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Students First!
The Learning Support Services Plan, 2006

Executive Summary

A Shared Vision to Support Learning and Services for Students and Employees

Scope

The Learning Support Services Plan' addresses those activities that usually occur outside the classroom and
which directly and indirectly facilitate student learning. Because learning does not begin or end solely in
the classroom, the Plan is much broader than simply providing for basic physical and administrative needs.
It is strategic in nature and complements the 2005 Academic Plan. It will be a key source of information for
the next edition of the College’s overall strategic plan.

This Learning Support Services Plan calls for attitudinal and cultural shifts which present an opportunity
for a brighter future for students and employees alike. It establishes a context to guide departments in
establishing priorities and determining how they can best contribute to the educational mission of Douglas
College.

The Learning Support Services Plan (LSSP) supports the Academic Plan Implementation. The LSSP also
informs future academic and strategic planning of the college.

Learning Services Philosophy: Building Relationships with
Students

This plan defines the key elements of our learning services philosophy. Douglas College is both a learning
and a learner centred institution. As a learning institution, it seeks to play a transformational role in
students’ lives. As a learner-centred college, where its interactions with students are transactional in nature,
the service goal is to remove barriers, providing a quick, friendly and convenient service that fosters an
environment conducive to transformational learning. Douglas College seeks to deliver services in a
developmentally appropriate manner that helps students become responsible, self-directed and self-
sufficient individuals.

1. The Learning Support Services Plan differs from the Douglas College ““Service Plan’ that the provincial
government now requires Douglas College to submit annually.



Strategic Goals for Services at Douglas College

Support for Academic Plan

1. Douglas College will establish cross college planning and collaboration to unify efforts and
improve intra-college communications.

The implementation of several goals in the Academic Plan depends on successful collaboration
with service areas. The issues of coordinated assessment and advising, student educational plans,
the office for new students/ student recruitment, the academic signature and the flexible delivery
of instruction will require significant cross-college collaboration. To accomplish the goals of this
plan the same will be required.

2. Using the Douglas College Values, the Academic Signature outlined in the Academic Plan,
and its Learning Services Philosophy outlined in this plan, the College will intentionally
position itself in the postsecondary education sector of British Columbia and beyond.

Working in a very competitive environment for new students the need to define the Douglas
College student experience, including:

the College’s commitments to the student experience

e how those commitments will be communicated

e how the College will ensure it is living up to the commitments

e how the College will strengthen those commitments.

Student Experiences

3. The College will create a welcoming, engaging environment where the student experience
and learning is paramount.

The College will focus on improving the student experience, enhancing student life and engaging
students at all levels of the College. This will also be coupled with student leadership
development opportunities. The College intends to engage students in and outside of class as a
reflection of the holistic nature of our educational mandate.

Student Entry to College

4. The College will pay significant attention to attracting students and supporting their
success.

The highly competitive market for students is expected to intensify and to require (1) significant
attention to marketing and attracting students and (2) then providing support structures to establish
student satisfaction and affiliation with Douglas College. These efforts will include an office for
new students that encompasses student recruitment and transition into the College. The Office of
New Students will act as a coordination point and catalyst for recruitment activities throughout the
College. It will assist faculties and departments to support existing recruitment initiatives and will
supplement the College’s efforts with new students.



College Culture and Change Leadership

5. The College will find new ways to empower employees to adapt to a new college culture.

The volatility and importance of Douglas College’s external environment are as significant today
as in any of the thirty-five years since Douglas College was founded. The College’s long-term
viability depends on the extent to which its personnel acknowledge the importance of change
management and become skilled in it.

Although students are our primary focus, Douglas College employees are its greatest resource.
The comprehensive nature of this plan, and the changes it proposes, will require several cultural
shifts at the College. Supporting and empowering our employees to make these changes will take
time, training, creativity, and flexibility. The plan offers several strategies that affect the work of
our employees leading the College toward service standards and agreements that reflect a
relationship-based model of service delivery.

Strategic partnerships with external groups, institutions, agencies and contractors will be
increasingly important and will reflect College values.

Leveraging Technology for Service Delivery

6. The college will use technology to improve service delivery and reduce administrative tasks
so more time can be used in transformational activities.

Technology and increased modes of service delivery will allow more choice to students in how
they access services. Technology will be used to support employees and students to communicate
more effectively, reduce duplication of effort and provide for greater self-service.



Students First!

A Shared Vision to Support Learning and Services
for Students and Employees

Introduction

Focusing college resources to support students and their educational goals is the purpose of this
plan. Developing a shared vision that supports the academic direction of the College was the
starting point of the Learning Support Services Plan . The title “Students First!” reflects a
common theme throughout the college that says we should pay attention to the individual and
focus on service to that person (whether a student or employee).

Facilitating and Supporting Learning

The Learning Support Services Plan addresses those activities that usually occur outside the
classroom and which directly and indirectly facilitate student learning. Because learning does not
begin or end solely in the classroom, the Plan is much broader than simply providing for basic
physical and administrative needs. This plan:

1. defines the environment in which our work is done to support learning,

2. articulates the premise of learning/educationally-based services,

3. sets the direction that the College intends to accomplish in regard to educational service

areas over the next five or more years,
4. sets the context wherein individual departments can do their own planning.

This services plan is strategic in nature and complements the 2005 Academic Plan. It is not tied to
organizational boundaries, although its implementation will affect some departments and divisions
more than others. Along with the Academic Plan, it will be a key source of information for the
next edition of the College’s overall strategic plan.

The Academic and Learning Support Services Plans arose from a recognition that the
postsecondary environment is changing with respect to:

e the nature of students and their expectations

e communication processes, often due to technological innovation

e finances and institutional competition

e pedagogical theory

The plans call for bold actions in response to these changes.
For Academic Plan is to succeed, corresponding changes in the service areas of the College are

required. More collaboration and coordination between the classroom, the lab, activity learning
and other areas of the College are needed than ever before.

! The Learning Support Services Plan differs from the Douglas College *“Service Plan” that the provincial government
now requires Douglas College to submit annually. The government uses ““service™ in the context of public sector
planning to refer broadly to all the actions an organization will take to serve its clientele. The Learning Support
Services Plan uses ““service” in a more specialized sense, excluding topics such as curriculum and pedagogy that
appear in the Academic Plan.



This Learning Support Services Plan calls for attitudinal and cultural shifts that might be
unsettling, but which present an opportunity for a brighter future for students and employees alike.
It establishes a context to guide departments in establishing priorities and determining how they
can best contribute to the educational mission of Douglas College.

Scan of External and Internal Environments

Examining conditions in the world around us and determining how, given its mission and
institutional capacity, Douglas College could best respond to those conditions is at the heart of
strategic planning. Many circumstances need to be taken into consideration in college-wide
planning, circumstances which may be more or less important for individual departments. Only
key trends are reported below, i.e. ones that are significant for the College as a whole. Because the
focus of this plan is on support services, rather than on instruction and curriculum, this
environmental scan emphasizes different findings from the one conducted last year for the
Academic Plan. Furthermore, the environment is changing rapidly, especially with respect to
enrolment demand and the labour market.

External Environment

Changing Learners

Diversity

Colleges in British Columbia have served a diverse student body ever since their inception from
1965 to 1975. The nature of that diversity, however, has changed over the years.

With the rapid growth of multicultural enrolment at Douglas College in the 1990°’s, Douglas needs
to provide culturally appropriate services, service levels and delivery models.

A less obvious change, but important nonetheless, is the varying levels of academic preparation
that students possess, e.g. mature, returning students who already hold credentials might be
enrolled in the same class as recent high school leavers with a lacklustre academic record. With
students distributed across the continuum of academic ability and preparation, colleges have
traditionally focussed their distinctive contribution on the developmental end of the spectrum.
Some American colleges, though, are finding that one size does not fit all and are paying more
attention to honours programming. Rather than an “either/or” situation, they are seeking to provide
a “both/and” experience.

Twixters

The term “twixter” refers to a distinct and separate stage of life that has emerged for some people
in their mid to late twenties, a transitional period following adolescence and before entering
adulthood. Twixters frequently live with their parents and much of their income is therefore
discretionary, often spent on consumer goods and services. They tend to jump laterally between
jobs until they find a job that at least gives them a sense of purpose because today’s youth labour
market may make it difficult to earn enough for them to live independently.

The transition into adulthood is not easy for many young people. Widely accepted cultural
practices and initiations are less prevalent. Many adolescents do not expect a more secure or
wealthier life than their parents, and they thus may not look forward to taking on the mantle of
adulthood. In face of this adult world that may not be particularly welcoming, some youth try to



stay kids as long as they can because they are uncertain how to navigate the adult world. They
need judicious support and challenge in making the transition out of adolescence.

Parents are more present and actively engaged in more aspects of students’ lives. They expect to
be involved, especially when there are problems.

Attitudes

As a commuter college, many Douglas College students are not especially engaged with the
College, nor feel it is important to be engaged, yet the literature shows student engagement to be a
key influence on student success. It appears that the educational commitment of some students is
weak, and that today’s generation is more interested in the path to self-actualization and less
willing to defer gratification than in the past.

Attitudes to postsecondary education seem to be changing, e.g. entitlement philosophy and
scepticism that everybody benefits from a college education. For a generation that has grown-up
with computers and is technology savvy, email, real time-messaging and 24/7 service on the
Internet are taken for granted and common in youth culture and will be expected of the College.

Service Delivery Models in Postsecondary Education

Expectations of potential and admitted students are changing as many expect similar service
delivery or service approaches of private companies. Public sector organizations are increasingly
expected to provide fast responses, along with flexible delivery that meets client needs. The trend
is to “one-stop shopping” and a single point of first contact.

In postsecondary education, students have more options for obtaining services from other
providers, both public and private. Online courses and textbook purchases, for example, allow
students to piece together programs of study from more than one institution or provider. Many of
these alternative services are available around the clock.

As mentioned later in the “Relationships” section of this Plan, service organizations are
increasingly emphasizing relationship service models over transactional approaches. This is
something the college must consider .

The increasing penetration of technology into the home permits many more students to engage in
learning and to receive services that are not time and place bound. Wireless access to the Internet
for students with laptop computers is increasingly common, including wireless access for locations
within the Douglas College campus.

Enrolment Competition

Although Douglas College is located in a rapidly growing region of BC, the growth is stronger in
the 25 — 29 age group than in the 18 —24 group that has been the source of the majority of Douglas
College’s credit students. Coupled with flat or declining Grade 12 enrolment around the province
and 25,000 additional FTE spaces in the BC postsecondary system by 2010, Douglas College can
no longer take for granted strong enrolment demand from recent high school leavers.

Several other factors suggest enrolment patterns in BC postsecondary education will become more
competitive in the coming years:

e University GPA admission thresholds for both direct entry and transfers students will
drop, e.g. in response to the provincial government’s commitment to provide a university



seat for every high school student with a 75 percent average in relevant courses. Colleges
will have to demonstrate to prospective baccalaureate students the benefits of starting and
persisting at college before transferring to university.

e Lower Mainland colleges are beginning to offer baccalaureate degrees in selected fields.
How this will affect the propensity of students to transfer among institutions remains
unknown.

e Industry certification in some fields, such as computing, is growing in importance relative
to academic credentials.

e Private institutions are encouraged under provincial government policy and through
student financial aid practices. With lower salary structures and the ability to add and
drop programs rapidly, private institutions can quickly target niche markets.

e  The growth of online education means that students are not constrained to taking courses
from only local institutions. As online education becomes more dynamic and interactive,
many of the disadvantages of traditional distance education are being mitigated.

e Douglas College’s program mix is weighted towards academic and university transfer
offerings. Government and industry are forecasting skill shortages in applied fields,
particularly in the trades, as construction for the Olympics begins. Furthermore, as labour
market conditions improve, the opportunity cost of lost income increases for students
who spend time in classrooms.

Perhaps the largest uncertainty associated with enrolment forecasts concerns trends in the
postsecondary participation rate. Participation in BC postsecondary education has risen steadily
over time but remains below the level of some industrialized nations and regions. The need for
lifelong learning remains undiminished, but opportunities for learning outside formal educational
programs are also increasing. The recent softening of enrolment demand across BC raises the
possibility that current participation rates, much less higher ones, should not simply be assumed.

Information Technology

Information is increasingly available anywhere and anytime through technologies such as the
Internet, cell phones, wireless text messaging and personal digital assistants. Young postsecondary
students have grown up with these technologies and expect the best to be available to them at
educational institutions.

Information technology is changing youth culture, e.g. some students are better at typing than
writing longhand. They are used to frequent, brief interaction with peers wherever they are. The
extent to which technology is changing how students learn may be open to debate, but there is no
doubt it is changing the types of students who arrive at college and that they require a good
grounding in evaluative research skills and information literacy.

Labour Market

As BC’s unemployment rate declines, the impact on Douglas College will be mixed. Students are
better able to finance their education, but they may have less motivation to continue their
education. Those who do enrol may be more interested in part-time studies.

One aspect of the changing labour market that is hard to predict concerns credentialism, both from
academic institutions and from professional or industry associations. Along with a growing
demand for credentials, there seems to be pressures at some levels to lower the standards for
credentials (some evidence of this can be found in the private postsecondary sector.) On the other
hand, some accreditation and professional bodies are seeking higher standards. It may be a delicate



balance for Douglas College to maintain standards and yet be responsive to the needs of the labour
market.

Finances

The outlook for public funding for Douglas College remains constrained, with no recognition of
inflation and a provincially-mandated tuition cap likely to remain in effect. The announced
funding for 1500 new FTE students, which are not guaranteed to be fully funded, may be provided
more slowly than originally planned because college enrolment is currently dropping around
Lower Mainland.

With limited resources, Douglas College cannot restrict itself to only adding new services to meet
community and student needs. It will also have to change how it does things and to redeploy
resources in more strategic activities.

With block funding to colleges, the provincial government no longer designates funds for services.
In financially constrained times, short term expediency might be to cut some services and course
sections rather than viewing them as long term investments essential to the achievement of
strategic goals. With a tension between short term needs and long term goals, Douglas College’s
historical commitment to protecting service areas’ share of the College budget cannot be taken for
granted.

The cost of education to students is changing. Direct costs (tuition) have risen and now
opportunity costs (foregone income in a more robust job market) are rising. Some institutions are
starting to discount tuition in the hope that it will be a recruiting tool, e.g. reimburse tuition after
student has completed a certain number of courses.

Internal Douglas Environment

Douglas College has a good track record in service areas, one which provides a strong foundation
for future development.

Silos: Insufficient Coordination of Services

College employees understand the importance of coordinating services and generally work well
together. Nevertheless, the College is organized vertically and structural barriers can impede
communication across organizational boundaries. The result is that service areas sometimes find
themselves in a reactive position due to lack of early warning or input into decision-making.

Another implication of the College structure is that there is not always a straight or seamless path
for students in accessing services. Students sometimes perceive disjointedness in the different
types of change processes that are occurring within individual departments. The result is that while
dynamic change can occur locally, overall the College can appear static, bureaucratic and resistant
to change.

Workforce Composition

With an aging workforce for which retirement is approaching and rising employment rates in the
provincial economy, employee recruitment and retention issues are growing in importance.



Some departments could lose a great deal of knowledge and expertise in a short period due to
retirements and employees obtaining new jobs elsewhere. Succession planning, mentorship
programs and ways to honour the experience and maintain relationships with retired employees
are attracting attention as ways of minimizing the losses due to employee turnover while
benefiting from the revitalization opportunities that new employees bring.

Understanding Today’s Students

As the diversity of today’s student population changes so does the need for teaching, learning,
support and services. Several emerging cultural, social and diversity issues are combining to
produce unprecedented expectations. As expectations change the college will need to be able to
speak the language of students and to understand today’s student subcultures. The College will
need to give sufficient attention understanding diverse student need and assisting employees to be
sensitive to them.

Service Standards

Service standards are both a way of determining a department’s responsiveness to student and
employee needs, and of managing expectations at what level of service might reasonably be
provided. Some service areas have defined standards, but have not communicated them outside
their area. Other areas have yet to develop standards.

The lack of widespread, public service standards makes it hard for the College to know the extent
to which it is succeeding and where accountabilities lie.

Exit Transition

Transitions into and out of college are significant events in students’ lives. For students exiting to
further education, Douglas College does provide some assistance through academic advising to
ease the transition. For students exiting to the labour market — and ultimately most students will
seek a job — the assistance Douglas College provides is hit and miss. Some students in particular
may bring a cultural expectation that postsecondary institutions will help them to find jobs.

Some limited enrolment, career programs are well connected to the labour market through practica
and other off-campus activities, but the linkages may be quite informal. Other students at Douglas
College receive only very limited labour market assistance.

The College needs to do cost/benefit analyses of the options for helping students exit to the labour
market. The options could range from just helping students to define a career vision to more active
assistance with job search. In some instances, it might just be a case of making explicit the
informal assistance that is already provided.

Implications of the Academic Plan for College Services

Douglas College committed to some important changes when it approved its Academic Plan in
2005. A number of these commitments have implications for the way in which the College will
deliver services to facilitate learning, and thus are part of the environment in which the Learning
Support Services Plan was developed. The following goals in the Academic Plan are especially
relevant to the Learning Support Services Plan.



Foundation Experience

The Foundation Experience is a key theme identified in the College’s new Academic Plan,
especially for students in open enrolment programs. Douglas College intends to position itself to
become an institution that provides a first-rate foundational experience for new students, one
which helps students make a smooth transition into the College and assists them to achieve solid
academic, social and personal integration into college life. The following aspects of the
Foundation Experience theme directly affect services.

Coordinated Assessment and Advising

Currently, Douglas College provides several admissions assessments of basic academic skills (e.g.
English and Math) some of which are administered by Assessment Services and some of which
are administered by local departments. This often means that students need to take more than one
assessment because the assessments are not mutually calibrated. Such duplication is frustrating to
students and wasteful of College resources. The College should be able to provide a more stream-
lined assessment process leading to the development of a single College-wide assessment that
provides students with advice on what courses they are cleared to take.

The College has recently implemented a general College admission standard in English language
competency which is tied to English 12 with a minimum C grade or its approved equivalencies.
This was a bare minimum standard, one which could mask a variety of differing language
competency skills among entering students due to high school grade variations and other
variables. The College should adopt a single assessment tool to ensure that more relevant and
robust information is provided to incoming students.

Student Educational Plans

Research indicates that students with clear educational and career focussed goals persist to
graduation better than those who have no plan. Currently, many students entering Douglas
College do not have any formal way of developing a comprehensive educational plan that can
guide and inform their progress through their studies. Closed enrolment students usually enter a
structured program that establishes a clear educational pathway leading to a credential. We often
assume these students have done a career plan and the program of choice falls within that plan. In
contrast, students entering open enrolment programs often have to make a series of decisions
about how to design their program and how the program fits with their goals. Douglas College
will develop a way to help students in open and closed enrolment areas to create comprehensive
educational plans.

A key element of such educational plans is comprehensiveness — the plan should include
academic, career and personal orientation. The plan should also take different forms for different
students, e.g. specific prerequisites leading to a credential, or a “Start with Arts” exploration plan.
Obviously, the plans should be dynamic, allowing students to change their plans as their studies
continue. In addition, the plans could become part of a portfolio built with the College and will,
therefore, facilitate tracking and provision of appropriate supports by the College to particular
types of students.

Office for New Students

Currently, new students entering Douglas College are largely treated in the same way as returning
students, the same as those who (hopefully) have already learned to navigate the College, its
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terminology, its bureaucracy, and its campus environment. In contrast, many students find
accessing post-secondary education to be a daunting experience, full of new challenges and
institutional expectations for which they may be ill-prepared. By establishing an Office for New
Students, the College hopes to establish a positive, welcoming relationship with all new students
while at the same time assisting them in a successful transition into Douglas College.

Flexible Course Delivery

Douglas College will augment its current set of course delivery formats to respond to the
flexibility needs of students. Some of the changes will simply be to make more use of existing
practices, such as evenings and weekend offerings, condensed, and intersession formats. Other
changes, such as variable paced learning, will represent new practices for Douglas College.

Opportunities for learning that are not rigidly tied to the general college timetable and calendar,
e.g. weekend delivery and hybrid courses, will be expanded. In considering what variations would
best meet student needs, attention will be paid to the registration and scheduling systems needed to
support alternative delivery. Such services as WebCT and the Library’s Virtual Reference enable
students to continue their studies when all other areas of the College are closed.

Summer institutes could offer existing curriculum in new formats, as well as new curriculum that
would not be available the rest of the year. Using a cohort model, they could provide ways of
linking or enhancing new or existing courses to create a uniqgue summer experience for students.

Collaboration

Collaboration between faculty who drive instructional innovation, College employees who provide
support services to students and other College employees will an area of emphasis. The
development of a student-oriented service model requires collaboration with administrative
assistants, lab assistants, service providers and many others across all divisions of the College,
non-instructional as well as instructional.

Providing students with support, answers to questions and help with registration and scheduling
systems are obvious examples for collaboration, e.g. a permanent Timetable Committee, but
affected services such as the departmental assistants, bookstore, cashiering, and the library will
also need to be considered. The ability to provide support services to students and employees in a
flexible manner dictates that planning for curriculum and educational services be broad-based and
cross-college. Such initiatives as the existing collaboration between the Library and the Learning
Centre set the stage for further collaboration across the College.

The Academic Plan lists several dozen proposals for new and revised programs, not all of which
will necessarily prove feasible to implement. Mechanisms will be strengthened for assessing the
implications of each program proposal on service areas, and then for looking at the combined
implications across all programs and at implementation scheduling.

Services Currently Offered at Douglas College

Douglas College’s longstanding commitment to a holistic and balanced view of education is
reflected in over two dozen departments and functions outside the classroom that it funds annually
in support of learning. Some of these services involve direct contact with students, e.g. the work
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performed by a reference librarian or a financial aid clerk, but many service areas work without
direct student contact to help establish an environment that facilitates learning. Neither category is
more important than the other; they are simply different.

The following table lists only the key ways in which the services contribute to the educational
mission of the College.

Services in Support of Students and Student Learning

Department or Function

Direct Contact with Students

Indirect Support

Bookstore

Textbooks and learning materials

Application Services (CEIT)

Support of learning software applications:
WebCT, myDouglas, Banner self-service
applications

Support of business software applications
Support for web, analysis and project
management services

Client and Learning Services
(CEIT)

Help Desk,

Technology and applications workshops in
classrooms at request of faculty

Operation of Student Media Centres
Self-help and support websites for students

Support of classroom learning technologies
Production of Instructional media
Collaboration with faculty developing course
using technology and/or WebCT

Technology Services (CEIT)

Support of technology infrastructure
including network, servers, computer
hardware and middleware

Centre for Sport, Recreation and
Wellness

Varsity athletics

Clubs

Recreation

Wellness

Non-credit sport programming
Youth camps

CSRW website

Athletic Calendar

Monitoring of facilities

Monitoring of student-athlete academics
Fund-raising

Centre for Students with
Disabilities

Adaptations

Communications and Marketing
Office

Information about college and programs

College website, myDouglas
Recruitment advertising
Program marketing

Counselling

Student personal, career, and educational
counselling

Academic probation interviews

Petition and appeal consultations

Career resource centre

Douglas Development

Sessions open to, and involving, students

Capacity building for employees

Employee Relations

Employee recruitment
Scope of employee jobs

Facilities: Lost and found Furnishings
First aid Room hooking
Policy enforcement Health and safety
Switchboard Custodial
Buildings and grounds
Environment
- Food Services Cafeteria and vending machines Catering

- Parking Approval of parking passes Parking facilities

- Print Shop Production of learning materials, college
information and promotional materials

- Purchasing Purchasing

- Security Security / information kiosk

Financial Services

Fee payments

Accounting
Enrolment reporting
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First Nations Office

Advising and workshops

Student space

Foundation and Alumni Office

Mentoring programs

Fund raising and financial aid for students

Harassment Advisors

Physical and psychological safety

Institutional Research

Information about students and community
Feedback from students

Facilitate college-wide planning and
evaluation

International Education

Information about college and courses
Orientation and support

Homestay placement

Social and cultural programs

Study abroad programs

Scholarships

Visa and medical insurance support

Learning Centre

Tutoring and peer tutoring
Individualized learning plans

Self-help resources

Learning Resources

Physical and electronic collection

Reference services

Information literacy skills

Information skills learning and instruction
Audio-visual services and equipment training
Circulation of materials

Reserve materials and inter library loan
Services for disabled students

Systems management: cataloguing and
online access to catalogue

Database management: external library
utilities and vendor systems, circulation,
acquisitions, serials, website and internet
access

Student photocopy services

Study and preview rooms

Computer hardware access

Office of New Students (planned)

Student Recruitment
Orientation
Educational planning

Advocacy for new student issues

Registrar's Office:

Applications and admissions

Front desk inquiries

Transcripts

Registration workshops

Student appeals

Course transfer credit evaluation
Scholastic probation and probation clearance
Orientation (online and in-person)
Registration (credit and non-credit)
Fee payment processing
Graduation eligibility and ceremony

Calendar and course outlines

Class lists

Course and exam scheduling

Academic alert and probation

Electronic exchange of student data outside
college

- Academic Advising Recruitment
Information about college and programs
Course selection and transfer advice
- Assessment Services Placement testing Testing schedules

Results interpretation and post-testing results
Credit, licence & prof'l recognition (PLAR)

Print info about specific assessments

Student Employment Services

Information regarding on and off campus
employment

Student Financial Aid

Advising
Processing of applications
Emergency support

Women'’s Centre

Advising and workshops

Student space

Planning Process

The first step in the current round of strategic planning was the development of the Douglas
College Academic Plan, a document that focuses on the heart and soul of the institution. As that
document was nearing completion early in 2005, the departments in the Educational Services and
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in the Finance & Administration divisions began working on the Learning Support Services Plan
to support and enhance the directions spelled out in the Academic Plan.In mid February, managers
and directors met for a day to share their assessments of the educational environment and the
implications for services. (This was the first time in many years that the two divisions, along with
Employee Relations, had met to consider coordinated long-term planning for services.) The day
included activities ranging from brainstorming to a review of a provincial document entitled
Learner Support and Success: Determining the educational support needs for learners into the
21 Century.

A small committee from those attending the February 14 planning retreat was established to
consolidate the day’s information into a format that would be the start of the first draft of the
Learning Support Services Plan and which administrators could use by way of background
information for subsequent input at the departmental level to the Learning Services Plan. The first
documentation to emerge thus contained environmental information, implications for services
arising from the Academic Plan, and some sketchy suggestions about general directions for
services.

In mid March, an incomplete first draft was circulated to service departments and deans for review
and input. A second draft, with a fairly complete first half but still sketchy with respect to goals
and objectives, was circulated to departments in June and to all employees, via email, at the end of
August. The resulting feedback led to a fairly complete third draft that was sent to Education
Council in September for review and comment. Following feedback from Education Council in
October, the next draft was posted in November on the Institutional Research website’s planning

page.

Education Council provided its final feedback in the November meeting . The plan was presented
to the Senior Management Team and the College Board in December 2005.

Learning Services Philosophy:
Building Relationships with Students

Learning at the Centre

The mission of the College is to enhance the skills, knowledge and values of life-long learners in
meeting their goals and to respond to diverse community needs in a rapidly changing society. The
College accomplishes this through structured academic curriculum as well as through creating a
community that promotes learning and personal development. The learning community extends
beyond the classroom into the every function and action of the College; learning is the hallmark
that should characterize all aspects of Douglas College.

The College intends to strengthen the way in which its culture and environment focuses on
learning. It uses the term ‘learning-centred’ as a signal that in addition to attending to the
curriculum it delivers, the College also cares what learners comprehend, retain and are able to use
of the curriculum. Because the focus is on what students are learning, and not only on what
instructors are transmitting, ongoing classroom feedback and assessment of student learning are
needed to facilitate instructional and service adaptation during the learning process.

Differences in student learning preferences, life situations, and academic preparation affect how
and what individual students learn. One size does not fit all and Douglas College seeks to
customize its interactions with individual students to the extent possible. It uses a growth and
development philosophy, not a deficit or “fix-it” approach, that accepts individual students where
they are and moves them forward. In defining educational excellence in terms of outcomes
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achieved and the change in students, and not in terms of what students bring with them upon
admission, Douglas College affirms that all students are important and can learn. Douglas College
is thus a learner-centred institution, as well as a learning-centred one.

Services that Support Transformational Experiences

As a learning institution, Douglas College seeks to play a transformational role in students’ lives.
Graduates should exit not only with a quantitatively greater set of skills and knowledge, but as
qualitatively different people. Some of the service areas represented in this Plan have a direct role
in the transformational learning of students, e.g. counsellors, librarians, peer tutors, team coaches,
transition planners, etc. At the other end of the services continuum, some areas have transactional
relationships with students, helping them to pay fees, register in courses, find a place to study,
have a snack, buy a book, park a car or access the Internet. Here the service goal is to remove
barriers, providing quick, friendly and convenient service that fosters an environment conducive to
transformational learning. Viewed narrowly, these service can be seen as mere housekeeping;
viewed comprehensively, they are of strategic importance to the College’s goal of being a first-
choice institution.

Whether providing transformational or transactional services, the College delivers services in a
developmentally appropriate manner that helps students become responsible, self-directed and
self-sufficient individuals. It provides individual support when appropriate, especially for
newcomers, but it does not foster dependency.

A physiotherapy metaphor is closer to the Douglas College services philosophy than one of retail
merchandising. The College is sensitive to the distinctive needs of individuals, but it does not
accept a “customer is always right” attitude. Rather, it seeks to gently move students beyond their
comfort zone, helping them to distinguish what will work for them over time from that which is
expedient but which may not serve them well in the long run.

Expectations

Students

As students progress through the learning experience, the College’s expectations regarding student
responsibilities rise. In some instances, these expectations are as simple as expecting them to show
up for appointments or to read and remember instructions. In other instances, it means students
must take responsibility to become actively involved in shaping what services are provided at the
College and how they are delivered.

Whether working with students inside or outside the classroom, College employees seek to
establish a positive relationship with students, taking into account students’ points of view,
welcoming them and displaying initiative and creativity in solving problems.

The services provided by Douglas College support the open door philosophy of college education
but do so in the student success tradition, not setting students up for a premature departure due to
enrolment in particular courses that are inappropriate for them. Whether the services provide
motivational and attitudinal support for students, assistance with subject matter content, or simply
address the day-to-day physical and administrative needs of student life, services are provided
with the long term goal of encouraging transformational change in students.
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Employees

While students are the College’s first priority, our employees are its greatest resource. The
individual efforts of college personnel construct the atmosphere, standards of care and attitudes
that communicate volumes to people within and without of the College. Therefore all individuals,
no matter what their role (support staff, faculty, administrator, etc.), are the key contributors to a
vibrant, respectful learning community. All employees are expected to contribute to the overall
goals and objectives of College, recognizing that everyone must do their part. When serving a
colleague in a respectful constructive way or supporting the learning of students, employees are
key to making Douglas College the best place to work and learn.

Strategic Goals for Services at Douglas College

Support for Instruction

Academic Plan Implementation

Strategic Goal #1

Douglas College will establish cross college planning and collaboration to unify efforts and
improve intra-college communications.

The implementation of several goals in the Academic Plan depends on successful collaboration
with service areas. To accomplish the goals of this plan will require significant cross-college
collaboration.

The Learning Support Services plan is developed to support the Academic Plan (2005) and
follows the same strategic direction. Implementation of the Academic plan will lead the way to
establish many important priorities that informs this plan. The strategic issues of the Learning
Support Services plan will also inform and affect the implementation of the Academic plan.
Although these two documents appear static at the dates that they are published, one need not
assume that planning has ceased or that the implementation of one can be done in isolation of the
other. Therefore the intent of these planning documents is to work together dynamically to
accomplish the mission of the College.

Listed below are those items that are of strategic importance that have significant impact on the
services sectors of the College. Implementation plans for these areas are a priority.

e Coordinated Assessment and Advising
Student Educational Plans

Office for New Students

Flexible delivery of instruction
Academic Signature

Much activity arising from the Learning Support Services Plan will be to continue and improve
incrementally what the College is already doing well. The following themes will guide the
changes that Douglas College will be making in the coming years.
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Flexible Delivery of Instruction

Facilitating the scheduling of courses off the weekly timetable matrix, in blended online and face-
to-face formats, and over periods other than a standard semester, is a College priority but it has
huge implications for many service areas. Even grouping students in cohort models or in learning
communities can present significant challenges.

In order to facilitate the flexible delivery of instruction, new versions of the Banner Student
Information System will be implemented in a way that uses start and end dates for courses, rather
than semesters, as the basic building block for schedules. By viewing Banner as a college-wide
resource to be used for all credit and non-credit activity, including contract training, summer
institutes and visiting students, an integrated data base will be available in real time for a range of
services such as the Bookstore, producing student cards, and authorizing Library borrowing.

Along with using technology to allow for the efficient delivery of customized services, all service
areas will work towards making their services available year round, in the evenings and on the
weekend. This may not mean the same service levels at all times, or even in-person staffing, but it
does reaffirm a direction many departments have already started in support of non-traditional class
schedules.

As much as possible, students will be given more choice in how they access services, e.g. in-
person, online, or by telephone. Multiple modes of registration will be explored - cohort groups
might have fixed schedules, while other groups continue to pick and choose — and more options
will be developed regarding the payment of fees. The goal is to recognize and accommodate the
different types of services that are appropriate for different types of students.

Learning Commons

Although no single definition exists of the learning commons approach that is spreading across
North American postsecondary education, the common thread is that it brings together a
constellation of services in a single location (both physical space and a virtual presence.)

The benefits for students include one-stop service, visibility of specialized services, and longer
hours. Benefits for the College include economy of scale, and opportunities for innovation and
collaboration across departmental boundaries by employees.

The Library and the Learning centre will continue to spearhead the development of the learning
commons and to promote involvement by other areas of the College.

Student Experiences

Douglas College Experience

Strategic Goal #2

Using the Douglas College Values, the Academic Signature outlined in the Academic Plan, and its
Learning Services Philosophy outlined in this plan, the College will intentionally position itself in
the postsecondary education sector of British Columbia and beyond.

A college-wide task force will explicitly define the Douglas College student experience, including:
o the College’s commitments to the student experience
e how those commitments will be communicated
o how the College will ensure it is living up to the commitments
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e how the College will strengthen those commitments.

All programs, services, departments and divisions will be expected to
e establish goals to achieve a distinctive Douglas College educational culture
o evaluate progress towards the strategic goals
e communicate the goals to our students, communities and stakeholders
e encourage students to remain at Douglas College by being current about changing student
and faculty expectations.

Communicating the Douglas College Experience will be accomplished through an integrated
marketing plan that strategically positions the College image in the community (branding),
markets our course offerings/programs and enhances our relationship with important
constituencies. The integrated planning will be led and facilitated by the Communications
Marketing Office with all sectors, departments and divisions being responsible for accomplishing
the integrated marketing goals.

Work on defining the Douglas College Experience has already begun in what the Academic Plan
calls the Academic Signature. At the same time as the Academic Signature is being fleshed out,
the College will articulate the experiences students should expect outside the classroom in
recognition that learning can be facilitated and recognized in a variety of venues throughout the
institution.

Student recruitment and retention are primary goals of the College. Students evaluating whether to
attend or to continue at an institution will consider such factors as the overall assessment of
curriculum, faculty engagement, student amenities, campus ecology, community reputation and
their personal experience. Establishing a distinctive environment, and then accurately describing
it to potential students, will be much more than a public relations exercise.

Douglas College will pay particular attention to students’ first impressions, examining initial
communications and contact in many areas. If students cannot find a parking spot or figure out
whether they are allowed to enter the campus through a certain door, if the only person available
to help them is a security guard, if they get lost on their way to assessment testing, if they are
impersonally referred to another department for assistance and that next office is closed, then any
message that Douglas College formally communicates to students that it cares about them as
individuals, and will help them “go anywhere from here,” will ring hollow. Rather, the Douglas
College student experience will be characterized by human, friendly, helpful and comprehensive
assistance that will encourage students to study and succeed educationally.

Student Life and Engagement
Strategic Goal # 3

The College will create a welcoming, engaging environment where the student experience and
learning is paramount.

The College will focus on improving the student experience, enhancing student life and engaging
students at all levels of the College. This will also be coupled with student leadership
development opportunities. The College intends to engage students in and outside of class as a
reflection of the holistic nature of our educational mandate.

Douglas College’s functioning as a commuter college makes student engagement in campus life
more challenging, but no less important. Because student effort and involvement are critical to the
impact educational institutions have for students, institutions need to make conscious efforts to
engage students outside the classroom as well as within it.
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The College will establish formal structures that involve students at all levels of the College. The
goal is to:
o formalize the College’s focus on students, their needs and issues
enhance the student experience and increase student satisfaction
increase student participation in the College
student satisfaction
formally recognize student involvement in campus life.

Tactics for achieving this goal will include fostering a healthy student union, clubs and societies,
recreation and athletic programs, and using students in college activities such as recruiting, peer
mentoring, and student ambassadors.

Student Leadership Development

As a concrete step towards ensuring the student voice is heard and towards engaging students,
Douglas College will provide leadership and service training opportunities for senior students.
This will become the basis of a student leadership development centre, perhaps housed in
association with the Office for New Students, where students will learn key skills that complement
their academic learning.

Physical Space

The College has well maintained facilities that serve the basic needs of learning and services.
Increasingly, the impact of physical environment as a workplace and as a place of learning is
contributing to the overall atmosphere of the College. In addition to functionality, physical space,
signage and appearance of the buildings create a public statement of the College values and
priorities. If we say our students are our primary focus, then student needs must be reflected in the
physical space. Even the tidiness of washrooms sends a message about quality and college
priorities. As marketing and the recruitment of students become more critical, the physical campus
needs to reflect the key messages and needs of the learning-centred college.

The main public spaces at each campus will communicate the educational purpose and values of
the facility, much as the existing biographical plaque about David Lam explains the naming of the
Coquitlam campus. Finding ways to welcome students and to provide signage that supports and
communicates the College’s goals will be addressed. Cost effective ways of creating student
interaction will be explored, e.g. when renovating portions of the buildings, we will seek to
promote student interaction and engagement on campus.

Student Entry to College

Marketing and Attracting Students

Strategic Goal #4
The College will pay significant attention to attracting students and supporting their success.
Douglas College views student recruitment as encompassing activities that occur up to the point

where students pay fees and register in courses. Thereafter, activities fall under orientation and
retention umbrellas.
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Current efforts to attract students are disjointed and need to be coordinated. Within the Office for
New Students a student recruitment function will be established to facilitate and coordinate
existing initiatives to enroll students in credit courses and programs, and to supplement
departmental recruitment efforts in mutually supportive ways. The office will be a means for
implementing relationship goals, e.g. frequent and friendly contact with students before they start
classes, and for one-stop service delivery.

Marketing and recruiting students for non-credit offerings is a specialized function. It needs to be
very responsive and coordinated with the activities of program-based marketing. The thinking at
this time is that non-credit marketing will remain decentralized and that the recruitment office
would focus its efforts on providing infrastructure for recruiting credit students.

Rather than a scatter gun approach, strategic market analysis will be used to recruit the right type
of applicant for each program. It will not be a case of closing the College to certain types of
students, but rather of matching them to the right area of the College. By telling prospective
students upfront what attributes are likely to make for success in a particular field of studies, the
College may get fewer applicants in total, but the applicants will be more appropriate. Thus the
attrition at each step of the enrolment funnel, from application and admission through to
graduation, will be reduced. In many respect, this approach simply extends college-wide what
already occurs in some limited enrolment programs at Douglas College.

Office for New Students

The College will develop an office that has specific responsibility for helping new students. This
office will not only be a point of first contact with the College, but also a point of continual
support for students until they have completed one semester’s worth of studies. The central roles
of the office will be to help students navigate their route into the College and to help students to
overcome any barriers they experience along the way. The office would not replace the function
of any other office at the College but would provide a new role: ensuring entering students become
persistent students.

The purpose of the Office for New Students is to increase persistence rates by helping students and
their families make a smooth transition into college. Operating initially with modest staffing, it
will facilitate connections among existing service providers, not take over delivery of those
services. Its mandate will include:

e  student recruitment

e comprehensive orientation program

e reception to college (e.g. parking passes, computer accounts)

o fostering relationships: student to student, and student to employee

¢ advocacy and coordination of college-wide efforts.
Information kiosks will be established in high visibility locations to provide a personal touch.
Kiosks will be staffed by knowledgeable and skilled employees who, along with peer support
students, will welcome, provide directions and respond to first enquiries.

Admission and Registration

The College will take steps to make application, placement assessment, and registration seamless,
simple, and prompt. (Students should devote their energy to learning the curriculum, not the
intricacies of the registration system.)

Placement assessments will be embedded in student educational planning and not standalone

activities only for individual courses and programs. Students will develop paths based on their
educational assessments.
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In open enrolment areas, students will receive more guidance about course choice and sequencing.
This means the College will have to ensure the courses student need are available. More open
enrolment students will enrol in cohort or learning community arrangements.

In limited enrolment areas course registration will be tied more closely to the admission process to
the extent students are required to take certain courses, e.g. students could receive a partial
timetable upon admission.

Support for Strategic Enrolment Management

Marketing encompasses more than publicity and promotion. It involves identifying the needs
(educational needs in Douglas College’s case) of potential students, determining what services and
delivery modes would best meet those needs, and assessing what costs of time, money and effort
potential clients might be willing and able to bear. All of this market analysis occurs in the
context of what other service providers are able to offer.

Douglas College will rely increasingly on market analysis to ensure it is responsive to external
needs. Some of the work is technical, and involves the use of business intelligence tools, but
much of it depends on a commitment to educational values and a desire to serve the community.
An important output will be a continually updated student communication plan.

As plans emerge for managing enrolment strategically, a high priority is the establishment of an
office which focuses on attracting new students. Its first activities will concern high school
liaison, given the importance of secondary schools as a source of college students and that relative
ease of reaching this subpopulation. Attention will then expand to the 18 -24 and 25 — 29 cohorts,
e.g. through linkages with employment agencies and Human Resources and Skills Development
Canada.

In addition to attracting and enrolling new students, service areas will work with instructional
areas to foster high rates of student retention and program completion.

College Culture
Strategic Goal #5
The College will find new ways to empower employees to adapt to a new college culture.

This plan’s approach to serving prospective and current students has a number of implications
related to College culture. Employees must be recognized for the work they do and the
contribution they make to the College. All employees play valued roles whether it is as
administrative support in a faculty department, the bookstore clerk, the lab assistant or faculty in
the classroom. The College will build and maintain a culture based on mutual respect, where all
are acknowledged for the particular expertise they possess. Whether in front-line roles or those
with a lower profile, all personnel have an impact on the working and learning environment.

The College will build cross-campus awareness that facilitates understanding of the constraints
facing each department. The College will seek to have common goals and understandings
regarding the types of experiences that it is seeking to provide students, and to send consistent
messages. Each area of the College will need to explore and identify goals and objectives to
address these issues.

Employees must feel confident in their own ability and in the ability of others to make a positive

contribution to the student experience. This will require attention to training and self-learning
opportunities that keep employees productive and the College competitive. Each Department will
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work to identify relevant training and self-learning activities and work with the appropriate
individuals or groups to ensure such activities are made available.

In order to transition to a “service attitude”, all employees need to take responsibility for the
contribution they make to the culture of the College. Respectful and professional behaviours must
be modelled not only in our interactions with students but also in our daily interactions with each
other, even when those interactions involve disagreement or conflict. All College employees are
responsible for modelling respectful and professional behaviours in all interactions.

Employees will be empowered to make independent decisions within specified boundaries in
response to individual student needs.

Service Attitude

A service attitude is central to the educational mission of the College, but the pressures of daily
operations may erode it. Douglas College reaffirms that it is committed to providing excellent and
proactive service for students, colleagues and our larger communities. It views matters from the
student and employee perspectives, helping them to solve problems that may cross departmental
boundaries. Some employees are naturally oriented this way, but for others a service attitude
requires some degree of awareness training and skill acquisition — skills, fortunately, that are
contagious, easy to acquire and already evident in many parts of Douglas College.

Employees will be empowered to deal appropriately with individual students, working within
guidelines about latitude and range of discretion that they are permitted. Collaboration across the
College is needed to achieve service goals in a timely fashion and to implement a relationship
model.

The marketing and problem-solving skills of frontline staff, in particular, will be emphasized and
valued. They must have the skills and understanding to deal with a diverse student body and a
complex institution.

Explicit service level agreements with clients, both students and employees, will be used
increasingly to articulate, rationalize and formalize expectations and responsibilities of the various
parties. These will be integral to building lasting and productive learning relationships.

Service delivery standards for in-person contact and for such purposes as the use of email and
voice mail, e.g. response time, will also grow in importance. Standards will be established and
applied across the College in services, faculties and administrative departments. The student voice
will be present in setting of benchmarks for quality assurance purposes.

As much as possible, the College will avoid telling students “You’ll have to come back when....”
Whether it’s students wanting to get organized before the start of semester, or students seeking the
convenience of evening and weekend interactions with the College, every effort will be made to
reduce barriers.

Relationships

The College will emphasize a relationship model with students rather than a transactional model.
The thoughtful use of online and automated response technology will not distance students and
clients from service area staff, but rather will give frontline staff more breathing room to develop
relationships with students, faculty and staff.
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In light of information overload, students are looking for a trusted source of information filtering
and organizing. In the commercial sector, this is the need that branding seeks to meet. In the
educational sector, students appear to be looking for sources of guidance who they feel understand
their values and situations. Students have become used to a customer service attitude in the
commercial sector. Responsive, customized, and proactive service is the goal at Douglas College,
regardless of whether the service is provided in-person or via technology.

Douglas College will also foster meaningful relationships among students outside the classroom. It
will help student-led groups, such as clubs and societies associated with the Douglas College
student union or with college programs and departments, to build their capacity to be effective and
vital organizations. Employees and students alike have a responsibility to foster vibrant campus
life.

College employees need to be creative problem-solvers who can see and anticipate circumstances
from the student’s point of view, who go the extra mile and who are not bound by a narrow
interpretation of their job description. The relationship model works best when exceptions to
procedures can be made without setting precedent. Employees will have more latitude, within
clear parameters, so that decision-making moves towards the frontline people where transactions
take place. (This also means the College needs to be upfront that some procedures are not flexible
and not negotiable. Effective relationships also mean the College taking responsibility to ensure
students receive early notification that they are at risk, much along the lines of the recent academic
alert system to supplement academic probation and the move towards a more systematic approach
to placement assessment.)

The cohort model of grouping students together is a pivotal tool not only for relationship-oriented

services, but relationship-oriented learning. The Learning Commons approach, and the availability
of physical space where students can interact and replenish their energies, will encourage students
to build connections that foster long-term involvement and commitment to Douglas College.

College Employees

Change Management

The volatility and importance of Douglas College’s external environment are as significant today
as in any of the thirty-five years since Douglas College was founded. The College’s long-term
viability depends on the extent to which its personnel acknowledge the importance of change
management and become skilled in it. The challenge is to find ways of acknowledging and
protecting excellent services that already exist, while at the same time being open to further
improvement and willing to stop doing things that do not work very well or are of less
significance.

To help achieve the goal of making change an opportunity and not a threat, the College will shift
from “management by policy” to “management by goals and objectives”. The focus on goals and
outcomes will require decision-making that is more evidence-based. Especially in situations where
change may be unsettling, not only will decision processes have to be transparent but criteria will
have to be as explicit as possible.

Training and resources will be made available to individuals for fostering change initiatives within
their departments. Rather than simply asserting the urgency of change, open communication about
the need for change, opportunities for joint problem-solving, and an articulated vision of the
desired future are all ways of helping change to occur in a constructive and exciting manner.

In situations where the freedom to act is constrained, the limits to input and direction-setting by
employees will be clearly stated at the outset so that employees do not subsequently feel their
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advice has been disregarded. In a similar vein, Douglas College will respect its collective
agreements and will work with unions to deal successfully with change in ways that recognize the
needs of all parties.

Decision-Making and Data Integration

The effective use of technology will facilitate the information required for good decision-making
as well as allowing individuals to provide personal services to students, other employees or the
public. The increasing need to analyze data from a variety of sources, coupled with the
convergence of technologies and the emergence of new technology, will enable the College to be
more strategic and effective in planning, implementing and supporting operations..

Data integration, using such techniques as data warehousing, data marts and business intelligence
tools, will be a priority. Information obtained from decision-support vehicles will be made widely
available in support of evidence-based, goal-oriented decision-making with explicit criteria.
(Evidence-based decision-making does not mean waiting for the perfect data, but rather an attitude
of seeking practical ways of collecting data and doing the best possible with information
available.)

Strategic Partnerships

Collaboration across the College is needed to achieve service goals and to implement a
relationship model. No single technique will minimize internal silos, but such approaches as
annual goal setting that involves all divisions to reduce territoriality and to enhance joint problem
solving will be used. Training, performance improvement processes, and simply access to
information and careful attention to communication needs will also be emphasized.

Processes will be established to ensure that contractors, such as those providing parking and food
services, subscribe and deliver the same philosophy and style of interacting with students as is
evident in the rest of Douglas College. Opportunities for partnerships with external organizations
will be sought, such as the consortium college information technology departments established to
develop and share training programs for their staffs. In seeking external opportunities, care will be
taken to ensure partnership agreements reflect college values such as students being the first
priority and practicing social, environmental and community responsibility.

As Douglas College establishes more partnership agreements with other postsecondary
institutions, e.g. collaborative degrees, it will need to anticipate the types of services students will
need when they are not on their home campus.

External Relations

The mandate of the Douglas College Foundation and Alumni Office was recently broadened to
include external relations: ensuring Douglas College instantly springs to mind when thoughts turn
to postsecondary education at the local level. The Foundation will continue to raise money in
support of student aid, but the Alumni Association will shift direction in order to connect with
current students. Nurturing current students will make it easier to maintain relationships with them
long after they leave Douglas College.
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Tools for Service Delivery

Leveraging Technology for Service Delivery

Strategic Goal #6

The college will use technology to improve service delivery and reduce administrative tasks so
more time can be used in transformational activities.

Technology and increased modes of service delivery will allow more choice to students in how
they access services. Technology will be used to support employees and students to communicate
more effectively, reduce duplication of effort and provide for greater self-service.

Technology

Technology will continue to have a significant impact on College operations. While technology
will continue to get cheaper, the cost of integrating various applications that support the
“business” of the College will continue to increase, at least in the short-term. The College will
consider establishing a baseline of services that all employees and students will be expected to use.
Transitions to the “baseline” of services will require educating both employees and students to use
these new services effectively will need to be built into planning process.

The College will formalize processes and procedures to maximize the use of technology and
streamline work processes. New processes will be established to:
e integrate data for decision-making,
e strategically leverage the acquisition and deployment of technology and
e use technology to streamline business practices for greater efficiencies
e.g. using Banner more effectively to reduce duplication of work by instructors and
registration staff be implementing on-line grade reporting.

Website Tools

The web will continue to grow in importance for distributing information, as well as for providing
services. In response to this trend:

e Departments will be given tools to make it easy for them to put information on the
College website and to keep it current

e  Guidelines will be followed for a common look-and-feel that gives Douglas College a
visual identity, yet provide flexibility so that departments can provide content that meets
departmental needs

e A means for ensuring consistent information and appropriateness of web content in a
decentralized environment will be developed.

Self Service and Use of Educational Technology

The judicious use of educational technology, particularly web access to services, is key to
reducing service bottlenecks and freeing up staff time to deal with matters that are not routine.
Technology is a bridge or common denominator between clients (students and employees), the
Academic Plan (educational content) and the Learning Services Plan (educational experiences and
support largely provided outside the classroom).
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From simple self-help websites for password maintenance in WebCT and myDouglas to the more
complex registration process and on-line tutoring and related self-help resources, students are
increasingly comfortable with connecting to the College electronically at all hours of the day and
from many locations. Employees are also becoming more used to this interface as well, although
more services need to be available to them. As well, the introduction of a web content
management system will give employees direct access for updating their portion of the College’s
web environment.

The strategy for improving the delivery of electronic services is to leverage the technologies that
the College already owns, e.g. WebCT, myDouglas (Luminus) and Banner self-service for
students, faculty and staff. By focusing on a few vendors, support costs are reduced and
information technology staff can develop expertise. Technology from these existing vendors will
be used in new ways as software upgrades become available.

As well as making technologically mediated services accessible, considerable attention will be
devoted to orientation and training, and to personalizing and customizing services for clients
through such means as portalization.

All employees will be expected to use certain baseline technology: Groupwise email, MS Word,
PowerPoint, eventually to submit duplicating jobs digitally, etc. This means giving employees the
training and knowledge to use the available tools effectively.

Next Steps

Related Plans

The next step of the planning process will be to develop a tactical plan, a document which
addresses how the goals in the Learning Support Services Plan will be achieved. The specifics of
who will get what resources to achieve which objectives will be updated annually through
operational planning such as the budget process.

Concurrent with the development of the Learning Support Services Tactical Plan, the document
focusing on actions and specific implementation steps, the themes about learning support services
will inform the next edition of Douglas College’s strategic plan. Strategic directions outlined in
the Academic Plan and the Learning Support Services Plan, supplemented with a few additional
topics such as the College’s facilities strategy, will form the basis of the next college-wide
strategic plan.

In all of this work, Douglas College decision-makers will be mindful of the impact substantial
changes have on dedicated and hardworking employees. It will strive to ensure change is
perceived as an opportunity and not as a threat.

Future Decisions

A number of topics concerning college services were identified as important during the planning
process but which are unlikely to be implemented in the short term given workload and resource
constraints. Two of these topics, Wellness and Job Placement services, are nevertheless long term
goals of Douglas College. They are discussed below because further consideration about them will
be needed in the coming year or two.
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Student and Employee Wellness

Wellness can be interpreted broadly to encompass everything from physiotherapy and acupuncture
through spirituality in the workplace and violence prevention. A number of departments are
already promoting wellness (e.g. Centre for Sport, Recreation and Wellness; Douglas
Development; Health and Safety Committee; Employee Relations; and Food Services) in addition
to curricular content delivered to students in the classroom.

Among the issues facing Douglas College is how best to coordinate efforts to promote wellness
and to form strategic partnerships. One idea is to provide space and infrastructure for a health
centre on each campus. If such a concept were to emerge as part of a wellness strategy, use of the
centre would be entirely optional and at the client’s initiative. The College would not subsidize the
centre’s operation but would rely on revenues from billings to the Medical Services Plan, health
insurance, user-pay and other cost-recovery strategies.

Job Placement Services

The College makes print and web services available to all students, and individual employees
often do a great deal to assist their students in the labour market, but there are a number of unmet
needs regarding job placement services. With limited resources and the need to establish strategic
priorities, the College is not far enough along in its deliberations to know at this time what
additional job placement services it can commit to.

The Training Group has considerable expertise and experience in delivering labour market
services; there may be opportunities for The Training Group to play more of a role for students in
credit programs. Other topics to explore include building on cooperative education and service-
learning initiatives, and perhaps providing a “gap year” option for graduating high school students
involving some work experience and career planning for credit.
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