 
Goal:  Competent Graduates  

Activity Indicator of Success Target 
Identify valid and reliable program and course entrance 
requirements for all degree programs as appropriate. 

Entrance requirements identified and communicated.  Review 
schedule established for continuous updating. 

6-14 

Develop comprehensive entrance assessment and placement 
model that measures program readiness and appropriately 
places students in first semester courses. 

Entrance assessment and placement process documented. 
Assessment tools selected and implemented. 

6-14 

Pursue grants supporting worker training, retraining, and 
program enhancement. 

# of grants awarded and successful implementation.  
Trainees’ success is documented. 

Ongoing 

Implement a new student orientation for all program students. All program students have an opportunity to participate in a 
student orientation. 

6-14 

 
Goal:  Employees  

Activity Indicator of Success Target 
Create and implement modular training sessions on various 
technologies focused on informing and creating a highly skilled 
workforce. 

Training sessions created, held, and evaluated. 6-12 

Develop a plan for IT disaster recovery off-site. Disaster recovery off-site plan determined and plans created to 
develop system. 

6-12 

Establish a comprehensive professional development model 
for faculty and instructional staff. 

A model is established and piloted. 6-14 

Update the self-assessment model for faculty and staff. Model is updated and implemented. 6-14 
 
Goal: Technology  

Activity Indicator of Success Target 
Expand the use of virtual desktop infrastructure (VDI) to 
improve opportunities for learning. 

Feedback from students and faculty is positive. 6-12 

Establish a faculty advisory committee for instructional 
technology. 

Committee is established and a data-driven decision making 
process is used. 

6-14 

Create a Network Operating Center to document statistics and 
monitor performance. 

A center is created and functions to monitor operations. 6-12 

Connect the Pewaukee and Waukesha campuses via the dark 
fiber network. 

Pewaukee and Waukesha campuses are connected via dark 
fiber. 

6-12 

Explore a technology mobility solution for emerging mobile 
devices. 

A mobility solution is developed and plans are established to 
implement. 

6-12 

Goal: Facilities  
Activity Indicator of Success Target 

Implement Master Facility Plan projects: 
• Remodel Waukesha Campus 
• Convert Morris Street property to a Protective 

Services Center 

Waukesha Campus remodeling complete.  When surveyed, 
students are satisfied with new facility and security improved. 
Protective Services Center is operational. 

9-12 

Expand the use of smart classrooms across campus to 
enhance student learning and flexibility. 

At least two additional classrooms with “smart” capabilities are 
operational. 

6-14 

Develop classroom designs for flexible learning options, Room designs are created and considered. 6-14 
Create additional student gathering spaces for students to 
meet and work. 

New student gathering spaces are created in each building. 6-14 

Goal:  Community and Business 
Activity Indicator of Success Target 

Review and strengthen program advisory committees across 
campus. 

Improved ties and communication with advisory committee 
members are established. 
Metric of a “healthy” advisory committee is developed and used. 

6-14 
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“How you can help” informational piece created and shared with 
advisory committee members. 

Re-position Q-building and Morris Street property to better 
serve business and the community. 

Employers and community members are informed, connected 
and up-to-date on college activities. 

6-12 

Leverage CCT customer relationships to market WCTC. Marketing process and tools created and implemented. 6-14 
CCT business model is developed. Model is completed and piloted. 6-12 
 
8R4 Comparative results for Planning Continuous Improvement   WCTC compares the design and process to create its 
plans with other high performing institutions, including healthcare and business.  In fact, when designing its most recent review of 
the Strategic Planning process, the College emulated work done at Valencia Community College in Florida.  Benchmarks for 
College performance that related directly to improvements in Strategic Planning are collected through the NCCBP (Figure 7-4).   
 
8R5 Effectiveness of Planning Continuous Improvement The evidence that WCTC’s system for Planning Continuous 
Improvement is effective is reflected by goal accomplishment within departments, divisions and the college (Figure 8-4).  This 
review includes a look at how the goals are met by both qualitative and quantitative measures.  If goals are not met, staff re-
evaluates the need, clarify the objective, identify a corresponding success measure and adjust the target completion date, as 
appropriate. 
 
Each year, the measures for SAPs are evaluated, reviewed and updated by division teams, and the PEC and Board of Trustees 
at annual retreats to determine if measurement changes are necessary and if objectives need to be better aligned to goals. 
. 
8I1 Recent improvements to Planning Continuous Improvement Since the last Systems Portfolio, the major improvements 
made in Planning Continuous Improvement include the new College Strategic Plan; the establishment and clarification of College 
Values (Figure O-2); the development of new mission, vision, and goal statements (Figure O-2); the development of data 
dashboard key performance indicators (Figure 7-5); and the dashboard, itself (7I1 and Figure 7-6).  
 
Another improvement has resulted in better alignment of major college planning activities with the overall Strategic Plan.  The 
calendar for budgeting has been adjusted so that Strategic Action Plans are developed before budgets are finalized.  As a result, 
budgeting is driven by planning rather than vice versa (Figure 8-2). 
 
In addition, the number of former planning processes has been streamlined from eight to five and each of the five are aligned 
and integrated with each other. This streamlining focuses energy on achieving manageable goals and continuously improving 
operations and systems rather than developing plans with uncoordinated targets that can result in misalignment. 
 
8I2. Selecting improvement processes for Planning Continuous Improvement As noted throughout this Portfolio, WCTC’s 
everyday culture is one of continuous improvement using the plan/do/study/act cycle.  While the College has Strategic Goals that 
are set for a five year period, the operational Strategic Action Plans are reexamined annually to set targets based on gaps 
between the immediate past year’s performance and projections, expectations or benchmarks. Improvement targets are 
coordinated by the PEC and cascaded throughout the organization to divisions, departments, etc. that contributes to the specific 
process involved.  It is both a top-down and a horizontal improvement process that values involvement of those affected. The 
February 2008 Systems Appraisal Feedback Report noted the process for identifying improvement priorities as a strength of the 
College (2007 Portfolio 8I2). http://www.wctc.edu/general_info/accreditation_quality_improvement/sys_port_pdfs/c8i.pdf 
 

http://www.wctc.edu/general_info/accreditation_quality_improvement/sys_port_pdfs/c8i.pdf
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Category 9:  Building Collaborative Relationships 
 
9P1 Relationships with educational and other organizations  WCTC creates and builds relationships by pursuing 
partnerships that provide opportunities for high school students to interact with the College, for graduates to advance their 
education through articulation agreements, for innovations with business and industry and for the community to benefit from 
activities with the College in accordance with one of WCTC’s strategic goals focused directly on Collaborative Partnerships. 
WCTC is recognized as a leader in developing partnerships in all areas of the district. The College builds and maintains 
relationships with K-12 districts in a number of different ways.  
 
WCTC has developed articulation agreements with 23 high schools using a clearly defined collaborative process that matches 
peer instructors from WCTC with area high schools. Each high school teaches the WCTC courses, using the same text and 
curricula as the College. Students receive a grade for the high school course and also receive an official WCTC grade.  
 
This process is coordinated by a very active School-to-Work Committee, co-chaired by an area school district superintendent 
and the WCTC VP of Learning. Strategic plans are prepared, priorities are identified, professional development activities are 
shared, career pathways are developed, articulation agreements are explored, youth apprenticeship is encouraged and grant 
opportunities are reviewed and pursued as appropriate.  
 
In addition, WCTC has many high school students enrolled in courses under the Youth Options agreement. The Youth Options 
program is authorized under Wisconsin State Statutes 118.5 and allows public high school juniors and seniors who meet certain 
requirements to take postsecondary courses at a Wisconsin technical college. The program opens the door to greater learning 
opportunities for motivated students considering a technical career and approved courses count toward high school graduation 
and college credit. WCTC has on average 83 high school students participate in Youth Options each year.  
 
The articulation agreements represent one of many formal processes that create linkages with area middle and high schools that 
are part of a 30-year history of collaboration. WCTC’s Recruitment department has staff focused on both middle/high school 
relations and minority recruitment. They host a number of targeted events that provide ongoing links with educational and other 
organizations from which WCTC receives students.  For example, the College sponsors Career Quest summer camp which 
gives economically disadvantaged students a one-week opportunity to explore the many career opportunities available to them 
through WCTC, as well.  Also, in the fall, WCTC co-sponsors Career Expo which provides district middle-school students an 
opportunity to explore different career through hands-on activities. 
 
 In collaboration with major health care employers in Waukesha County (ProHealthcare, Aurora Healthcare), WCTC has also 
been instrumental in helping Waukesha South High School develop a Health Academy Charter School within the high school. 
WCTC has five articulated courses available to the students in the Health Academy. Since 2004 WCTC has served 733 high 
school students through these courses. This has been a model partnership involving the high school, WCTC and the healthcare 
industry that the College will be able to replicate with other occupational areas. 
 
WCTC’s Recruitment Department develops a Strategic Recruitment Plan every year to identify target markets, establish goals 
and plan key strategies. The plan clearly identifies high schools as a primary market.  WCTC focuses on recruiting students, 
reaching parents and building relationships with high school partners. The Recruitment Department participates in approximately 
150 activities each year that are targeted to recruit high school students. 
 
Through all on-campus and off-campus events, approximately 5,000 names are entered into the Banner Recruitment Module for 
future follow-up activities including mailings, telephone calls, and appointments in high schools (Figure 9-1). 
 
Figure 9-1 WCTC Recruitment Strategies 
Student Recruiting Activities 2009-10 Results 
8 Open Houses 2,000 student contacts 
50 Tours for high school, middle school, and individual families 1,200 student contacts 
Other campus events (approximately 6 events per year) 6 per year 
College Fairs 12 events 
Minority College Fairs/Outreach activities 9 events 
Small Group Meetings with Students at High Schools 32 events 
Junior Planning Sessions (College Nights) 10 events 
Classroom presentations 5 events 
Judging competitions (DECA, FBLA, First Robotics and Rube Goldberg) 4 events 
 
WCTC’s Career Services office in the Workforce Development Center (WFDC) of Waukesha County provides career planning, 
job search and assessment services. The WFDC (Figure 9.2) and its partner agencies are a unique strategic alliance of 
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business, government and education with a goal focused on providing job search assistance and meeting the workforce 
development needs of regional business partners. During the 2009/10 academic year, Career Services received referrals of 255 
individuals by partner agencies in the Workforce Development Center. 
 
Figure 9-2 Waukesha County Workforce Development Center Relationships 

9P2 Relationships with 
employers/colleges/universities WCTC 
answers this need by empowering 
managers at the departmental level to 
pursue and maintain these relationships. 
 
The College expands and formalizes 
opportunities for graduates to continue 
their education at four-year colleges and 
universities that recognize and award 
credit for prior learning.  A standardized 
process assists WCTC staff develop, 
maintain and promote program articulation 
agreements with private and public four-
year colleges and universities. WCTC 
maintains relationships with 24 four-year 
colleges and universities by virtue of 
formal articulation agreements that 
typically award at least 60 college credits 
into four-year degree programs given the 
completion of a WCTC associate of 
applied science degree program.   

 
The standardized process is for department managers to review these agreements annually with the cooperating institution to 
ensure the agreement is current and beneficial for WCTC students.  The College also provides opportunities for four-year 
institutions to participate in recruitment activities on the campus to assist students planning on pursuing a four-year degree. 
 
Relative to employer relationships, all department managers are hired with occupational experience in their respective areas.  
They are responsible for adding and nurturing relationships with local employers in their respective occupational majors. Each 
program area is also served by an advisory committee with members that include local employers in the industry as well as 
faculty, staff, graduates and students.  This model has resulted in very strong relationships with WCTC local employers to ensure 
the College is meeting the educational and training needs of prospective employees (Wisconsin State Statutes 38.001(2)(b)). 
 
WCTC also has a Corporate and Community Training (CCT) department that actively works with local business and industry to 
provide continuing education to their employee (2P1).  WCTC works with the Wisconsin Regional Training Partnership (WRTP), 
a labor management initiative to help train displaced and unemployed workers in the metropolitan Milwaukee area 
(predominantly in health care and manufacturing).  The College has a State of Wisconsin Workforce Development Center on our 
campus and interface with them on a regular basis to ensure we are meeting the needs of local employers in need of skilled, 
educated labor (Figure 9.2). 
 
9P3 Relationships with service providers Co-op/internship opportunities give students the chance to gain practical, paid work 
experience in their areas of study and earn college credit at the same time. Co-op/internship and clinical sites are identified 
through long-standing relationships among faculty, advisory committees, alumni, and employers. Upon completion of their 
internships, students often obtain permanent employment with co-operating companies.  The Cooperative Education and 
Student Employment Services office works with 284 external companies to provide co-op/internship placements for WCTC 
students. During the 2009/10 academic year 331 students were placed at area businesses and organizations as part of their co-
op experience. In addition, 1,931 students (duplicate headcount for students with multiple experiences) participated in work-
based learning opportunities. The work-based learning group includes clinical experiences and practicum students from more 
than 16 different program areas.  
 
WCTC also partners with local medical and dental facilities to provide clinical sites for students in Allied Health and Nursing 
programs. Also, Law Enforcement, EMT and Paramedic clinical placements provide on-site occupational training.  These sites 
provide key learning opportunities for students to practice specific occupational skill development. 
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The WCTC Foundation, Inc. was established as a non-profit organization in 1977 organized under the laws of the State of 
Wisconsin. The Foundation is dedicated to seeking support for WCTC students by providing scholarships that assist needs 
related to the College’s academic programs. In addition, Foundation funds help advance educational opportunities for the 
community through charitable support. The Foundation’s tax-exempt 501(c)(3) designation from the IRS assures donors that all 
gifts are tax deductible. The Foundation obtains, manages and conveys, as appropriate, private resources to assist WCTC in 
achieving its goals and to coordinate private fundraising activities.  
 
The Foundation helps WCTC students pay for tuition, books and other school related expenses. The Foundation awards more 
than $200,000 scholarships each year to students.  The Foundation also seeks support for various academic programs and their 
instructional needs.  This may include helping to create state-of-the-art classrooms and equipment which allow WCTC students 
to gain proficiency in the latest technology used by business and industry leaders. Students benefit from a learning environment 
that is up-to-date and dynamic. 
 
Other organizations that provide service to WCTC students in the form of practical experience benefit from WCTC’s longstanding 
tradition of incorporating service learning into the curriculum. During the 2010/11 academic year WCTC students completed an 
estimated 20,000 hours of service for the community. These experiences not only strengthen the valuable partnership between 
WCTC and its surrounding community, but they also provide a way for students to solidify the real world skills that will help them 
land jobs after graduation.  WCTC was able to secure a VISTA volunteer in 2009-10 and 2010-11 to expand and formalize its 
partnerships with 20 local community-based organizations and in 2010 WCTC received national recognition when its service 
learning program was named to the U.S. President’s Honor Roll for Community Service. Starting in 2011-12, the College has 
hired a permanent staff member assigned to permanent coordinate all service learning activities. 
 
9P4 Relationships with suppliers WCTC reviews organizations that supply materials and services based on investigation of 
cost considerations and analysis of how they will contribute to student learning.  These criteria have allowed the College to enter 
into partnerships that resulted in direct contributions and cost-saving alliances. 
 
In one such partnership, WCTC demonstrates its commitment to sustainability with the goal of improving energy efficiency and 
exploring the use of renewable energy sources. In partnership with WE (Wisconsin/Michigan) Energies, WCTC has installed a 
Solar Photovoltaic (PV) Electrical Generation System and a wind turbine on campus to provide electrical energy to the College 
and to be used for related instruction. Through these two projects WE Energies has provided about $80,000 of direct payments 
to WCTC. To maximize student learning, the WCTC efforts related to sustainability demonstrate good corporate citizenship and 
help students prepare for jobs today and into the future. 
 
WCTC partners with Focus on Energy on energy saving projects. Focus on Energy works with eligible Wisconsin residents and 
businesses to install cost-effective energy efficiency and renewable energy projects. At the College, projects have included 
upgrading HVAC systems, insulation, energy efficient lighting and green roofing systems. Total five-year energy savings and 
incentive payments to the College are estimated at $847,594. 
 
To gain cost savings in college equipment and supplies procurements, WCTC partners with a wide variety of purchasing 
consortiums and leverages State of Wisconsin and U.S. Government Services Administration (GSA) contracts. The WTCS 
Purchasing Consortium negotiates discounted pricing on computer hardware, software and coordinates district participation in 
group buys that result in substantial savings for colleges.  
 
The College is also a member of Volume Acquisitions in Local Government (VALUE) comprised of participating government 
agencies in Southeastern Wisconsin.  This group includes schools as well as small and large governmental entities.  VALUE 
uses joint bidding to realize savings on the larger volume of purchases.  Currently there are approximately 25 commodities 
available for piggyback opportunities.  Examples of purchases that are most beneficial include:  

• Office Supplies:  Currently the College realizes a discount of $40,000 and annual revenues of $15,000 in rebates.  
• Vehicles:  The current contract yields a savings of over $20,000 off list price per vehicle purchased. 

The prioritization of vendor relationships results from the required Wisconsin competitive procurement process; this ensures 
objective selection of suppliers.  Other vendor relationships are built by joining state purchasing contracts and/or other 
governmental contracts that allow the College to utilize reduced vendor pricing.  
 
9P5 Relationships with other entities   WCTC determines the appropriateness of potential partnerships on the relationship’s 
alignment with the College’s mission, vision and strategic goals.  These relationships serve a variety of functions including: (1) 
College and program accreditations; (2) Professional development for faculty and staff; (3) Licensure/certification opportunities 
for students; (4) Community links that provide local and global economic/workforce development. 
 
Several current noteworthy partnerships are described below. 
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Global Education Partners 
The WCTC Global Education & Trade Center (GET) prepares the business community and workforce for the realities of a global 
economy. For 25 years, the Center has helped thousands of companies find solutions to their import and export challenges. The 
College represents a large technical training source for international trade. The GET also has partnerships with many resource 
organizations for students interested in study abroad and for staff interested in international professional development 
opportunities.  The College is a member of Illinois Consortium for International Studies and Programs (ICISP) which has a variety 
of study abroad programs that involve students and educators.  As a member of Community Colleges for International 
Development (CCID), WCTC participates in selected staff and student initiatives and opportunities. The mission of CCID is to 
provide opportunities for building global relationships that strengthen educational programs and promote economic development.   
 
Educational Associations 
By actively participating in educational associations, WCTC maintains strong relationships in the national education community. 
These affiliations allow the College to inform best practice choices: (1) American Association of Community Colleges (AACC); (2) 
Council for Higher Education Accreditation (CHEA); (3) League for Innovation in the Community College; (4) Continuous Quality 
Improvement Network (CQIN); (5 )National Consortium for Continuous Improvement in Higher Education (NCCI). 
 
Working within the State of Wisconsin, WCTC supports a local chapter of the Wisconsin Association of Career and Technical 
Education (WACTE) affiliated with the Association for Career and Technical Education (ACTE). This professional organization of 
over 1000 teachers, counselors, school administrators, teacher educators, support staff, and business/industry partners unites 
individuals involved in career and technical education, provides professional development, encourages leadership in the political 
arena, and promotes innovative change to enhance lifelong learning. 
 
Community Groups and Service Organizations 
Each year the College sponsors selected employees to represent WCTC in community service organizations, chambers of 
commerce, rotaries, and other professional organizations. The College representative participates as follows: (1) Arrange for at 
least one WCTC representative to be a speaker during a regular meeting. (2) Offer WCTC's services to train or provide other 
services to members' companies as appropriate regularly. (3) Fulfill membership requirements through active leadership and 
participation in the organization's service projects. (4) Make an effort to have the organization meet at a WCTC location for one 
meeting. (5) Arrange for WCTC students to participate in organizational activities, when appropriate. (6) Report to the College 
administration on annual accomplishments to determine continued relevance of membership. 
 
Economic Development 
Economic development partnerships are also important initiatives. The WCTC president is on the board of directors of the 
Waukesha Economic Development Corporation (WCEDC), the agency charged with advancing economic development in the 
county. The College president also participates in the Milwaukee 7, a regional economic effort being advanced in southeastern 
Wisconsin, as well as the Waukesha County Business Alliance group. The WCTC Small Business Center is an active member of 
the Wisconsin Entrepreneur Network (WEN).  WEN provides entrepreneurial services to small business at all levels in the state. 
 
The Workforce Development Center (WFDC) of Waukesha County is co-located on the WCTC campus and the college is a key 
partner in the success of this community-based economic development organization. The WFDC and its partner agencies are a 
unique strategic alliance of business, government and education with a goal focused on providing job search assistance and 
meeting the workforce development needs of regional business partners. From July 2009 through June 2010, WCTC’s Career 
Services office in the WFDC provided career planning, job search and assessment services for 255 individuals that were referred 
by partner agencies in the Workforce Development Center (Figure 9-2). 
 
9P6 Ensuring partnering relationships meet needs Several methods are employed at WCTC to ensure that partnership 
relationships are meeting the needs of those involved.  Data is obtained to evaluate the effectiveness from two different 
perspectives: the ability of students to obtain jobs and the need to ensure local business and industry has a pool of skilled and 
educated workers. 
 
Figure 9-3 Sources of Feedback for Meeting Partnership Needs 
Key Partnerships Source of Feedback on Needs Met 
High Schools 
 

• WCTC instructors who teach students who earn credit through articulation agreements 
• High school counselors who participate in WCTC recruitment events and targeted high school 

counselor workshops 
• School district superintendents feedback to WCTC President 
• School district superintendent serves on WCTC Board of Trustees 
• Surveys of students and parents attending high school recruitment events 

http://www.icisp.org/ICISP/index.htm
http://www.ccid.cc/
http://www.ccid.cc/
http://www.ccidinc.org/programs/
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Employers on Advisory 
Committees 
 

• At biannual advisory committee meetings, advisory committee members/employers provide 
information and feedback to keep programs current and viable 

• Ad hoc advisory members provide research feedback and initial steering committee advice for at 
program and service development 

• Advisory committee member evaluations/surveys 
Four year Colleges 
 

• Four-year colleges seek WCTC out to partner for articulation agreements 
• Partner comments received during agreement-building  process 
• Student/graduate comments on credit transfer options during Graduate Follow-up Studies 

Employers who hire students 
 

• Employer Follow-Up Surveys (every 4 years) (Figures 1-8, 1-9, 1-10) 
• Employer evaluations at events such as career fairs, student organization contents/mock 

interviews, recruitment events 
• Co-operative education employer feedback/evaluations 

WCTC vendor partners 
 

• Frequent face-to-face meetings are held with College major vendors (office supplies, copiers, 
constructions, etc.) 

• All invitations to bid are publicly posted; WCTC participates in state purchasing contracts to 
increase efficiency to bidders 

Community partners 
 

• Attendance at informational “town hall” meetings on College services and concerns 
• College staff serve as representatives on all area community organizations (e.g. Chambers; Lions 

Club; Rotary; etc.) and collect feedback from community members regarding College  
Regional/national/ 
international 
partners/organizations 
 

• College staff serves as representatives in various organizations (e.g. CCID; CQIN; etc.) where best 
practices among organizations are shared and feedback about WCTC is collected. Often WCTC 
becomes a resource/speaker for other organizations since they recognize WCTC’s good practices 
and continuous quality improvement.  

 
Employer and student follow-up feedback is obtained on an annual basis.  This data includes job placement rates, employer 
satisfaction and student satisfaction. Data is also shared from the WFDC also including feedback from local labor and industry, 
including the input from Advisory Committees. These sources provide information about the effectiveness of our partnerships in 
meeting the needs of students (Figure 9-3). 
 
9P7 Relationships and communication between/among departments/units Based on more than two decades of quality 
improvement practices, WCTC places a high priority on collaboration, shared decision making, and joint process improvements.  
Improvement teams function at the departmental and college levels.  When WCTC adopted the AQIP model for reaccreditation, 
the use of cross-functional, cross-representational teams was reinvigorated. The continuous improvement project development 
process includes a sequence of activities to plan, to activate and implement changes in the organization (Figure 9-4).  
 
Figure 9-4   Cross-functional Team Development Process 
Activity Design Elements 

Plan • Draft a team charter 
o Identify process for improvement 
o Name the process owner leader 
o Describe alignment with strategic goals and AQIP criteria 
o Define and describe measures for success 
o Identify boundaries to the Team’s tasks/work 

• Appoint members to ensure cross-process representation 
• Select trained facilitator 
• Establish meeting protocol 

Activate • Identify review team members (continuous feedback loop) 
• Provide resources 
• Meeting records shared with reviewers and posted on portal for college community 
• Conduct the plan, do, study, act cycle (PDSA) 

Implement • Present recommendations to Quality Advisory Team (QAT) 
• Develop timeline to implement process improvements and checks and feedback along the way 

 
Two specific AQIP action project teams that have addressed building effective internal relationships are the Communication and 
Employee Engagement teams. The retired Communication action project team was established to build collaborative internal 
relationships across the College to build a sense of community. The team divided into sub-committees that addressed 
Technology, Face-to-Face communication and Involvement. The Technology sub-team collaborated to design open, two-way 
communication strategies to provide access to information for all stakeholders, at every level, to use in the continuous 
improvement of all WCTC processes. The team created a communication website on the college portal and encouraged staff to 
make better use of it by sharing more information. The site provides for the publishing of agendas and minutes from college-
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wide, division, department and advisory team meetings. The Face-to-Face sub-team’s recommendations resulted in all 
managers developing communications plans within their performance improvement plans. The Involvement sub-team developed 
a four hour workshop for meeting facilitator/leaders and college staff who post meeting records to the WCTC portal. The 
workshop addressed: 1) Facilitation skills, input and ownership; 2) Meeting record format, protocol and how to upload to portal; 
3) Ground rules (college-wide and separate teams); 4) High participation strategies; and 5) Feedback in meetings.  
 
A second AQIP action project team was chartered to promote and improve employee engagement in supporting college 
initiatives. The team’s mission is to ensure that “People are actively engaged and empowered in living out WCTC’s values. 
People are engaged in innovation and daily work.” In fall 2009, members of the Employee Engagement Action Project Team 
engaged College leaders at the Learning Leadership Team (LLT) meeting to: (1) review the results of the Best Practices in 
Employee Engagement from an earlier all-staff in-service; and (2) identify three action items to improve engaging their 
employees. Engagement strategies focus on WCTC’s Values and included: recognition and praise; listening to opinions; caring; 
involvement/engagement; clear expectations/feedback and encouragement; opportunities for growth; commitment to quality 
work; and collaboration and teamwork. On an annual basis through the LDAP process (4P10), college leaders continue to 
address these strategies through behavioral improvements and enhanced management strategies to build employee 
relationships, improve communications and positively engage all employees. 
 
9R1 Measures of building collaborative relationships   Articulation agreements are reviewed annually in departments with 
associate deans, deans and the respective four-year institutions regularly to ensure the relationship is fruitful for WCTC, the 
receiving institution, and students.  Over the past two years, WCTC enjoyed the benefit of a VISTA volunteer, who has obtained 
data pertaining to service learning activities and cross-departmental collaboration.  Also, the academic divisions work with their 
respective departments to ensure effective collaboration, and the divisions also work between themselves to maximize 
resources. In-service activities every semester are utilized to foster networking between faculty in different departments, and the 
Student Learning Evidence teams work collaboratively while also reaching out to faculty/staff to ensure healthy relationships. 
 
9R2   Performance results in building key collaborative relationships 
 
Figure 9-5 Key External Collaborative Relationships and Results 

Relationship Nature of Relationships Results 
Higher  Education 

 
Governance is overseen by State Legislature, WTCSB and WTCS 
Presidents’ Association. 

Effective operational relationships that 
develop budget, policy, legislation, and 
resulting statutes. 

Higher education partners include the University of Wisconsin System, 
private colleges and other schools in the WTCS. Articulation 2+2 
agreements with the four-year colleges generally provide at least 60 
credits plus junior status at their college.  
 

10 Transfer agreements with UW System  
for  50  programs 
24 Other articulations agreements with 
private universities/colleges providing  279 
program transfer options. 

K-12 Many transcripted credit agreements are in place with most of the high 
schools in the district as well as a few schools outside the district. As part 
of this relationship WCTC provides a mentor instructor for the high school 
instructor to ensure students are earning WCTC credit.  
Helped the Waukesha School District start a Health Academy Charter 
School. 

• 650 high school students earned 
WCTC credit through transcripted 
credit when their high schools offer 
WCTC courses  

• Five courses articulated to WCTC from 
Health Academy with 733 students 
served since 2004.  

• Work with high schools to manage 
youth apprenticeships  

• 83 Youth Options students per year 
Advisory 
Committees 

Each existing occupational program has an industry advisory committee; 
new programs and services have ad hoc industry/community advisory 
members. Advisory committees provide regular feedback and guidance for 
curriculum development, program modification, facilities needs, and 
equipment acquisition. 

•  740 employer representatives serve 
on over 60 different  program advisory 
committees. 

• Ad hoc advisory members provide 
research feedback and initial steering 
committee advice for  program and 
service development 

Business 
Community 

• WCTC provides training and technical assistance to business and 
industry through its Corporate & Community Training (CCT) 
department. 

• Businesses support the college in a variety of ways. 
 

• WCTC provides ~$1.1 million per year 
in training revenue.   

• All programs have advisory committees 
from the business community.  

• Many district businesses provide 
cooperative education training sites.  



Waukesha County Technical College October 2011 

Category 9:  Building Collaborative Relationships  Page 9-7 
 

• CCT works to identify shared training 
needs among business and industry to 
reduce costs and optimize the 
utilization of resources and expertise. 

Economic 
Development 
Organizations 

• Waukesha County Economic Development Corporation - WCTC 
president and vice-president are on the board of WCEDC and the 
College provides financial support.  

• Milwaukee 7 Regional Economic Development Organization 
• WCTC is involved in the evolution of the Milwaukee 7.  
• WCTC president is a member of the Talent Dividend Initiative 

for the Milwaukee – 7 
• Workforce Development Center - The county workforce development 

center, housing 9 different organizations including WCTC, is located on 
campus.  

• Wisconsin Entrepreneurs Network - WCTC’s Small Business Center is 
a member of the network and provides support to entrepreneurs.   

• Waukesha County Action Network (WCAN) - WCTC is part of this 
business leader coalition that concentrates on improving the local 
economy, education, infrastructure and cultural growth of the county.  

Continued collaborations among 
business and government partners. 

Community 
Organizations 

Each year the WCTC authorizes selected employees to represent the 
college in community service organizations, chambers of commerce and 
professional organizations. 

• Chambers of Commerce - WCTC has 
representatives to all district Chambers 
of Commerce   

• Service Organizations - Representation 
on most service clubs in the district.  

Local 
Governments 

City of Pewaukee - WCTC leases land to the local community for a fire 
station on the campus. 

Community relations and training site 
for WCTC Fire Protection programs. 

Foundation WCTC Foundation - Provides scholarships for students and receives 
donations to WCTC.  

In 2009/10 the WCTC Foundation received 
$680,568 donations and awarded 
$210,111 in scholarships to 209 WCTC 
students. 

Suppliers • Food Service Inc. - Provides food service to the campus.   
• James Services - Provides mail service on the campus.   
• Kleen Mark Cleaning Services - Provides cleaning/housekeeping 

service on the campus  

Outsourced services result in cost-
savings  

 
High Schools that Articulate with WCTC for Transcripted Credit  
The strength of WCTC’s relationships with district high schools is evident through the ongoing program enrollments and the 
number of students transferring in transcript credits given through the high schools. WCTC continues to see growth in the 
number of district high school students transitioning directly into a WCTC career program immediately after graduation and the 
transcripted course credits they are bringing with them (Figure 9-6). 
 
Figure 9-6 Transcripted Credit among Waukesha County High School Graduates 

Year of High 
School 

Graduation 

Graduate transitioning 
directly to WCTC the 

following year 

Direct Transition students enrolled 
in WCTC program courses (% 

program enrolled) 

Direct Transition students 
transferring transcripted credit 

towards a WCTC program 
2008 650 533 (82%) Data unavailable 
2007 542 454 (84%) 202 (37%) 
2006 653 532 (81%) 221 (34%) 
2005 661 473 (72%) 199 (30%) 
2004 740 519 (70%) 204 (28%) 
2003 689 496 (72%) 172 (25%) 
2002 727 480 (66%) 169 (23%) 
2001 662 403 (61%) 162 (24%) 
2000 694 446 (64%) 182 (26%) 

 
Source: WTCS Report VE216646P and VE216647S 
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WCTC Foundation Results 
The WCTC Foundation has received numerous donations of equipment for educational purposes and, through solicitations of the 
college employees and the general public, the Foundation has been able to provide many scholarships for our students. 
Figure 9-7 WCTC Foundation Donations and Scholarships 

FY Donations Scholarships (Awarded/Number) 
2007-08 $659,684 $256,689/314 
2008-09 $596,483 $282,139/325 
2009-10 $680,568 $210,111/209 
 
Corporate & Community Training 
WCTC provides extensive training for local businesses through CCT. These partnerships also provide the College with links to 
business and industry which results in generating additional members for advisory committees (Figure 2-3). 

9R3 Comparisons of Building Collaborative Relationships results   WCTC continually benchmarks itself against peer 
institutions locally and nationally. WCTC can compare results with other WTCS college through annual WTCS data and various 
UW System reports. The collection of credit transfer data from the UW System and the WTCS allows for comparison of results 
between technical colleges. For example, WCTC continues to see increases in the number of students transferring credit to the 
College from the UW System (Figure 9-8). Other transfer data from the UW System suggests that WCTC ranks seventh in 
sending transfer students to one of the four-year UW baccalaureate institutions (Figure 9-9).  
 
Figure 9-8 Number of Students Transferring Credit from UW System to WTCS Colleges 

1998/99 is provided to indicate the 10 year growth trend in UW System- WTCS student transfers 
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Figure 9-9 Undergraduate New and Re-Entry Transfer Students to the UW System by Sending Institution 2005-06 to 
2009-10 

 
 
UW System Office of Policy Analysis & Research: Informational Memorandum - Transfer Students: 2009-10 
 
9I1 – Recent improvements 
Internal Collaborative Relationship Improvement Ongoing improvement and team development have a significant impact on 
building collaborative internal relationships across WCTC. The College has placed a strong and focused effort on team formation 
and team building to continually improve processes. Each team is comprised of cross-functional, cross-representational 
employees and is led by a trained quality improvement facilitator. Each team reports annually to the Quality Advisory Team to 
review accomplishments, offer advice for challenges, ensure information is disseminated college-wide and follow-up is 
conducted as needed. As of September 2011, there are well over 200 different individual staff members from all employee 
groups working on 27 unique process improvement teams as follows: 
 
Academic Master Plan Teams           AQIP Action Project Teams         HR Employee Process Teams             
Scheduling Process/Protocols Employee Engagement Employee Handbook Language  
Professional Development Model Program Viability-Pilot  Cost Savings Ideas   
Enrollment Management  Review/Repackaging of Summer Hours     
Educational Pathways     Critical Life Skills  Insurance     
            
Student Learning Evidence (SLE)    Other        
SLE Student Services Team      Service Learning  
SLE Business Division Team    Civility Team 
SLE Industrial and Engineering Team    Emergency Response Team 
SLE Health Division Team    On Line Learning & Technology Team 
SLE General Education and Academic Foundations Team  Safety Team  
SLE Service Division Team                   Crisis Management Team 
Steering Team    Quality Advisory Team 
    Wellness Team 
    Behavior Intervention Team 

http://www.uwsa.edu/opar/orb-im/im/transfer/ts_0910.pdf
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External Collaborative Relationship Improvement An example of an improvement in an external relationship is a new 
agreement between WCTC and its articulation partners.  The College has implemented a policy by which articulation partner 
institutions can meet with WCTC students on campus to discuss their transfer options after graduation. The Vice President of 
Learning, in collaboration with program associate deans, reviews articulation agreements annually to ensure a quality education 
once WCTC students move on to a four-year institution.  
 
WCTC’s Values and history of continuous improvement require collaboration as part of the systemic work of the College. This 
requirement is seen in the design of processes described in 9P1 through 9P7.  The results vary among the processes and are 
shown in 9R2 to be ongoing and systemic throughout the College as a natural way of working every day. 
 
9I2 Selecting processes to improve in Building Collaborative Relationships One of the strategic goals of WCTC focuses on 
establishing collaborative partnerships.  WCTC shares expertise among faculty, departments, colleges, K-12 districts, the 
business community and governmental entities to provide a variety of learning and enrichment opportunities that meet the needs 
of students, employers and community members. The WCTC Center for Quality and Innovation (CQI) is committed to supporting 
customer focus, continuous improvement, and personal empowerment throughout the college community. 
 
Since the late 1980s, WCTC has been applying the principles of continuous quality improvement. Quality thinking continues to 
help the college in many ways: (1) Building trust across WCTC internal and external communities; (2) Developing a reputation for 
serving students and other customers with the highest standards of service; (3) Fostering a reputation for continuously improving 
every process related to teaching, learning, and working throughout the college. 
 
The work of the CQI includes college-wide efforts as well as service to the wider community served by WCTC. 
Within the College, the CQI: 

• Trains staff and students in Quality-related topics Including Appreciative Inquiry, Quality at Work, Facilitator Training 
Team Orientation, and other specialized workshops related to teaching and learning; 

• Develops and facilitates various process improvement teams or local improvement projects; 
• Facilitate college process efforts such as Student Learning Evidence, AQIP Action Project Teams, Human Resource 

teams, Academic Master Plan teams, Strategic Planning and other process improvement teams; 
• Provides on-going coaching throughout WCTC in Quality-related processes (Teacher Improvement System, Support 

Staff Process for Development and Improvement); 
• Links trained facilitators to serve as guides at team, task force, or occasional meetings; 
• Applies problem-solving processes to resolve conflicts; 
• Uses quality methods and tools to gather and display data and to strengthen and assess learning; 
• Models free flow of information between individuals and groups; 
• Grows leadership at all levels;  
• Improves services and processes using customer feedback; and 
• Assists with planning activities (design and document group plans). 

 
Throughout the Community, the CQI: 

• Collaborates with Waukesha County, state, and national groups in quality, critical life skills, and student learning 
evidence topics; 

• Delivers seminars and presentations in public and professional settings; and 
• Facilitates local, state and regional planning activities as non-profit groups create vision, mission, values, and plans to 

guide their work.  
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Glossary  
AACC – American Association of Community Colleges 
AAS – Associate of Applied Science 
ABE – Adult Basic Education 
ACTE – Association for Career and Technical Education 
ADA – Americans with Disabilities Act 
AED – Automated Electronic Defibrillator 
AI – Appreciative Inquiry 
AMP – Academic Master Plan 
AQIP – Academic Quality Improvement Program 
ATC – Advanced Technical Certificate 
BEST – Best English Skills Test 
BIT – Behavioral Intervention Team 
CA – College Advancement Department 
CATS – Classroom Assessment Techniques 
CCID – Community College International Development, Inc. 
CCT – Community and Corporate Training 
CHEA – Council for Higher Education Accreditation 
CIS – Counselors Improvement System 
CLS – Critical Life Skills 
COMPASS –Nationally-Normed Electronic Pre-Enrollment Assessment 
Instrument 
CPR – Cardiopulmonary Resuscitation 
CQI – Center for Quality and Innovation 
CQIN – Continuous Quality Improvement Network 
CSA – Community Supported Agriculture 
CTE – Career and Technical Education 
DACUM – Developing a Curriculum 
DECA – Delta Epsilon Chi Association 
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DWD – Department of Workforce Development 
EEO – Equal Employment Opportunity 
EHS – Environmental, Health and Safety 
ELL – English Language Learners 
EMT – Emergency Medical Technician 
EPA – Environmental Protection Agency 
ERP – Enterprise Resource Planning 
ESL – English as a Second Language 
FAS – Financial Accounting Services 
FBLA – Future Business Leaders of America 
FIRST Robotics - For Inspiration and Recognition of Science and Technology  
FMLA – Family Medical Leave Act 
FT/FT – First-Time, Full-Time Students 
FT/PT – Full-time/Part-time 
FTE – Full-Time Equivalency 
GED/HSED – General Education Diploma/High School Equivalency Diploma 
GET – Global Education and Trade 
GLOW – Gay, Lesbian or Whatever 
GSA – Government Services Administration 
HLC – Higher Learning Commission 
HRS – Human Resources Services 
HS – High School 
HVAC – Heating Ventilation and Air Conditioning 
ICISP – Illinois Consortium for International Studies and Programs 
IDAS – Instructional Development Assessment Specialist 
IOCP – Instructor Occupational Competency Program 
IPEDS – Integrated Post-secondary Education Data System 
IT – Information Technology 
K-12 – Kindergarten through twelfth grade 
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KPI – Key Performance Indicators 
KSAs – Knowledge, Skills, and Abilities 
KT-DA – Kepner Tregoe Problem and Decision Making Tool 
LDAP – Leadership Development and Assessment Process 
LIR – Learning in Retirement 
LLT – Learning Leadership Team 
LPN – Licensed Practical Nurse 
MOO – Management Operations Opportunities 
MSSC – Manufacturing Skills Standards Council 
MW – Midwestern 
NCCBP – National Community College Benchmark Project 
NCCI – National Consortium for Continuous Improvement in Higher Education 
NCLEX – National Nursing Exam 
NILIE – National Initiative for Leadership & Institutional Effectiveness 
NiSOD – National Institute for Staff and Organizational Development 
NSF – National Science Foundation 
OPEB – Other Post Employment Benefits 
OSHA – Occupational Safety and Health Administration 
PACE – Personal Assessment of the College Environment  
PDSA – Plan/Do/Study/Act 
PEC – President’s Executive Council 
PTK – Phi Theta Kappa 
PV – Program Viability 
PV- Photovoltaic 
QAT – Quality Advisory Team 
QRP – Quality Review Process 
RFP – Request for Proposal 
RISE – Regional Industry Skills Education Grant 
RN – Registered Nurse 
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RTA – Richard T. Anderson Education Center  
SAP – Strategic Action Plan 
SABE – Spanish Adult Basic Education 
SBC – Small Business Center 
SEA – Strategic Effectiveness and Advancement 
SGA – Student Government Association 
SLE – Student Learning Evidence 
SPC – Strategic Planning Council 
SSI – Student Satisfaction Inventory (Noel-Levitz) 
SSI – Student–Strengths Inventory 
SSPDI – Support Staff Process for Development and Improvement 
STEM – Science, Technology, Engineering, Math 
TABE – Test of Adult Basic Education 
TESOL – Teachers of English to Speakers of Other Languages 
TIC – Teaching Innovation Center 
TIS – Teacher Improvement System 
TRIP - Tax Refund Intercept Process 
TSA – Technical Skills Attainment 
UW – University of Wisconsin 
UWW – University of Wisconsin-Waukesha 
VARK – Visual, Aural, Read/Write, Kinesthetic 
VDI – Virtual Desktop Infrastructure 
VISTA – Volunteers in Service to America 
VP – Vice President 
VSM – Value Stream Mapping 
WACTE – Wisconsin Association of Career and Technical Education  
WCAN – Waukesha County Action Network 
WCEDC – Waukesha County Economic Development Corporation 
WCESSU – Waukesha County Educational Support Staff Union 
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WCTC – Waukesha County Technical College 
WCTEA – Waukesha County Technical Educators Association 
WDNR – Wisconsin Department of Natural Resources 
WE - Wisconsin Energy 
WEN – Wisconsin Entrepreneurs’ Network 
WFDC – Workforce Development Center 
WIDS – Worldwide Instructional Design System 
WISPALS – Wisconsin Project for Automated Libraries 
WLDI – Wisconsin Leadership Development Institute 
WMEP – Wisconsin Manufacturing Extension Partnership  
WOW – Waukesha, Ozaukee, Washington counties 
WRTP – Wisconsin Regional Training Partnership 
WTCS – Wisconsin Technical College System 
WTCSB – Wisconsin Technical College System Board 
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Index to Criteria for Accreditation 
for Waukesha County Technical College’s System Portfolio 

 
Criterion One – Mission and Integrity 
The organization operates with integrity to ensure the fulfillment of its mission through structures and 
processes that involve the board, administration, faculty, staff, and students. 

 
Core Component 1a. 
The organization’s mission documents are clear and articulate publicly the organization’s commitments. 

• The College has well-defined mission, vision, and values that emphasize career and technical 
education as well as workforce development and student learning. (Organizational Overview, 
Figure O-1) 

• WCTC’s commitment to being student-learning centered is stated explicitly in the college mission 
and through the Board’s “End Statements” which are part of the Board’s policy governance 
process. (8P2, Figure 8-2) 

• WCTC ensures that its objectives are in alignment through the College’s strategic planning process 
in accordance with State Statute 38.001 regarding the mission and purpose of the Wisconsin 
Technical College System. (5P1) 

• The mission, vision and values were reviewed and revised in an inclusive process resulting in a 
new 2009-14 Strategic Plan. (8P1) 

• The College uses a variety of processes and media to communicate its mission, vision, and 
values, both internally and externally. (5P8) 

 
Core Component 1b. 
In its mission documents, the organization recognizes the diversity of its learners, other constituencies, 
and the greater society it serves. 

• Quality, diversity, and respect are embedded within WCTC’s core values. (O-Introduction,  
       Figure O-1) 
• The WCTC Board has developed Ends Statements which describe the benefits or long-term 

results that are desired for students and other customers and define the expectations of the 
college in meeting its mission. WCTC’s first Ends Statement reads that “Students will obtain the 
critical life skills as well as the occupational and technical skills needed to achieve their 
educational goals at an affordable cost.” (Figure 8-2)   

• Of the Critical Life Skills anchored throughout WCTC program outcomes and course 
competences, those of Professional and Personal Ethics, Social Responsibility and Effective 
Citizenship, and Valuing Diversity demonstrate WCTC’s commitment producing learners that will 
make a positive impact in society. (1P1, Figure 1-1) 

• The Global Education and Trade Center at WCTC provides workshops and seminars as well as 
optimizing relationships with credit courses in the Business Division to give students and other 
stakeholders exposure and instruction in global business and diversity. (2P1, 2P2) 

• A newly developed Multicultural Resource Center for international and other diverse students has 
been created and housed in the College Center developed with direct input from students. (3P1) 

• Because WCTC’s mission focuses on career and technical education, the College has various 
student markets as well as stakeholder groups that result in a wide variety of interaction between 
WCTC and these groups. (3P3, Figure 3-1) 

• The College vision statement describes WCTC as the “leader in workforce development 
preparing learners for success within the regional and global economy,” which stresses that all 
students must be prepared to live and work in a diverse and global society. (Figure O-1) 

 
Core Component 1c. 
Understanding of and support for the mission pervade the organization. 

• WCTC maintains its stewardship in the community through numerous community and business 
partnerships and, according to its mission of workforce development and enhancing our 
community’s quality of life, by, for example: 

o Participating on numerous boards and community organizations. (9P5) 
o Providing community services and avocational or self-enrichment activities and non-credit 

courses.  (2P1) 
o Conducting Environmental Scans with advisory committees as well as Town Hall 

meetings and  surveys with the population-at-large to meet business and community  
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      needs during Strategic Planning and mission/vision/goals revisions. (8P1) 

• All regular WCTC faculty, staff and administrators participated in revision of WCTC’s mission, 
vision, and values. This occurred collaboratively within the College during staff in-services, 
college conversations, and during other strategic planning activities. (5P1,8P1) 

• As part of unit strategic action plans, divisions and departments create their own vision, mission, 
and core responsibility statements that are aligned with the college’s vision and mission and 
carry out WCTC’s core values. (8P3) 

• WCTC leadership expects that team processes to achieve goals align directly with the College’s 
mission, vision, values and goals. For example, management employees, through their 
professional improvement obligations, are expected to identify significant measurable 
performance goal and demonstrate how these individual goals align and support the Strategic 
Plan, corresponding department plans and WCTC missions, vision, and values. (5P2) 

• Structurally, the Vice President for Strategic Effectiveness and Advancement is responsible for 
providing overall leadership and collaboration for strategic planning and to assess and monitor 
the institution's effectiveness in achieving its mission and goals, leads accreditation and other 
continuous improvement efforts. The VP also provides leadership for community and corporate 
training, and external programs/grants, in partnership with academic programs and student 
services. Establishing a position at this level, with these responsibilities, cements the college’s 
commitment to alignment of mission, vision, values, and students’ and other key stakeholders’ 
needs and expectations. (5P2) 

• WCTC determines the appropriateness of potential partnerships on the relationship’s alignment 
with the College’s mission, vision and strategic goals. Examples of partnerships that align with and 
support the mission include educational institutions, global education and trade partners, 
educational associations, community groups and service organizations.(9P5) 

 
Core Component 1d. 
The organization’s governance and administrative structures promote effective leadership and support 
collaborative processes that enable the organization to fulfill its mission. 

• The College uses a shared governance model with responsibilities balanced between its district 
board and the Wisconsin Technical College System board. Board policies and practices at both 
the local and state levels document the boards’ focus on WCTC’s mission. (O-Introduction) 

• The district board “Ends Statements” defines WCTC’s expectations for meeting its mission. All 
college staff works to achieve these Ends while carrying out the mission, vision, values, and 
college strategic goals. The College adopts administrative policies and procedures that define 
and operationalize the daily work of WCTC. (O-Introduction, Figure 8-2) 

• WCTC leaders set directions in alignment with mission, vision, and values through systematic 
planning processes to meet students’ and other stakeholders’ needs. (5P1, 8P1) 

• Internal leadership development is a priority for the College and is demonstrated via a variety of 
leadership opportunities. (5P9) 

• In order to effectively plan for the growing number of faculty and staff retirements, WCTC has 
developed a Workforce Succession Planning procedure. (4P5, 5P10) 

 
Core Component 1e. 
The organization upholds and protects its integrity. 

• The activities of the College are consistent and aligned with its mission, vision, and core values. 
WCTC abides by applicable local, state, and federal laws and regulations while implementing 
clear and fair policies regarding the rights and responsibilities of its students and other 
stakeholders. (5P2)     

• WCTC’s core value of Integrity guides the practice of honest, accountable, and ethical behavior in 
fulfilling our stewardship to our community. (O-Introduction, Figure O-1) 

• WCTC ensures ethical practices for employees and district board members through a code of 
ethics and policies and procedures. (O5,4P7) 

• Students are expected to abide by a prescribed Code of Conduct. (3P2) 
•  Of the Critical Life Skills anchored throughout WCTC program outcomes and course 

competences, those of Professional and Personal Ethics, Social Responsibility and Effective 
Citizenship, and Valuing Diversity demonstrate WCTC’s commitment producing learners that will 
make a positive impact in society. (1P1, Figure 1-1) 
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Criterion Two – Preparing for the Future 
The organization’s allocation of resources and its processes for evaluation and planning demonstrate its 
capacity to fulfill the mission, improve the quality of its education, and respond to future challenges and 
opportunities. 

 
Core Component 2a. 
The organization realistically prepares for a future shaped by multiple societal and economic trends. 

• WCTC‘s planning process incorporates extensive environmental scanning with internal and 
external constituencies. (8P1) 

•   The Environmental Scanning task force interviewed over 400 constituents, held Town Hall 
meetings and received input from a community survey in its most recent strategic planning 
efforts. (8P1) 

• Strategic partnerships and relationships help WCTC achieve its goal to “… shares expertise 
among faculty, departments, colleges, K-12 districts, the business community and governmental 
entities to provide a variety of learning and enrichment opportunities that meet the needs of 
students, employers and community members” in order to support changes at the College via 
advice of members of advisory committees who keep us aware of needs, current trends, and 
emerging trends. (Figure O-1, 2P1, 2R4,9P2) 

• The president and senior administrators are involved in regional economic development 
forums that provide direction for new and expanded academic programming and funding 
opportunities. WCTC’s culture of continuous improvement, empowerment, and customer 
service has created an environment where staff engages in ongoing environmental scanning 
and benchmarking external best practices. (5P3) 

• The WCTC president is on the board of directors of the Waukesha Economic Development 
Corporation (WCEDC), the agency charged with advancing economic development in the county. 
(9P5) 

• The College president participates in the Milwaukee 7, a regional economic effort being advanced in 
southeastern Wisconsin, as well as the Waukesha County Business Alliance group. (9P5) 

 
Core Component 2b. 
The organization’s resource base supports its educational programs and its plans for maintaining and 
strengthening their quality in the future. 

• WCTC was the first technical college in Wisconsin to receive a Aaa bond rating and has 
maintained this since 1996. (6R5) 

• Wisconsin Technical Colleges, by State Statute, Chapter 38, have District Boards with the 
authority to levy property taxes in order to provide an adequate resource base for educational 
programs, facilities, equipment, and staff. WCTC’s mill rate is one of the lowest of the 16 
Wisconsin Technical Colleges.  (O-Introduction, 6R5) 

• WCTC’s human resources are one of its greatest assets.  The College protects this asset by 
providing professional development and training to maximize employees’ skills and talents. (4P8, 
Figure 4-2, 4P9) 

 
Core Component 2c. 
The organization’s ongoing evaluation and assessment processes provide reliable evidence of 
institutional effectiveness that clearly informs strategies for continuous improvement. 

• The Quality Review Process (QRP) ensures that programs are up-to-date and effective through a 
uniform process across the technical college districts which  produces scorecards used by faculty 
and staff to plan improvements. (1P13, 7P1) 

• The WCTC AQIP action project team on Program Viability has designed a review process of 
identified measures to be monitored annual so improvements and interventions could occur quickly. 
The work of this team provides a framework that allows administration to select a program offering 
mix that maximizes the College’s success in achieving the goals of its Strategic Plan. (1P14, 7P6). 

• Organizational information is collected, analyzed, benchmarked and provides evidence that 
performance meets expectations. (7P1, 7P2, 7P4, 7I1, Figure 7-4) 

• WCTC’s strategic planning, mid- and end-of-year progress assessment reporting processes ensure 
that unit and department analyses of key monitoring data are aligned with College goals and key 
initiatives. Employees collect, analyze and report relevant measures that reflect their key activities  
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• to meet the community’s educational and training needs and other institutional goals and 

objectives. (7P6, 8.R2) 
• WCTC uses Quality Teams to make process improvements based on a Plan-Do-Study-Act cycle 

throughout the college. (5I1, 9P7, 9I1) 
 

Core Component 2d. 
All levels of planning align with the organization’s mission, thereby enhancing its capacity to fulfill that 
mission. 

• WCTC’s District Board has developed End Statements that describe the benefits or long-term 
results that are desired for its students and other customers and define the expectations of the 
College in meeting its mission. (8P2, Figure 8-2) 

• Every unit in the College develops strategic action plans including activities, responsible parties, 
resource requirements, indicators or success and a target completion date. Units create their 
own vision mission and core responsibility statements that are aligned with the college’s vision 
and mission. (8P3) 

• Alignment of planning documents throughout the College is the result of rigorous design and 
deployment practices related to annual planning habits. (8P4, Figure 8-2) 

• Systematic planning has been reorganized to ensure that the Colleges’ strategic plan along with 
the academic master plan drives the budget cycle.  (8P6, Figure 8-3) 

 
Criterion Three – Student Learning and Effective Teaching 
The organization provides evidence of student learning and teaching effectiveness that demonstrates it is 
fulfilling its educational mission. 

 
Core Component 3a. 
The organization’s goals for student learning outcomes are clearly stated for each educational program 
and make effective assessment possible. 

• WCTC identified 23 Critical Life Skills clustered into four topics: Communication Skills, Analytical 
Skills, Group Effectiveness Skills, and Personal Management Skills that are necessary for 
students’ development and personal success.  These core abilities were developed based on input 
from faculty, staff, students and employers. (1P1, Figure 1-1) 

• Critical Life Skills for each program and course underwent comprehensive review by faculty and 
industry-specific advisory committee members in 2008-09. (1P1). 

• Each academic program at WCTC has occupational-specific learning outcomes unique to the 
individual program. These are developed with input from industry advisory committee members, 
faculty, and other academic leaders. They are clearly communicated in the College Catalog, on 
the website, and via advising. (1P2, 1P6) 

• WCTC measures student performance and learning via the Student Learning Evidence process 
which integrates concepts of student development, quality, and continuous improvement. (1P18) 

• WCTC’s Student Learning Evidence process incorporates a system’s view of learning including 
program and course development, student learning, direct student learning evidence, and follow-
up feedback to close the loop. (Figure 1-7) 

• WCTC assesses students’ educational goals and assists them with career selection using the 
newly created counseling/advising model. (1P6, 1P7) 

 
Core Component 3b. 
The organization values and supports effective teaching. 

• New faculty hired at more than 50 percent time attend a two-day New Teacher Boot Camp that 
focuses on effective teaching and then is followed with 24 additional hours of in-service (Bootcamp 
and Beyond) throughout the first year. The additional 24 hours is a recent addition and improvement 
to the Boot Camp now in its tenth year. The additional time focuses on learning about the college, 
additional instruction information, policies and procedures, and provides an opportunity to develop a 
cohort of teachers from various divisions across WCTC. (1P11) 

• Instructors are responsible to ensure the academic integrity of the courses they teach and use the 
methods that work best for the instructor and best suit the learning styles of their students. They 
attend specific teaching certification courses to address differences in learning styles. (1P9) 

• The selection process for new instructors incorporate behavior-based interviews which include a  
              teaching demonstration.(4P2) 

• The College provides a variety of professional development opportunities designed to improve 
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pedagogy and encourage innovative teaching. WCTC has an internal Teaching Innovation Center 
(TIC) that provides workshops and one-on-one assistance to faculty and staff on technology and 
teaching/learning strategies. (1P11) 

• Faculty is encouraged to participate in a variety of professional development activities. (Figure 4-2) 
• The Teaching Improvement System (TIS) is designed to help students learn through instructors’ 

continuous improvement. (4P10) 
 

Core Component 3c.   
The organization creates effective learning environments. 

• WCTC courses are delivered in a variety of ways to accommodate out students’ needs for 
flexibility and their varying learning styles.  Classes are offered in traditional classroom settings, 
but also accelerated; interactive television; distance learning using the Blackboard Academic 
Suite Course Management System to on-line learning; shared programming with other colleges; 
etc. (O1,1P12) 

• Appropriate technological support is available to every program to foster the integration of new 
technology into instruction. Classrooms are equipped with advanced technology to accompany 
other teaching methods including “smart carts” that provide video projection, Internet connected 
computers, DVD/VCR units, and document cameras.  Other examples of technology used to 
create effective learning environments include podcasting, Camtasia and Macromedia Breeze. 
(O1) 

• The College uses simulators for students to get hands-on practical application through 
advanced technology, e.g., human patient simulators, driving simulators, and “Sim City.” (O1) 

• Developed a new counseling/advising model for improved retention and student success. (1P6, 
6R2) 

• Counselors have designed an Early Alert System so that faculty can identify students who are 
struggling academically or personally. Counselors serve as case managers to special population 
and special service students, displaced workers, and others. (Figure 1-4) 

 
Core Component 3d. 
The organization’s learning resources support student learning and effective teaching. 

• New facilities opened centralize learning support services including a one-stop shop for 
admissions, registration and financial aid; the Library; a food service cyber- café, student life, 
and large computer lab. (O6) 

• There are excellent computer opportunities to support student learning at WCTC. 
Approximately 70 computer labs with wireless network access house an average of 18 
computers per lab. There is a 90-computer open lab that has a student help desk and is open 
80 hours per week. There is web-based network storage available to every student for course-
related file storage as well as individual web-based student email accounts. (O1) 

• Learning support services are available through the Academic Foundations Division in The 
Learning Place which helps students build the skills necessary for success in college-level 
courses. (Figure 1-4) 

• There are a variety of administrative and support service processes that reinforce Helping 
Students Learn such as Counseling and Advising; Library, Omni-Tech computer lab; child care 
services; international programs, student clubs and student government, bookstore, career 
center, etc. (Figure 6-2) 

• WCTC has a long history of bringing prestigious in-service speakers/facilitators to the College to 
enhance faculty’s teaching effectiveness. (5P3) 

• The College has specialized labs targeted to certain occupational areas (e.g., criminal justice, 
EMT, child care center/learning lab, nursing and allied health careers) where students can get 
staff assistance/tutoring with homework/test preparation, etc. (O1) 

 
Criterion Four – Acquisition, Discover, and Application of Knowledge 
The organization promotes a life of learning for its faculty, administration, staff, and students by fostering 
and supporting inquiry, creativity, practice, and social responsibility in ways consistent with its mission. 

 
Core Component 4a. 
The organization demonstrates, through the actions of its board, administrators, students, faculty, and 
staff, that it values a life of learning. 

• WCTC’s mission and vision statements emphasize that student learning is at the core of the 
organization. One of the College’s Strategic Goals for 2009-14 is “…offering services and 
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educational opportunities focused on student learning.” (O-Introduction, Figure O-1) 
• As a student-learning centered college, WCTC seeks to place learning first in every policy, 

program, and practice. The College supports an atmosphere of freedom and confidence for 
teaching and learning.  A climate that celebrates intellectual freedom, inquiry, reflection, respect 
for intellectual property and respect for differing and diverse opinions both for students and staff 
exists. (O1) 

• The Critical Life Skills (common student learning objectives) were developed and validated with 
input from faculty, students, and advisory committees to prepare students for the essential life 
skills needed to succeed in the workplace. (1P1) 

• All employees, in every category, have individual professional growth and improvement plans and 
have the opportunity to participate in various learning options, e.g., timeshare courses on  

       campus; external college courses and tuition reimbursement plans for advanced degrees; 
       instructor occupational competency experiences; a variety of leadership development programs 
.     (4P8, Figure 4-2, 4P9, 4P10, 5P9) 
• New faculty attends an intensive teacher Boot Camp where they learn and practice technological 

and pedagogical skills related to active learning methods.  The Boot Camp process continues 
through the faculty’s first year of teaching. (1P15) 

• WCTC provides many opportunities to help faculty members master the technologies available to 
them. The Teaching Innovation Center is a teacher-designed resource center that provides 
faculty with access to state-of-the-are computing technology and teaching and learning 
information and support. (1P15) 

• Instructors are encouraged to participate in the Instructor Occupational Competency Program to 
gain first-hand exposure to current trends and technologies in their fields. ((1P13) 

• The College supports effective teaching and learning through the WTCS certification 
requirements that are part of the professional development opportunities required for all faculty 
and academic administrators of WCTC. (1P11) 

• WCTC has a Corporate and Community Training department that provides customized training 
and technical assistance to the local business and industry community. (2P1, 9P2) 

 
Core Component 4b. 
The organization demonstrates that acquisition of a breadth of knowledge and skills and the exercise of 
intellectual inquiry are integral to its educational programs. 

• The College has clustered 23 Critical Life Skills into four skill areas: Communication Skills, 
Analytical Skills, Group Effectiveness Skills, and Personal Management Skills. In so doing, 
WCTC believes that by integrating these skills throughout each student’s program curriculum, 
student will develop and demonstrate an interdependent role in society and the workplace. (O1, 
1P1, Figure 1-1) 

• All associate degree students are required to complete 21 credits of General Studies in the areas 
of social and behavior science, communication, math and/or science. (O-1) 

• Students’ program requirements including general studies requirements are communicated via 
the college website, program brochures, student portal, and other printed materials. Individual 
course outcome expectations and critical life skills are incorporated into curriculum via the 
Worldwide Instructional Design System (WIDS). (1P1, 1P6) 

• WCTC counselors designed, developed and deliver seven workshops linked directly to WCTC’s 
Critical Life Skills each year.  The topics include Time Management, Study Skills, Exploring 
Careers, Valuing Diversity, Self-Concepts, Navigating Change, and Stress Management. (1P8) 

• As a student-learning centered college, WCTC seeks to place learning first in every policy, 
program, and practice. The College supports an atmosphere of freedom and confidence for 
teaching and learning.  A climate that celebrates intellectual freedom, inquiry, reflection, respect 
for intellectual property and respect for differing and diverse opinions both for students and staff 
exists. (O1) 

 
Core Component 4c. 
The organization assesses the usefulness of its curricula to students who will live and work in a global, 
diverse, and technological society. 

 
• Students at WCTC are prepared to live and work in a diverse world. Valuing Diversity is one of 

WCTC’s core critical life skills.  Faculty, staff and students are assisted in understanding the 
globalization of education, training, and the workforce through the integration of global impacts 
and priorities via the work of the Internationalizing the College committee. (Figure 1-1, 1P10) 
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• The College has a support network for the recruitment and retention of multicultural students. 
(http://www.wctc.edu/student_services/multicultural_resource_center/index.php) A new Multi-
Cultural diversity center was created as a location where students of all ethnic backgrounds 
can meet, network and host student functions. (3P1, 6R2) 

• WCTC’s minority student population is about two times greater than the diversity of its service 
area population. (Figure O-2) 

• WCTC has the only associate of applied science degree program in Wisconsin in Global Business. 
(http://www.wctc.edu/books/catalog/) 

• One of WCTC’s key organizational services other than instruction is the Global Education and Trade 
Center. (O2, 2P1, 9P5) 

• The College’s Quality Review Process monitors currency and relevancy of courses and programs.  
Part of the 5-year review also includes meetings with the advisory committee to review the impact 
of international business on their industry. Technology and equipment reviews are also part of the 
self-study and improvement plan for each program. (1P13) 

• Technology is central to all institutions in the Wisconsin Technical College System and WCTC is 
no exception. Staying current and proactive about the future of technology in the workplace is a 
unique feature of colleges in the WTCS and is intended to prepare students to work and thrive in 
a technological society. (Figure O-1, O6) 

 
Core Component 4d. 
The organization provides support to ensure that faculty, students, and staff acquire, discover, and apply 
knowledge responsibly. 

• As a student-learning centered college, WCTC seeks to place learning first in every policy, 
program, and practice. The College supports an atmosphere of freedom and confidence for 
teaching and learning.  A climate that celebrates intellectual freedom, inquiry, reflection, respect 
for intellectual property and respect for differing and diverse opinions both for students and staff 
exists. (O1) 

• The Student Handbook, the Students Code of Conduct, as well as each course syllabus outline 
WCTC’s expectations for students regarding academic integrity, attendance, diversity, and 
behavioral expectations. ( 3P6) 

• As part of the Critical Life Skills expectations for all students, Professional and Personal Ethics, 
Social Responsibility, and Effective Citizenship are integrated throughout students’ experiences 
at WCTC. (Figure 1-1) 

• WCTC has a VISTA volunteer guiding its recent Service Learning initiative.  By aligning co-
curricular goals directly into instructional programs, students receive direct service and related 
occupational experience as part of their service learning participation. (1P16) 

• One of WCTC’s core values is Integrity; faculty, staff, and district board members embrace 
honesty, accountability and ethical conduct in fulfilling our stewardship commitment to our 
students and community. Ethical practices are ensured through a code of ethics and by 
appropriate policies and procedures. These practices encompass the acquisition, discovery and 
application of knowledge.(Figure O-1, 4P7) 

 
Criterion Five – Engagement and Services 
As called for by its mission, the organization identifies its constituencies and serves them in ways both 
value. 

 
Core Component 5a. 
The organization learns from the constituencies its serves and analyzes its capacity to serve their needs 
and expectations. 

• WCTC engages in extensive environmental scanning through advisory committees, occupational 
summits, and community conversations as part of its strategic planning process to understand 
trends and needs of its stakeholders and other constituencies. (2P2, 8P1) 

• Corporate and Community Training relies on information gathered through a variety of sources 
including regional labor demand, feasibility studies, advisory committee input and environmental 
studies. (2P1, 2P2) 

• The College uses continuous quality improvement processes through its Center for Quality and 
Innovation and collaborates with various constituents to make improvements. (1I2,4I2, 9I2) 

• The College’s Quality Review Process monitors currency and relevancy of courses and programs.  
Part of the 5-year review also includes meeting with the advisory committee to review the impact 
of international business on their industry. (1P13) 

http://www.wctc.edu/student_services/multicultural_resource_center/index.php
http://www.wctc.edu/books/catalog/
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• WCTC students complete course evaluations, have opportunities to provide ongoing feedback on 
services (e.g., counseling, library, food service, etc.) and participate in a college-wide student 
satisfaction inventory every three years. (Figure 1-12, 1R5, 3R2, Figure 3-3, 6R3, Figure 6-3) 

 
Core Component 5b. 
The organization has the capacity and the commitment to engage with its identified constituencies and 
communities. 

• WCTC has two Strategic Goals that emphasis its relationships with identified constituencies 
and communities:  Collaborative Partnerships and Community and Business. (O-Introduction) 

• WCTC has numerous relationships with its constituencies and communities through collaborative 
partnerships, advisory committees, chambers of commerce, rotary, and service club memberships, 
other educational institutions, economic development forums, and business and industry. (O9, 
Figure O-2, Figure 3-2, 5P3, 9P2, Figure 9-2, 9P5) 

• WCTC is committed to engagement with its students through a variety of professional 
development, critical life skills, clubs and organizations, service learning and networking 
opportunities, and social activities.  (1P16, 3P2, 3P3, Figure 3-1, 3P4, Figure 3-2) 

 
Core Component 5c. 
The organization demonstrates its responsiveness to those constituencies that depend on it for service. 

• Non-instructional processes center primarily on economic development services provided to 
business, industry, and the local community; development and support of small businesses; and 
personal enrichment.  In general, they contribute to the economic development and enhanced 
quality of life for citizens of the region by providing professional development training, self-
enrichment and educational programs as well as technical assistance. (2P1) 

• WCTC creates and builds relationships by pursuing partnerships that provide opportunities for high 
school students to interact with the College, for graduates to advance their education through 
articulation agreements, for innovations with business and industry and for the community to benefit 
from activities with the College in accordance with one of WCTC’s strategic goals focused directly 
on Collaborative Partnerships. WCTC is recognized as a leader in developing partnerships in all 
areas of the district. (9P1) 

• The College District Board has developed End Statements that describe long-term results that 
are desired for WCTC constituencies and expectations of the college in meeting its mission. 
(Figure 8-2) 

• WCTC ensures that partnership needs are met. (9P6, Figure 9-3, Figure 9-5). 
 

Core Component 5d. 
Internal and external constituencies value the services the organization provides. 

• For nearly 20 straight years, at least 95% of WCTC graduates have been satisfied or very satisfied 
with the education they received.  (O-Introduction) 

• WCTC collects information and feedback from its internal employees and has improved its results 
in leadership and communication measures. (5R2, Figure 5-3) 

• WCTC scores on the PACE employee survey indicate a healthy campus climate. (4R2, Figure 4-8, 
Figure 4-9, Figure 4-12) 

• WCTC has had a long-standing customer service target that asserts students and other customers 
will state that experiences with WCTC were a good use of their time and money. Maintaining 
student and customer satisfaction is a priority; a variety of student and other customer surveys 
routinely assess customer needs and satisfaction. (7I2) 

• Partnerships with key stakeholder groups demonstrate confidence and value in the services 
provided by WCTC. (Figure 9-5) 

• When employers of WCTC graduates are asked, “Would you hire a WCTC graduate again?” 90% 
said “yes,” 3% said “maybe,” and 0% said “no.” (1R4, Figure 1-10) 
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	Organizational Overview
	As a community partner for nearly 90 years, WCTC is one of Wisconsin’s finest centers of higher education and is a first choice among hundreds of college-bound students. Established in 1923 as Waukesha Vocational School, today’s college is located about 20 miles west of Milwaukee, WI where the students enjoy a natural 130-acre campus in Waukesha County’s lake country area that has high academic and technical standards, and provides a variety of student services to enhance the college experience. There are two campuses: Pewaukee and Waukesha. WCTC is a student-learning centered college that maintains its educational leadership by providing up-to-date, relevant occupational, technical and Critical Life Skills (CLS) education. 
	Dr. Barbara Prindiville is only the fifth president in the nearly 90 year history of WCTC - O. B. Lindholm from 1923 to 1949, A. J. Natalizio from 1949-1973, R.T. Anderson, Ed.D. from 1973-2002, and C.A. Brown from 2002 to 2005. Prindiville started her tenure in August 2006. 
	WCTC’s 2009-14 strategic plan provides the foundation for college planning. The strategic goals provide the framework for the review and analysis of organizational performance and keep the College focused in both the short- and long-term.
	Strategic Goals (2009-14)
	 Student Learning WCTC attracts and retains diverse students with a range of talents and needs by offering services and educational opportunities focused on student learning.
	 Collaborative Partnerships WCTC shares expertise among faculty, departments, colleges, K-12 districts, the business community and governmental entities to provide a variety of learning and enrichment opportunities that meet the needs of students, employers and community members.
	Competition WCTC’s location in the greater metropolitan Milwaukee area places it among several other post-secondary educational institutions. The closest WTCS location offering similar educational offerings is Milwaukee Area Technical College. Other technical colleges adjacent to WCTC’s immediate district service area are Madison Area, Moraine Park, Blackhawk, and Gateway Technical Colleges. In addition, WCTC’s area is home to a variety of proprietary institutions (e.g. DeVry University, Herzing University, ITT Technical Institute, to name a few). WCTC has forged strong partnerships with many of the four-year colleges in the area, however, making competition a non-issue. WCTC students are able to make seamless transfers to colleges such as Marquette University, Carroll University, University of Wisconsin-Milwaukee, University of Wisconsin-Parkside, University of Phoenix, Cardinal Stritch University, Mount Mary University, and Alverno College. 
	4. Human Resources WCTC has been fortunate in its ability to hire and maintain a highly skilled workforce. The college’s major employee groups include:
	                                                                                                 *excludes temporary employees, casuals, 
	                                                                                                            student employees and part-time I instructors
	9. Key partnerships Developing strategic partnerships are an essential element of WCTC’s vision to serve “…as the leader in workforce development…” and its mission to “…provide accessible career and technical education to strengthen our community...” In fact, one of WCTC’s strategic goals, “Collaborative Partnerships,” reads “WCTC shares expertise among faculty, departments, colleges, K-12 districts, the business community and governmental entities to provide a variety of learning and enrichment opportunities that meet the needs of students, employers, and community members.”
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	Category 7:  Measuring Effectiveness
	7P1 Selection, management, and distribution of data for programs and services WCTC selects and manages data as a member-college in the WTCS and by participating in the National Community College Benchmarking Project (NCCBP). The WTCS has a comprehensive data and reporting system henceforth known as the Client Reporting system, whereby the colleges report individual student, enrollment, grant activity, staff and financial information to the WTCS. The uniform definitions for these data elements mandated by WTCS Client Reporting not only provide the framework of data used for Measuring Effectiveness but simultaneously provide benchmarking against the other 15 technical colleges in Wisconsin. The Client Reporting data are not perfect, but college staff have had numerous opportunities to serve on statewide workgroups with the aim of improving them. When measuring effectiveness, WCTC frequently defers to state definitions so as to maintain parallel definitions of similar concepts (e.g., retention). This eliminates confusion.  The primary exceptions to this are IPEDS and the NCCBP. Although the benchmarks provided by the WTCS are invaluable, there are shortcomings to always comparing against the same 15 sister colleges. The NCCBP provides the College the opportunity to benchmark against a larger, broader sample of two-year colleges.
	7P2 Selection, management, and distribution of data to support planning and improvement   WCTC strives to be a transparent organization with regards to planning and improvement. All staff have access to a staff portal, where the first tab is "College Initiatives." All strategic planning documents are posted here, as well as the minutes and activities of every AQIP action  project and other process improvement teams. Strategic and academic master planning activities have access to any data they may need because College Advancement (CA) reports to the Vice President of SEA, who is responsible for that planning. Data for AQIP action teams is addressed through the AQIP coordinator (who is part of CA). Each team has a CA representative as either a member or a resource. 
	7P3 Determining needs for data collection, storage, and accessibility Because the QRP process results in collection and analysis of comparative information at the program level, College departments' needs, like the College as a whole, generally align with existing WTCS data systems. CA, IT, or Admissions & Registration often receive specialized data requests. Most of these can be addressed with custom queries (SQL, MS Access, Toad, Discoverer, or Cognos) but in instances where the data are not currently collected and stored, a development request can be filed. A form is completed and submitted to a member of the interdisciplinary Banner Core Team that oversees all of the College's data systems. At its monthly meetings, the Banner Core team members are apprised of new developments, make decisions on systems upgrades, and prioritize development requests that are then added to the IT development queue.  The Banner Student Information System was fully explained in the 2007 System Portfolio and was noted as a strength in the 2008 Systems Appraisal Feedback Report (2007 Portfolio 7P2).
	http://www.wctc.edu/general_info/accreditation_quality_improvement/sys_port_pdfs/c7p.pdf
	7P4 Analyzing and sharing data and information regarding overall performance  Trend analysis of the College’s overall performance is a shared responsibility of various units, primarily IT, CA, Financial Accounting Services (FAS), and Human Resources. Staff representing these and other units present analyses of institutional effectiveness measures to the Board through Ends Monitoring Reports, such as the annual Graduate Follow-up report. Many Board reports are then published on WCTC's website for public access. Reports for internal audiences, such as the NCCBP benchmarking report, are generally published on the Portal or in a special all-staff directory on the College network. 
	7P5  Determining needs and priorities for comparative data and information  The primary criteria that have been used to prioritize sources of comparative information are to benchmark data with both similar and high performing institutions. The majority of comparative institutional data is available through numerous WTCS QRP and Client Reporting reports. Employee and student climate or satisfaction survey instruments have been selected based on WCTC’s ability to compare results with similar institutions and with other WTCS colleges. 
	7P6 Ensuring department and unit data analysis aligns with organizational goals  WCTC’s strategic planning, mid- and end-of-year progress assessment reporting processes ensure that unit and department analyses of key monitoring data are aligned with College goals and key initiatives. Employees collect, analyze and report relevant measures that reflect their key activities to meet the community’s educational and training needs and other institutional goals and objectives. This information is shared via mid- and end-of-year reports that are posted on the College portal, distributed to Board members, and included on the College shared data drive.
	7P7 Ensuring timeliness, accuracy, reliability, and security of information system(s) The IT and Academic Technology departments are responsible for ensuring the effectiveness of WCTC’s information system and related processes. Figure 7-2 summarizes the key services provided by these departments and the primary methods used to maintain and improve the system.  The Banner Core Team also plays a role in ensuring the effective implementation of business practices that impact data accuracy, security and confidentiality. Security is maintained through role-defined access to the portal and single sign-on  password protection of College resources. 
	7R1 Measurement and effectiveness of information system performance WCTC monitors a number of measures of its knowledge management system performance. System down time, response times to help desk questions including a follow-up feedback satisfaction form, and time spent in the development queue are tracked and evaluated regularly. 
	7R2 Evidence that system meets organizational needs in accomplishing its mission and goals From the generic questions that have been included in past periodic employee climate surveys (PACE in 1996, 2000, 2008 and 2011; Constellation Survey in 2004) the College understands that its information delivery systems are not meeting employee needs. On the most recent PACE administration, the two areas of lowest satisfaction among staff is the system for accessing and using institutional level data for decision making and the processes for communicating how decisions are made. The question, “The extent to which information is shared within this institution,” was rated just 2.78 on a five-point scale in 2008 and 2.90 in 2011.
	7I1 Recent improvements Because Measuring Effectiveness is an area where WCTC recognizes the need to improve, it has been a frequent area of focus and a great deal of improvement has taken place. One area where WCTC performs well is in benchmarking against other colleges. In addition to the WTCS data and QRP, since the last Portfolio WCTC has taken part in the NCCBP four times and is committed to continuing to use this resource. Every fall, CA staff prepares a benchmarking report that evaluates WCTC's performance on reported benchmarks including a summary scorecard (Figure 7-4). Thus, the College has a clear picture of where performance in key indicators, especially regarding student outcomes, compares to similar institutions.
	/
	7I2  Selecting processes for improvement  WCTC has been a leader in the culture of continuous improvement for more than 25 years. Led by the Center for Quality and Innovation, WCTC has a long history of inclusive quality improvement teams addressing key college problems as well as providing education to district companies in applying quality principles. Adopting the AQIP model was not a cultural shift for this institution; it was simply reframing what WCTC already does in new language.
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