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Criterion 6. Supporting Institutional 
Operations 

 
CONTEXTS (C)            
 
6C1. Key Student and Administrative Support Service Processes and Needs  
 
Four key student and administrative support service areas exist at JJC: student services, student 
activities, learning support, and administrative support. Figure 6.1 illustrates how all student and 
administrative support services are geared towards helping students learn. Figure 6.2 outlines how 
the needs of students and other stakeholder groups relate to the key student and administrative 
support service processes. 
 

6C2. Reinforcing Student Learning 

Figure 6.1. Key Student and Administrative 
Support Service Processes 

Figure 6.2. Needs and Related Support Service 
Processes 
 

Support 
Area 

Processes 

Learning 
Support 

Tech Prep., Academic Computing, 
Academic Skills Center, Counseling and 
Advising, Honors Program, Library, 
Portfolio Assessment, Project Achieve, 
StAR 

Student 
Services 

Admissions, Financial Aid, Payment 
and Billing, Bookstore, Records, 
Graduation, Career Services, Fitness 
Center, Minority Student Affairs, 
Multicultural Transfer Center, ENLACE, 
Student Development Office 

Student 
Activities 

OSA, Clubs/Organizations, Student 
Newspaper, CCC, Athletics, Holistic 
Wellness, Leadership, Student Gov. 

Admin. Business and Administrative Services, 
Community Relations, Foundation and 
Alumni Relations, OHR, Information 
Technology, Institutional Effectiveness, 
Professional Development, Physical 
Plant, Campus Police  

Support 
Area 

Needs Process Needs 

Learning 
Support 

Orientation; transition 
services; academic 
guidance; counseling and 
advising; access to 
learning tools; 
placement/testing; 
tutoring; disability 
services; intellectual 
growth 

Multicultural transfer center; 
Project Achieve; 
Counseling and Advising; 
Bookstore; Academic 
Computing; Academic 
Skills Center; StAR; Honors 
Program 

Student  
Services 

Access to college; 
records and transcripts; 
payment and billing; 
career placement; 
recreation; minority 
services; security and 
assistance; orientation 

Financial Aid; Admissions; 
Registration; Payment 
Center; Career Services; 
Fitness Center; OMSA; 
ENLACE; Campus Police 

Student  
Activities 

Holistic development; 
leadership opportunities; 
extracurricular activities 

Holistic Wellness; CCC; 
Leadership Workshops; 
Student Gov.; Student 
Newspaper; 
Clubs/Organizations; 
Athletics 

 
Administrative support services like information technology, campus police, physical plant, and 
operations and maintenance directly reinforce helping students learn by providing a clean, 
maintained, safe, and technologically up-to-date learning environment. Other administrative support 
areas, like business and administrative services and fundraising, ensure steady streams of revenue 
sources used to enhance student learning. The OHR ensures that qualified employees whose 
background and work ethic complement JJC’s mission and values are hired and that current 
employee skills are updated through professional and personal development activities. Student 
activities help students learn by facilitating a diverse extracurricular environment designed to 
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extend the students’ educational experience beyond the formal classroom setting. JJC also helps 
students learn by providing services that directly relate to institutional mission and goals, such as 
supporting access to college through the Office of Financial Aid, commitment to diversity and the 
OSMA, transition to baccalaureate institutions and the Multicultural Transfer Center. By focusing 
on customer service and measuring satisfaction, JJC ensures that students not only have convenient 
access to services, like keeping the payment and billing center open until 8 p.m. and on weekends, 
but also that students are not distracted from learning by spending unnecessary time and energy 
working with student service offices. Learning support helps students learn by providing the tools 
students need and by measuring and evaluating use, satisfaction, and value. Table 6.1 displays how 
key student and administrative processes reinforce distinct institutional objectives. 

Table 6.1. How Key Student and Administrative Processes Reinforce Distinct Institutional 
Objectives 
 
Distinct Objective Key Student and Administrative Process Example 
A rich variety of current 
programmatic offerings 
and unique programs 

Learning Support – Founded in 1987, the JJC Honors Program’s mission is to challenge and 
stimulate students’ intellectual, creative, and cultural growth through exchange forums with 
faculty and students from other institutions, work with students and faculty on various 
projects, and participation in a prescribed course of study. More information can be found at 
the Honors Program website: http://www.jjc.edu/honors/  

Community service to 
the region 

Administrative Support – The JJC Foundation coordinates annual and on-going events with 
the purpose of providing funds for district students and residents to enhance their skills. More 
information about community service activities can be found at the JJC Foundation website: 
http://www.jjc.edu/foundation/   

Educational 
opportunities, including 
workforce development 
and personal enrichment 

The JJC Tech Prep program supports educational opportunities by providing students the 
opportunity to prepare for high skill, high wage careers where students can blend rigorous 
academics with occupational skill courses. More information can be found at the Tech Prep 
website: http://www.jjctechprep.org  

Students services and 
activities 

Student Services – In conjunction with the JJC Foundation, the Office of Financial Aid 
provides a comprehensive online database of private scholarships based on need and merit. 
From the site, students can download information tailored to their specific interest or major, 
browse for scholarships from which they might be eligible, and even download the entire 
2004-2005 Scholarship Book. The direct link to the website 
(http://www.jjc.edu/FinancialAid/Scholarship) can be found at the JJC homepage. 

Employee recognition Administrative Support – The Human Resources Office coordinates a Core Values 
Committee that recognizes employees who exemplify one of the six core values on a monthly 
basis. The Committee and Human Resources Office distributes Above and Beyond Rewards 
for employees who exemplify JJC’s Core Values. Other recognition programs include 
Service Recognition, On-the-Spot Recognition, and the annual Employee Recognition Day 
and Service Recognition Celebration. More about these programs can be found at the Human 
Resources Website: http://www.jjc.edu/hr/emp/   

 
PROCESSES (P)            
 
6P1. Identification of Student Support Service Needs 
 
Student support service needs are identified through a variety of methods. Four student surveys–the 
internally developed Student Satisfaction Survey and Graduate Survey, ACT/AACC Faces of the 
Future Survey, and ICCB Occupational Follow-up Survey–gauge students’ needs for specific 
services along with the satisfaction of current ones offered. Institutional research on a variety of 
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support service needs, including disability services, remedial student advancement rates, and 
retention, provides information on the needs of specific students. Individual and departments also 
conduct their own research. Academic Computing, for instance, conducts surveys of computer lab 
usage, satisfaction, and need every semester, making the results available in Microsoft Outlook 
public folders. The OSA evaluates clubs and club advisors every semester using a 360 evaluation 
process which includes student-, advisor-, and self-evaluation components. All vocational areas 
identify the learning support needs of students through an Advisory Committee made up of 
individuals from the community. The committees keep occupational departments abreast of current 
trends in specific fields, provide information about current services and programs, and make 
recommendations to administrators in the Office of Academic Affairs. More information about all 
of these activities can be found at the OIE website: http://www.jjc.edu/Admin/IE.  
 

Figure 6.3 represents the ways 
student support service needs are 
identified at JJC. The service 
needs of entering students are 
evaluated through admissions, 
registration, and orientation 
activities. Current student support 
service needs are evaluated 
through surveys and institutional 
research. Post-evaluations are 
conducted on graduating students 

and alumni through the Occupational Follow-up and Graduate surveys. Results are used to 
implement new or revise current student support services. The identification of some student 
support needs is mandated by local, state, and federal regulatory entities. 

Figure 6.3. How Student Support Service Needs are Identified 

 
6P2. Identification of Administrative Support Service Needs  
 

As Figure 6.4 shows, the process 
for identifying administrative 
support service needs is similar to 
the process for identifying the 
support service needs of students. 
Administrative support service 
needs are identified through the 
budget process, human resource 
activities, and mandated or 
regulatory statements. An example 
of needs being identified through 
the budget process is the area of 

interest-based or “win-win” bargaining, a process in which the JJC administration and faculty union 
executive board have shown a strong commitment. The process is an effective and informative 
means of reaching agreement on a variety of issues and keeps all participants better informed and 
more likely to make reasonable accommodations when utilized. The human resource needs of 
faculty are identified through monthly faculty union-administrative meetings between the Union 

Figure 6.4. How Faculty, Staff, Administrative, and Other 
Stakeholder Support Service Needs are Identified  
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Executive Board, Director of Human Resources, and President. The human resource needs of staff 
and administration are identified through PAS, where individuals negotiate stated goals and 
objectives, along with needed resources to accomplish them, with their supervisor. Individual 
performance is then evaluated on the basis of reaching stated goals and objectives. Other 
administrative support needs are mandated by external entities, contracts, or through legal channels. 
For instance, JJC must conform to the federal OSHA requirements by providing a working 
environment free from occupational hazards that could cause injury or death.  
 
6P3. Day-to-Day Management 
 
Processes for managing the day-to-day 
operations of the institution are illustrated in 
Figure 6.5. All institutional policies are 
guided by the mission and core values of the 
institution and are defined and articulated in 
the Board Policy Manual, a comprehensive 
document outlining institutional policies 
regarding codes of ethics, state relationships, 
personnel and employee matters, admissions 
policies, instruction and curriculum policies, 
graduation requirements, public and 
community services, budget and audits, and 
plant and property policies. The President’s 
Cabinet, made up of a small number of high- 
level campus administrators, interprets Board 
policies and communicates them to the 
campus through a variety of mechanisms, 
including the Administrative Council (the 
large group of all campus administrators), 
academic department chairs, and employee unions. Ensuring that the mission of the institution is 
fulfilled through guidance from Board policies is the responsibility of faculty, staff, and 
administrators. In order to ensure administrative processes meet the needs of students and other 
stakeholder groups, a variety of evaluation mechanisms exist, including post-tenure review, PAS, 
academic assessment of student learning, and evaluation of performance indicators as stated in the 
annual Performance Report, the AQIP Systems Portfolio, and the Strategic Plan through the 
institutional Dashboard. 

Figure 6.5. Day-to-Day Management of 
Administrative Processes 

MISSION, VISION, STRATEGIC PLAN 
 

Board of Trustee Policies 
 

    State and Federal 
    Policies/Mandates 

 
Presidents Cabinet 

 
Department Chairs, Administrative Council, 

Unions, Faculty, Staff & Administration, Staff 
 

Evaluation 
 
 

 
Encouragement of Knowledge Sharing, Innovation, and Empowerment 
Innovation and collaboration are two of JJC’s six core values (http://www.jjc.edu/campus_info). 
Examples of how knowledge is shared and individuals are empowered through administrative and 
student support processes include: 

• The placement of an administrator on every academic standing committee. For instance, the 
Vice President for Academic Affairs sits on the Curriculum, Faculty Development, Judicial 
and Tenure Committees, the Vice President for Student Affairs on the Academic Standards 
Committee, and the Dean of Institutional Effectiveness on the Academic Assessment, 
Quality Planning, and Quality of Student Life and Learning Committees. 
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• Sharing of data and information. All of JJC’s processes and procedures, along with data, 
information, and evaluation results, are available online and in Outlook public folders. 
Information is also shared through regular campus publications, the General Session, and 
regular paper and e-mail announcements. 

• Empowerment. JJC employees are empowered through professional and personal 
development, encouraged to sit on committees, and get involved in campus activities. 

 
Documentation of Processes 

Table 6.2. Documentation of Key Administrative and Student Processes 
 
Process 
Document 

Documentation 

Board Policy 
Manual 

The Board Policy Manual is available in the President’s Office. All administrators have a copy of the 
Board Policy Manual. 

Employee 
Handbook 

All employees receive an Employee Handbook. Employees must sign a form verifying receipt of the 
handbook. Additional copies are available in the Office of Human Resources. 

FT & Adjunct 
Faculty 
Handbooks 

The full-time faculty handbook is updated every two years and provides necessary information which 
supplements the employee handbook and deals specifically with faculty related issues.  The adjunct 
faculty handbook is provided annually.  Both documents are available electronically. 

Student 
Handbook 

The Student Handbook is available at all major access points to the campus. It documents all institutional 
administrative and student support processes at JJC. It is also available online at 
http://www.jjc.edu/events/Handbook/default.htm  

ICCB 
Administrative 
Rules Manual 

The ICCB Administrative Rules Manual is available to the public online at 
http://www.iccb.org/HTML/publications/manuals.html. The manual outlines policies and procedures 
community colleges in Illinois are required to follow.  

Other ICCB 
Manuals 

Administrative and student support processes are also articulated in other ICCB manuals, including the 
Unit Cost Manual, Program Manual, and Management Information Systems Manual. All of these 
documents are available online at http://www.iccb.org/HTML/publications/manuals.html.  

Program 
Review 

ICCB requires all programs be reviewed every five years. Process documentation is available at 
http://www.iccb.org/HTML/publications/reports.html, while the JJC annual program review report, the 
PQP Report, is available at http://www.jjc.edu/Admin/IE/iccb.htm.  

Public Folders Many departments and units document administrative and student support processes in Outlook public 
folders. They are open to all members of the JJC community. 

Web Site Many administrative and student support processes are documented on the JJC website: 
http://www.jjc.edu/. All student support processes, including e-mail, billing, records, financial aid, the 
library, and E-Counselor, to name a few, can be found in one central online location titled E-Resources: 
http://www.jjc.edu/eresources/.  

AQIP 
Processes 

All processes relating to AQIP are documented on JJC’s Strategic Planning website at 
http://www.jjc.edu/aqip/. This site posts all documentation relating to the annual Systems Portfolio, 
Action Projects, and Campus Conversation Day. The public also has access to these documents. 

 
6P4. Use of Information and Results for Improvement
 
Figures 6.3 and 6.4 show how key student and administrative support areas use information to 
enhance or begin new services after a need is identified. Figure 6.5 outlines specific improvement 
mechanisms. As an example, the annual Faces of the Future Survey revealed that between Fall 1999 
and Fall 2003 the percentage of students going online at least once every day increased from 21% to 
39% (see http://www.jjc.edu/admin/ie/facesofthefuture.htm for more information). As a result, JJC 
quickly implemented online student services, including registration and admissions 
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(http://www.jjc.edu/eresources/), and began piloting Citrix, an online module where individuals can 
access applications from a server instead of a desktop in Fall 2004. 
 
6P5. Process Measures 
Regularly Collected and 
Analyzed 
 
 
Processes relating to 
performance measures for 
measuring institutional 
effectiveness are shown in 
Figure 7.2. Performance 
measures in Figure 7.2 are 
based on ICCB, AQIP, and 
Strategic Planning 
performance indicators and 
respectively articulated in the 
annual Performance Report, 
AQIP Systems Portfolio, and 
institutional Dashboard. More 
information about how these measures relate to student and administrative processes can be found 
within the documents themselves, with online locations provided in section 7.0. In addition to the 
collection and analysis of student and administrative support service processes as they relate to 
institutional measures for tracking effectiveness, JJC also has academic and non-academic 
mechanisms in place.  

Figure 6.5. Use of Information and Results to Improve Student 
and Administrative Support Areas 
 

Student 
Satisfaction 
Survey 

Faces of the 
Future 
Survey 

Academic 
Assessment 

National 
Benchmarking

Graduate 
Survey 

Occupational 
Follow-Up 
Survey 

Quality of 
Student Life 
& Learning 
Committee 

Strategic 
Planning and 
Dashboard 

Program 
Review (PQP)

Performance 
Report (State 
indicators) 

AQIP 
Systems 
Portfolio 

Performance 
Appraisal 
System 

State 
Benchmarking 
(ICCB) 

AQIP Action 
Projects 

Institutional 
Research & 
Effectiveness 

AQIP Campus 
Conversation 
Day  

 
Academic 

• Post-Tenure Review. Every tenured faculty member must participate in the post-tenure 
review process. The cycle runs every four years, though it can be administered more often 
upon request of the faculty member, department chairperson, or appropriate vice president. 
The process consists of self, student, peer, and department chair evaluations. At the close of 
the evaluation process, results are discussed with the faculty member, department chair, and, 
if necessary, appropriate vice president. Results are then used to improve current learning 
practices. 

• Non-Tenure Review. Non-tenured faculty are evaluated every semester over a three-year 
period. Included in the process are evaluations from the department chairperson through 
classroom observations and evaluation of departmental and college responsibilities, Vice 
President or Dean for Academic Affairs, self, peer, student, and other evaluations, if 
necessary. Results are not only used to determine tenure eligibility, but also to improve 
learning strategies employed in the department. 

• Student Evaluations. Student evaluations consist of standardized forms generated by the 
college as well as individual faculty members. Student evaluations are required for tenured 
and non-tenured faculty members, including all adjunct faculty. Student evaluations from at 
least eight different courses over a four-year cycle must be submitted for post-tenure review.  
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• Department Chair Evaluation. Department Chairs are evaluated by the Vice President for 
Academic Affairs every other year. Results are used to improve administrative practices that 
create an environment to help students learn. 

• Program Review. The State of Illinois requires programs be reviewed every five years. More 
detailed information about the process, results, and improvement can be found at 
http://www.jjc.edu/Admin/IE/iccb.htm. 

 
Non-academic 

• PAS. PAS data and information is collected on an annual basis. Through PAS, employees 
negotiate individual metrics and objectives with their supervisor and unit and articulate 
methods for achieving them. Results are housed with the employee, supervisor, department, 
and OHR. 

• Budget.  The budget is one of the key measurement and communication tools at any 
postsecondary institution. Because the budget is explicitly tied to institutional strategic 
planning initiatives, it is one of the primary measures of support processes. 

• Compliance Reports and Audits. Compliance reports and financial audits are conducted on 
an annual basis for many student and administrative support areas, including financial aid, 
accounting, business, and physical plant. Once collected, results are shared with the public 
and JJC community. 

 
RESULTS (R)            
 
6R1. Results for Student Support Processes 
 
Results for student support service processes are articulated in a variety of documents, including 
student surveys, the annual Performance Report, and program reviews, all available at the OIE 
Website: http://www.jjc.edu/admin/ie/. Figures 6.6, 6.7, and Table 6.3 provides a sampling of 
results from student satisfaction surveys and support service processes and how results were used to 
improve or begin new programs or services. 
 
Figure 6.6. Change in the Percent of Students 
Somewhat to Very Satisfied with Student 
Services at JJC, Spring 2001-Spring 2003 

Figure 6.7. Overall Student Satisfaction at JJC as 
Measured through Various Surveys (Very to 
Somewhat Satisfied)* 

11.5%

16.3%

6.2%

7.8%

5.5%

5.5%

15.7%

13.9%

2.7%

0% 5% 10% 15% 20%

Admissions

Registration

Financial Aid

Service Center

Career Services

Bookstore

Library

Food Services

Campus Sw itchboard

82%

96%

91%

84%

75%

80%

85%

90%

95%

100%

Faces of the
Future

Graduate Survey Occuational
Follow-Up

Student
Satisfaction

 
*The Faces of the Future Survey was administered in Fall 2003, Graduate Survey in February 2004, Occupational Follow-
Up Survey in May 2004, and Student Satisfaction Survey in March 2003. Comprehensive and detailed information about 
these surveys can be found at the OIE Website at http://www.jjc.edu/Admin/IE  
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Table 6.3. Examples of Student Support Process Results 
 
Support 
Area 

Process Results 

Expanded the use of online resources in response to increased student demand as shown through the Faces 
of the Future Survey. Students can now apply for admissions, register for courses, and pay their bills 
online through E-Resources, an online JJC resource center: http://www.jjc.edu/eresources/. Between Fall 
2000 and Fall 2003, credit hour enrollment in online courses through the web increased 421%. 
Required increased customer service training for student service areas. As Figure 6.6 shows, nearly every 
student service area witnessed an increase in satisfaction over the three year period between Spring 2001 
and Spring 2003. Figure 6.7 illustrates satisfaction with student services based on four surveys. 
Between FY 2000 and 2002, JJC cut its student loan default rate nearly in half, from 11.6% to 8.9% to 
6.4%. This is lower than the national student loan default rates of 9.2% in FY 2000, 8.6% in FY 2001, and 
8.5% in FY 2002. More detailed information about student loan default rates can be found at 
http://www.jjc.edu/Admin/IE/ipeds.htm#default.  
While student satisfaction with the financial aid office increased by 16.3% between Spring 2001 and 
Spring 2003, awareness of financial aid programs also increased. Between FY 2001 and FY 2003, the 
number of need-based state grants rose 23% at JJC and 5% in Illinois; Pell Grant recipients rose 53% at 
JJC compared to 33% for Illinois; and Illinois Incentive for Access grant recipients rose 4% at JJC 
compared to a 19% decline for the State of Illinois. 
Between Fall 1999 and Fall 2003, the percent of students from minority populations at JJC increased from 
16% to 25%. In response, JJC established an OSMA, physically located in the Student Activities building 
and next to the Cyber Café, a central meeting location for students.  

Student 
Services 

To accommodate the increasing number of students whose financial aid does not meet the full price of 
attendance, JJC offers a deferred tuition plan for students who do not receive a full need-based state grant, 
a bookstore loan of up to $200, and work-study opportunities in addition to Federal Work-Study programs. 
In 2003, the JJC Office of Financial Aid received a zero-finding audit from ISAC. 
After establishing the StAR office, the number of students with disabilities completing their academic 
program of study rose from one in FY 1999 to 28 in FY 2003. 
The percent of JJC Occupational Graduates either enrolled in college or employed one year after 
graduation has been consistently above the state average for the past five years. In FY 2003, 94% of JJC 
occupational graduates were either employed or enrolled in college, compared to 89% for all Illinois 
community colleges. 

Learning 
Support 

In response to the growing Latino community in the JJC District, more programs have been offered for 
linguistic minorities, including Conversational Spanish for English speakers, Office skills, Bilingual 
Interpretation, resume preparation, Occupational Spanish for health care workers, educators, law 
enforcement personnel, and businesses, and a landscaping program that focuses on Spanish-speaking 
individuals. Additionally, the Office of Financial Aid hired a full-time Spanish speaking counselor, moved 
the ENLACE coordinator from a grant-funded to JJC-funded position, and hired a diversity hiring 
specialist in the Office of Human Resources. JJC also increased ESL Offerings, with enrollment increasing 
from 642 students in FY 1999 to 1,856 in FY 2003. 

Student 
Activities 

After requiring evaluation for all collegiate clubs and using the results to improve current practices or 
implement new programs, student satisfaction with student activities at JJC increased in every component 
measured over at three-year period between Spring 2001 and Spring 2003, including friendliness of OSA 
staff (7.8%), knowledge of OSA staff (11.7%), variety of activities offered (3.8%), availability of activities 
(3.6%), and opportunity to participate in activities (15.0%). 

 
6R2. Results for Administrative Support Processes 
 
In March 2003, JJC participated in an online Constellation Survey designed and administered by 
AQIP. As figures 6.8 and 6.9 illustrate, there was a general congruence between what JJC faculty, 
staff, and administration feel is most important at JJC and what is done well. 
 



 
2004 Systems Portfolio

 

Supporting Institutional Operations 76 

Figure 6.8. What is Most Important at JJC* Figure 6.9. What is Done Well at JJC* 
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*Respondents were asked on an 8-point scale, with 8 indicating the highest level of agreement, their level of agreement 
with particular statements. For more information and a comprehensive overview of the survey, visit the JJC AQIP website 
at http://www.jjc.edu/aqip/  
 
In order to address needs for more professional development, as revealed through the Constellation 
Survey, JJC decided to embark on Professional Development as one of its 2004-2007 QAPs. JJC 
also made the decision to engage in more recognition programs, including a post-service evaluation 
form, an annual awards celebration, “Pat on the Back” recognition cards, and honoring employees 
through recognition at the OHR website: http://www.jjc.edu/hr/ . 

 
6R3. Comparisons with Other Higher Education Institutions 

Table 6.4. Comparison of Results for Student and Administrative Support Services at JJC 
 
Institution Group Results 
Community 
colleges in Illinois 

Almost all data and information JJC submits to state entities is comparative in nature (see section 
O.6 in the Institutional Overview for more information). An example is illustrated in Figure 6.10. 

Community 
colleges in the 
nation 

National comparison results are aggregated on two levels: 1) Faces of the Future Survey and 2) the 
Integrated Postsecondary Education Data System (IPEDS). Between Fall 2000 and Fall 2003, the 
percent of JJC students who reported being very to somewhat satisfied with JJC rose from 72% to 
81%, more in line with the national average of 81%. The amount of comparative information that 
can be gained from IPEDS is limited only by the researcher’s imagination. As an example, in FY 
2004, JJC spent 18% of its financial aid dollars on institutionally based awards, much higher than its 
community college peer group average of 7%.  

Postsecondary 
institutions in 
Illinois 

Comparison of results between JJC and other postsecondary institutions in Illinois are collected, 
analyzed, and presented by IBHE and ISAC. In the area of administrative support, JJC compares 
itself to other postsecondary institutions in Illinois in the area of Unit Costs, including discipline 
costs, comparative costs, program major costs, faculty credit hour costs, and induced matrices costs. 
JJC makes unit cost comparisons available to the JJC community and public at a central website – 
http://www.jjc.edu/Admin/IE/unitcost.htm -- and in various college reports, including the Fact Book 
(http://www.jjc.edu/Admin/IE/factbook.html) and Performance Report. Figure 6.11 shows that 
Illinois is slightly above stat unit costs averages. 

Postsecondary 
institutions in the 
nation 

JJC uses IPEDS for national data comparisons. Cohorts and comparison groups can be easily 
created using the IPEDS Peer Analysis System and Executive Peer Reports using IPEDS Executive 
Peer Tool. Results can be viewed at http://www.jjc.edu/Admin/IE/ipeds.htm. As an example relating 
to administrative support, the average faculty pay for a full-time professor at all colleges and 
universities in the nation in FY 2004 was $89,888, $50,387 at public community colleges, $57,067 
at Illinois public community colleges, and $58,712 at JJC. 
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Figure 6.10. Percent of Occupational Graduates 
Somewhat to Very Satisfied with Student Services 
and Activities 

Figure 6.11. Unit Costs at JJC and Illinois 
Community Colleges, FY 2003 
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IMPROVEMENT (I)            
 
6I1. Improvement of Current Processes and Systems 
 
Figure 6.12. Improvement of Institutional 
Operations 

 

Figure 6.12 shows how current processes 
and systems are improved at JJC. An 
example of how institutional operations are 
improved is the budget process. Once 
departments and units have articulated their 
goals, in consideration of institutional goals 
and stakeholder needs, JJC allocates 
resources to stated ends. To ensure that 
institutional operations are meeting stated 
goals, measurement mechanisms are 
established, including asking for stakeholder 
input and evaluating performance based on 
performance indicators. Evaluation is then 
used to improve stated goals and enhance 
the budget. 
 

6I2. Setting Targets for Improvement 
 

As outlined in Table 6.5, targets for 
improvement are set by external entities 
and through internal processes. External 
targets are set through required state, 
federal, accrediting, or legal mandates. 
Internal targets for improvement are set 
by the institution and include Strategic 
Planning goals, improvement targets set 
through PAS, and unit, departmental, and 
committee improvement targets. 
Improvement targets are set according to 

the process outlines in Figure 6.12, with internal targets for improvement established through a 

Table 6.5. Improvement Targets 
 
Context Improvement Targets 

ICCB Performance Indicators 
AQIP Performance Indicators 
Legal mandates and regulations 
IPEDS data collection requirements 

External 

Program Review 
PAS 
Strategic Planning Indicators 

Internal 

Unit, departmental, and committee 
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process that accounts for stakeholder needs and institutional mission, sets performance indicators 
for evaluating institutional support services needed to meet stakeholder needs, and evaluates 
performance. 
 
Specific Improvement Priorities 
JJC currently has several improvement priorities, including a review of the Information Technology 
(IT) department, the integration of academic assessment with program review, the development of a 
comprehensive orientation programs for students, and the development of professional development 
opportunities for JJC employees. 
 
IT Review 
Due to a serious network outage during the 2004 summer, JJC is currently working with a 
consulting firm to develop a strategic plan for the IT department and construct an organizational 
review. It is hoped this process will improve current IT services, allow IT to focus on JJC strategic 
planning initiatives, and provide incentives for JJC to focus on network security. 
 
Integration of Academic Assessment with Program Review 
For the first time, academic assessment will be tied with program review at JJC in FY 2005. More 
information about the process can be found online: 
http://www.jjc.edu/dept/Assessment/programreview.htm.  
 
Development of a Comprehensive Orientation Program for Students and Development of 
Professional Development Opportunities for JJC Employees 
The two improvement priorities listed above focus on student and administrative support. The 
campus community decided to make them two of JJC’s three QAPs for 2005-2007. More 
information about how the Action Projects developed, along with more detailed information, can be 
found online at http://www.jjc.edu/aqip/.  
 

Communication of 
Current Results and 
Improvement Priorities 
Current results and 
improvement priorities 
are communicated 
through a variety of 
methods, including 
campus publications 
(see Table 2.3) and 

Websites outlined in Table 6.6. All of the Websites are open to the public. Results and improvement 
priorities are communicated through the JJC President’s newsletter and other print and electronic 
media to the taxpayers of Illinois and the JJC District.  

Table 6.6. Communication of Current Results and Improvement 
Priorities through Websites 
Office Website 
OIE http://www.jjc.edu/Admin/IE 
Strategic Planning & 
Accreditation 

http://www.jjc.edu/aqip/  

Assessment of Student 
Learning 

http://www.jjc.edu/dept/assessment/  

Community Relations http://www.jjc.edu/campus_info/comm_relations/  
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Criterion 7. Measuring Effectiveness 
 
CONTEXTS (C)            
 
7C1. Collection, Storage, and Accessibility of Data and Information 
 
As Figure 7.1 shows, data collection and storage at JJC occurs in four contexts (centralized, 
decentralized, external, and internal). Centralized data is mandated by state and federal external 
reporting requirements. Internal data is housed in Colleague, JJC’s management information 
system. Colleague is separated into four modules: Human Resources, Student, Finance, and Core, 
an integration of all three modules. Data collected by JJC employees covers virtually every aspect 
of the college, including data and information about admissions, registration, purchase orders, or 
employee tracking. OIE, the institutional research arm of the college, also warehouses institutional 
data, storing data in computer files, CDs, networks, and on the web. OIE is responsible for ensuring 
data and information reporting requirements to external entities are met. The State of Illinois 
mandates JJC provide data to ICCB, who stores and reproduces data for policy analysis, budget 
development, and accountability requirements. All data reporting requirements, along with specific 
instructions, are outlined in the ICCB Management Information Systems Manual, available on-line 
at http://www.jjc.edu/Admin/IE/ICCB_MIS_Manual.pdf. All postsecondary institutions that receive  

federal funds are required to 
submit data to IPEDS. NCES 
warehouses IPEDS data and uses 
it in analyses of postsecondary 
education as a whole. The role of 
adding value to internal and 
external data and information 
belongs to OIE, who is 
responsible for collecting, 
organizing, formatting and, if 
necessary, performing analysis. 
Individuals, programs, or 

departments hold primary responsibility for collection, storage, submission, and dissemination of 
decentralized data. Programs and departments often triangulate data from a variety of sources when 
making procedural or improvement decisions. Departments may submit a data request to OIE if 
macro-level data or information is needed to enhance their research efforts. Data requests are made 
through the use of an on-line data request form. Departments and units often fulfill their own 
external reporting requirements in conjunction with OIE. The Office of Student Financial Aid, for 
instance, reports to the National Student Clearinghouse, while OIE submits financial information 
collected by the Office of Financial Aid to IPEDS. Data and information 

 
Figure 7.1. Data collection and storage at JJC 
 
 Centralized    >>> Decentralized
Internal Institutional Unit & Departmental 

Colleague Programmatic 
Institutional Effectiveness Institutional Research 

State State 
ICCB ICCB 

Federal Federal 

 
\/ 
\/ 
\/ 

NCES Various Grant, Financial Aid 
External IPEDS Department of Education 

 Accreditation through AQIP  
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submitted for JJC’s accreditation through AQIP transcends centralized and decentralized collection 
and storage.  
 

Table 7.1 outlines the accessibility and 
availability of data and information at JJC. With 
the exception of confidential information, all 
documents and information relating to these 
processes are open to the public. As the steward 
of data and information at JJC, OIE abides by 
the Association for Institutional Research (AIR) 
Code of Ethics and posts them on its website. 
Additionally, contact information is available 

on the sites for those who may have accommodation issues that prevent adequate accessibility to 
on-line materials. Links to all of the sites in Table 7.1 are available on OIE’s website. 

Table 7.1. Accessibility and Availability of Data 
and Information 
Area Location Host 
Internal http://www.jjc.edu/Admin/IE/ OIE 

http://www.iccb.org/ ICCB 
http://nces.ed.gov/ NCES 
http://nces.ed.gov/ipeds/ IPEDS 

External 

http://www.aqip.org   AQIP 

 
7C2. Key Institutional Measures for Tracking Effectiveness 
 

Figure 7.2. Key Measures for Tracking 
Effectiveness 
 

Area Description 
Helping Students Learn 
Supporting Institutional Operations 
Building Collaborative Relationships 
Leading and Communicating 
Valuing People 
Planning Continuous Improvement 
Measuring Effectiveness 

A
Q

IP
 

 

Understanding Stakeholder Needs 
Quality of Programs and Assessment 
Economic Growth 
K-12 Partnerships 
Access to College and Financial Aid 
Diversity and Program Completion 

S
tate 

Productivity and Accountability 
Enabling Students to Achieve Academic Goals 
Serving Underrepresented Groups 
Faculty Support and Compensation 
State of the Art Facilities 

Q
uality 

A
reas 

Collaboration with External Stakeholders 

JJC uses a variety of methods to track 
effectiveness. Key institutional measures are set 
externally by ICCB and AQIP and internally by 
the Strategic Plan. These key institutional 
measures for tracking effectiveness are shown in 
Figure 7.2. Overlap does occur in some areas. 
For instance, institutional research activities 
associated and institutional procedures relating 
to Helping Students Learn (AQIP) can also 
apply to Enabling Students to Achieve their 
Academic Goals (Strategic Plan). 
 
PROCESSES (P)     
 
7P1., 7P2. Selection, Management, Use, and 
Determination of Needs for Data and 
Information  
 
 
Figure 7.3. Selection, Management, and Use of Information and Data at JJC 

 
     

 
 

Use Information 
for Improvement 

Report 
Information 

Perform 
Analysis 

Acquire 
Data 

Identify 
Question 

Figure 7.3 shows how departments are encouraged to select, manage, and use information and data. 
All data and information to collection are guided by the mission and institutional objectives 
articulated through performance indicators. Once departments justify how the use of data and 
information aligns with institutional objectives, OIE will acquire the data, restructure and, if 
necessary, conduct an analysis, and format the data in a presentable manner. As the steward of data 

http://www.iccb.org/
http://nces.ed.gov/
http://nces.ed.gov/ipeds/
http://www.aqip.org/
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and information at JJC, OIE is sensitive to the usability of data. Usable data is defined as data that is 
consistent, accurate, timely, collected systematically, and accessible. The needs of departments and 
units are determined by the mission and objectives of the institution and department. This 
expectation is communicated to departments, units, and committees by OIE. Communication being 
a two-way street, department and unit needs are communicated through the on-line data request 
form, which OIE actively promotes and makes the campus aware of through regular e-mails and 
website announcements.  
 
7P3. Determination of Needs and Priorities for Comparative Data and Information  
 
Since external data and information procedures are tied to funding or mandated by state agencies, 
institutional comparisons used in external reports are the first priority. Once the data is made 
available to the public by external entities, OIE often downloads the data for comparisons. In 
conjunction with external reporting requirements, JJC compares itself on the following levels: 
community colleges in Illinois, community colleges in the nation, all postsecondary institutions in 
Illinois, all postsecondary institutions in the nation, and longitudinally.  
 
7P4. Analysis of Information and Data and Communication of Analysis  

Table 7.2. Key Institutional Measures for Tracking Effectiveness 
 
Comparison 
Area 

Description 

Illinois 
Community 
Colleges 

Data and information from two sources – ICCB and IPEDS – are used to make comparisons to other 
community colleges in Illinois. Comparative data is compiled by institutions in an annual 
Performance Report, which evaluates JJC performance on the six goals of the Illinois Commitment 
(see the Institutional Overview for more information on the Illinois Commitment). The State of 
Illinois collects all Performance Reports and aggregates them into one Performance Report for the 
entire community college system.  While the comparative data in the Performance Report is 
mandated by the State of Illinois, JJC also collects comparative data about community colleges in 
Illinois using the IPEDS Peer Analysis System, a web-based system that allows researchers to 
generate reports using a variety of variables of interest. Once the variables and desired results are 
defined, the Peer Analysis System allows individuals to view descriptive data and information in real 
time. 

National 
Community 
Colleges 

While national comparative data and information with other community colleges can also be utilized 
using IPEDS, the most prominent example of using national comparative data and information with 
other community colleges at JJC is the annual Faces of the Future Survey. The purpose of the survey 
is to assess the current state of the JJC student population and explore the role JJC plays in the lives 
of its students through the collection of background information about students and their experiences 
in regard to access, learning, satisfaction, outcomes, and transitions to college. Administered by the 
American Association of Community Colleges and ACT, over 55,000 students at over 160 
community colleges annually complete the survey. Administered in the Fall, JJC uploads results to 
the Office of Institutional Effectiveness website (http://www.jjc.edu/Admin/IE/facesofthefuture.htm).  

Illinois 
Postsecondar
y Institutions 

IBHE collects comparative data and information for all colleges and universities in Illinois. All of the 
information is available to the public in a Data Bank at 
http://www.ibhe.org/Data%20Bank/default.htm. IBHE also provides policy analysis for the 
information in Reports and Studies at http://www.ibhe.org/Reports%20&%20Studies/. Comparative 
information of all postsecondary institutions in Illinois is also available from ISAC at the following 
location: http://www.collegezone.com/informationzone/3438.htm.  

National 
Institutions 

JJC compares itself annually to community colleges in the nation through the Faces of the Future 
survey. JJC also compiles national comparative information using IPEDS. 



 
2004 Systems Portfolio

 

Measuring Effectiveness 82 

Table 7.2. Key Institutional Measures for Tracking Effectiveness (continued from previous page) 
 

 

Longitudinal JJC also benchmarks performance against itself by looking at improvement and data trends over 
time. This is done through surveys of students, especially through the annual Graduate Survey, 
Student Satisfaction Survey, Occupational Survey, and Faces of the Future Survey. Longitudinal 
data also exists about budget and financial information and is tracked in an annual Fact Book. 

Analysis of data and 
information is driven by the 
performance indicators listed 
in figure 7.2. Data and 
information about these 
indicators provides evidence 
of performance. All data and 
information is available to 
the public and JJC 
community on-line and is 
posted on the appropriate 
website or, if necessary, 
printed and bound and 
mailed to various 
constituencies. The on-line 
format is particularly 
convenient because it serves 

as an archival tool, provides a consistent location for documents, and allows individuals to perform 
searches within documents, including .pdf, to look for specific data and information. Table 7.3 
outlines the publication, format, and source for each area.  

Table 7.3. Analysis of Information and Data Regarding Overall 
Institutional Performance 
Performance 
Publication 

On-line Location Frequency 

Performance 
Report 

http://www.jjc.edu/Admin/IE/iccb
.htm 

Annually (August) 

PQP Report  http://www.jjc.edu/Admin/IE/iccb
.htm 

Annually (August) 

Fact Book http://www.jjc.edu/Admin/IE/fact
book.html 

Annually (March) 

Systems Portfolio http://www.jjc.edu/aqip/aqipsyste
msportfolio.html  

Annually (November) 

Institutional 
Dashboard 

http://www.jjc.edu/Admin/IE/dash
board.htm  

Monthly 

Regular 
Publications 

http://www.jjc.edu/Admin/IE/publ
ications.html 

Monthly 

Assessment of 
Student Learning 

http://www.jjc.edu/dept/Assessme
nt/ 

Semester 

 
7P5. Alignment of Information and Data with Institutional Goals 
 
JJC has a variety of mechanisms and methods for ensuring that departmental and unit analysis of 
information and data aligns with institutional goals. These include the budget process, program 
review, the annual Performance Report, accreditation through AQIP, data requests to OIE, and 
PAS. The introduction to the Budget Process section of the Annual Budget clearly states the JJC 
budget is the “annual tool used in implementing the long-range mission, vision, and strategic 
planning goals of the College. Institutional goals were utilized in the development of the 2003-2004 
budget.” The Annual Three-Year Financial Plan explicitly “integrates AQIP with the financial 
resources necessary to meet strategic planning objectives. In order to implement the strategic 
planning initiatives and the infrastructure need(ed) to maintain progressive educational resources at 
JJC.”  Only activities that align with institutional mission and goals receive priority funding 
necessary to support them. Analysis of budget activities are shared through documents available to 
the public in the following annual documents: the Annual Budget, the Three-Year Financial Plan, 
the Unit Cost Study, the Performance Report, and the Fact Book. Program reviews are compiled in 
the annual PQP Report. In the report, the State of Illinois requires institutions provide evidence of 
“systematic assess(ment) and use of assessment results to improve programs” (from the 2003-2004 
Community College Accountability/Program Review Supplemental Instruction Guide). Like all 
major publications, the entire campus community is made aware of the PQP Report through a 
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campus-wide e-mail that includes the website. The format of the Performance Report, determined 
by ICCB, evaluates performance for three types of indicators: common institutional indicators, 
statewide indicators, and mission specific indicators. The mission specific indicators measure JJC’s 
progress towards reaching its own stated goals, as articulated through accreditation status through 
AQIP, the Strategic Plan, and Mission. Participation in AQIP requires JJC to conduct three major 
QAPs. Decided by JJC as a result of Campus Conversation Day in March 2003, these projects align 
closely with JJC’s mission and core values as an institution. The on-line data request form asks 
requesting individuals and departments to identify the need for the requested data and how the data 
will be used for improvement.  PAS is an overall system for ensuring that individual and unit 
activities align with institutional goals and mission. When defining metrics, or day-to-day activities, 
and objectives, or one-time goal, individuals and units must be clear about how metrics and 
objectives align with institutional strategy and objectives. Individual and unit performance is then 
based on performance towards reaching those goals.  
 
7P6., 7P7. Effectiveness of Information Systems  
 
Information systems effectiveness and analysis are described in Table 7.3. Information systems 
refer generally to Colleague, JJC’s central data collection and warehouse system. Colleague is 
managed by the IT Department. However, information systems may also broadly refer to less 
centralized systems that use data and information for analysis, warehousing, or publication of 
specific data and information. Less centralized and mandated data and information procedures and 
policies are managed by OIE.  
 
RESULTS (R)            
 
7R1., 7R2. Evidence the System of Measuring Effectiveness Meets Institutional Needs  
 
JJC recognizes that flourishing institutional effectiveness plans and systems require constant 
maintenance, updating, and adjustment. The culmination of all these activities represents efforts 
towards the development of a system for measuring effectiveness. Hence, evidence lies in our 
institutional research activities. At JJC, a institutional research infrastructure exists that can capture, 
collect, measure, format, and present evidence that JJC is meeting stated institutional objectives. 
This evidence is outlined in all documents shown in Table 7.2. Comparative institutional 
effectiveness results are articulated in state reports and studies, particularly the ICCB Performance 
Report, PQP Report, and other ICCB reports available on-line at 
http://www.iccb.org/HTML/publications/reports.html and IBHE reports available on-line at 
http://www.ibhe.org/.  
 
IMPROVEMENT (I)            
 
7I1. Improvement of Current Processes and Systems for Measuring Effectiveness 
 
The improvement of processes and systems for measuring effectiveness at JJC are articulated in 
Figure 7.4. The improvement of processes and systems are geared with one ultimate objective: 
consistency with stakeholder needs. To that end, the improvement of systems starts with 
institutional mission and goals. Depending upon available resources, plans for ensuring outcomes 
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Figure 8.2. Institutional Goal(s) for the Unit Cost Indicator  

 

• Develop and use innovative instructional delivery methodologies (from the Joliet Junior College Vision). 
• Increase and monitor availability of resources for full-time and part-time faculty at extended and satellite 

locations (from the Strategic Plan). 
• Pool resources to share adjunct faculty with other colleges (from the Strategic Plan). 
• Seek out new resources (specifically from) grants (from the Strategic Plan). 
• Build flexible classrooms that are multi-functional and cross-curricula 
• Use the Board of Trustees’ four-point plan for dealing with increased growth: 

o Facilities and space planning.  
o Impact fees.  
o Parking.  
o Extended campuses.  

Joliet Junior College unit costs are higher than state averages for this indicator. However, costs for 
administration are below the state average. As far as completers within 150% time, IPEDS and Fall 
Student Enrollment Survey (E1) data both show that Joliet Junior College lags behind state 
averages.  With taxpayer reluctance towards paying more taxes and calls for lower tuition, 
productivity and cost-effectiveness will no longer be an option; it will be a necessity. The challenge 
ahead will lie in doing more with less—in other words, being more productive and cost-effective.  
Hence, Joliet Junior College has taken several steps to ensure accountability to the taxpayers of 
Illinois through being more productive and cost-effective: 
 
Figure 8.3. Productivity and Cost Effectiveness at JJC 
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Joliet Junio
capabilities
velop a four-point plan by the Board of Trustees to examine potential economies of scale and identify 
as where the college could act in a more cost-effective manner. 
velop a Performance Appraisal System, required non-faculty employee evaluations be linked to 
titutional, programmatic/departmental, and personal goals. 
plicitly link planning and budgeting through the following budget activities: 

o Integrate strategic planning and quality initiatives with budget allocation in the Annual Three-year
Financial Plan by making revenue and expenditure projections, summarizing historical data, and 
anticipating future revenue streams and expenditures tied to our mission and planning. 

o Use the Annual Budget process to put strategies into action and to state educational purposes in 
fiscal terms. 

o Connect college goals and mission with actual, planned activities and proposed resources to 
accomplish those goals with the Quality Planning Calendar. 
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nting for Appropriate Resource Needs 

quests and decisions are made within the context of an annual planning cycle, identified 
l planning cycle calendar in Section 8P1.  Goal-setting and budget are certainly closely 

ing Faculty, Staff, and Administrators’ Capabilities to Address Change 

r College has spent 2002-2004 working on ensuring that faculty, staff, and administrator 
 will be developed and nurtured to address requirements for changing institutional 





 
2004 Systems Portfolio

 

Planning Continuous Improvement 91 

RESULTS (R)            
 
8R1. Results for Accomplishing Institutional Strategies and Action Plans 
 
An update of the progress and results on JJC’s five areas of priority established by the JJC Strategic 
Plan 2002-2007 is presented in Figure 8.5. 
 
Figure 8.5. Results from the Strategic Plan Initiatives 
 
Area 1 – Enabling Students to Achieve Their Academic Goals 
Credentialing 

• established five new certification programs in the last two years 
• will complete two new teacher education programs this year 
• licensure/certification rates in programs with terminal certification remain high 
• requisite skill sets being developed by Student Learning Committee 

Job Placement 
• job placement satisfaction of graduates is high and continues to improve 
• internship placements have experienced modest growth 

Transferability 
• articulation agreements and dual credit programs have grown modestly 
• dual enrollment programs grew by two in the last year 

Seamless Curriculum 
• placement testing and development education closely linked and updated annually 
• assessment instruments in general skill development being developed in 2004-05 

Student Support 
• over forty new advisors have been trained in the last two years 
• scholarship support continues to grow (more than 600 for new students) 
• two new full-time admissions personnel hired last year 
• online counseling offered for the last two years 

Flexible Class Schedule 
• much more site and time flexibility in the class schedule including the addition of over 50 new online 

courses and a 20% increase in satellite site course offerings 
• more eight-week classes offered and  two new fast-track programs created 

 
Area 2 – Faculty and Faculty Support and Compensation 
Institute a Premier Instructional Academy 

• established a Technology Center for Teaching and Learning 
• one full-time and one part-time evening (for adjunct support) technology instructional design specialist 

hired.  
• Blackboard web site established for Great Teachers and best practices 
• Learning Resource Center has been a catalyst for infusing student information literacy in the classroom 

with continuing discussion about a possible information literacy proficiency requirement   
Faculty Training 

• New Faculty Seminar expanded to include spring semester activities for all new faculty 
• Great Teachers Seminar held since 2002 
• Adjunct faculty development seminar coordinators (two) hired from full-time faculty and a series of 

adjunct faculty development activities conducted throughout the year 
Faculty Support 

• college recognizes exemplary service for all working groups through core value awards 
• more “info clerks” hired to support faculty at satellite locations 
• “off-time” support in media and instructional technology expanded by 2 FTE 
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Recruitment and Retention of Instructional Talent 
• applicant pools for full-time faculty positions have been substantially larger and have included more 

representation of underrepresented populations 
•  hired (as of December, 2004) new Minority Recruitment Specialist in Human Resources  

 
Area 3 – Serving Underrepresented Groups 
Minority Prospects 

• used P-16 grant from ICCB to expand dual credit offerings, modest increase in minority students served 
• summer “head-start” orientation program offered to on-campus housing students who are approximately 

2/3 minority students 
• minority student mentoring program expanded under new Director of Minority Student Affairs 
• Black Student Union established and number of students in Latinos Unidos increased 

Community Involvement 
• database of minority leaders maintained and used in mentoring program 
• career expo offered for GED and ESL students last two years 
• targeted recruitment of minority students expanded to include new “hard money” Hispanic position 

(ENLACE) in student services 
• hosted transition fair for students with disabilities for past three years 

Campus Commitment 
• new position approved (Dec 04 starting date) in human resources to assist in developing campus 

multicultural competence 
• number of minority administrators/faculty experienced a slight increase in last two years 
• cultural diversity workshop series held annually for the past three years for faculty and administrators 
• continue to be successful in securing grants (State, WIA, federal) which specifically target outreach to 

minority populations.  Annualized total exceeds one and one-half million dollars 
 
Area 4 – Collaboration with External Staheholders 
Partners with Business and Industry 

• new partnerships established with business and industry although 2002-04 time frame was a more difficult 
time to secure training partnerships with B & I 

• developed new associate degree programs (cosmetology, massage therapy, radiology, process technology) 
with direct involvement from external business partnerships 

• occupational advisory boards meet with academic programs annually with recent changes in program 
requirements (recent examples: computer information systems, interior design, culinary arts/hospitality) a 
direct result of external stakeholder advice 

Partners with K-12 Districts 
• number and scope of activities at district high schools increased, most notably with the  addition of 

financial aid presentations and stepped up activities in honors recruitment 
• Tech Prep partnerships have been increased to over 150 in 19 program areas 
• courses offered in high schools have been expanded and two new high schools added to sites where JJC 

offers classes 
• all district high school counselors are now networked through a JJC listserve and are invited to attend an 

annual guidance counselor breakfast each spring 
Communication with Stakeholders 

• student communication increased through a new improved web page with much more student information, 
including online registration, advising, and other student services 

• additional part-time graphics person employed to expand the web presence of JJC with external and 
internal stakeholders 

• community service projects involving JJC faculty and staff expanded with external stakeholders being 
made aware of contributions of college staff/students to the district  
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Area 5 - State-of-the-Art Facilities 
Premier Instructional Facilities 

• new computer and lab facilities created in mathematics, fine arts, geography, and chemistry with 
replacement computer equipment averaging about $400,000 per year 

• campus safety addressed with changes in campus policing (following LEMAP recommendations) and 
hiring of new Safety Specialist in physical plant 

• flexible scheduling more enabled through have consistent instructional technology (semi-smart) in 
classrooms (80% complete as of fall 2004) 

Responsible Expansion 
• developed new satellite instructional facility to serve residents in the western section of the district (Morris 

Educational Center) 
• expanded Learning Resource Center’s capacity to serve by adding a new 25 computer station classroom 
• Completing 2nd year of 5 year Board of Trustees approved  9 million dollar facilities infrastructure upgrade 
• currently working with external consultants to determine the feasibility of acquiring or building a new 

eastern campus (part of Facilities Master Plan) 
State-of-the-Art Instructional Technology 

• new computer labs created in response to survey information from annual student technology survey 
• hired external consultant (Strata Information Group) to analyze college’s ability to deliver required 

technology needs and complete a new Technology master plan (targeted to be completed by spring 2005) 
• expanded number of online instructional specialists by 1.5FTE and created new Technology Center for 

Teaching and Learning.  Included in the new Center are evening hours for adjunct and full-time evening 
faculty 

Accessibility 
• major renovation of campus elevators (completion date fall 2004) will help insure more reliability for all 

student access, especially for physically challenged students 
• database technology available in LRC has been expanded to include many “off-site” options for student 

access 
• continue to install “limited sight” technology at least one work station in all campus computer labs 

 
 

8R2. Short-term Projections of Performance for Strategies and Action Plans  
 
Figure 8.6 . Strategic Initiatives for the Next One to Three Years 
 
Area 1 - Enabling Students to Achieve Their Academic Goals 

• continue to increase number of trained advisors (five additional per year) 
• develop at least two new academic credentialing programs each year 
• increase internship opportunities by five percent per year 
• develop assessment instruments for General Education by spring, 2005 

Area 2 - Faculty and Faculty Support and Compensation 
• expand professional development activities for full-time faculty by 10 percent over the next three years 
• hire full-time assessment specialist to work with faculty and staff on learning improvement 
• recruit and hire at least one additional minority faculty member per year for the next three years 

Area 3 – Serving Underrepresented Groups 
• fully develop summer orientation program targeted for minority students with separate outreach for Latino 

and African-American students  
• hold annual Latino and African-American community leaders dinner to solicit continuing stakeholder 

feedback and help identify new mentors for students 
• fully develop “multicultural competence” training for all college employees 

 
 
 
 



 
2004 Systems Portfolio

 

Planning Continuous Improvement 94 

Area 4 – Collaboration with External Stakeholders 
• work closely with new degree program advisory boards (cosmetology, radiology, health information 

management) to establish student recruitment, curriculum assessment, and faculty needs goals 
• develop new initiatives with area high schools for targeted recruitment of Latino and honors students 
• fully integrate technology for communications interface with student prospects database 
• develop improved communication strategies with external stakeholders as the college phases out the printed 

schedule of classes and the catalog 
Area 5 – State-of-the-Art Facilities 

• additional computer utilization by expanding the number and use of wireless technology 
• complete facilities infrastructure upgrade 
• develop updated Facilities Master Plan for 2006-2009 
• reconfigure and expand technology services under the aegis of new technology plan developed in concert 

with Strata Information Group 
• expand online course offering by 10% per year 

 
8R3. Comparisons with Other Institutions and Organizations 
 
JJC aggressively implements planning strategies for expanding credit hours and meeting 
stakeholders’ needs.  Although the college lost two key referendum votes in 2003, the 
implementation of the Master Plan and elements of the Strategic Plan have moved forward.  
Financial considerations have reduced the amount of new growth JJC is capable of sustaining; 
however, there still has been an aggressive plan to establish new education centers and increase the 
number of credit hours offered.  The growth in credit hours over the last 3-5 years has been in the 
upper third of all Illinois community colleges, and new program development has been equal to or 
greater than comparable institutions.  Distance Education initiatives compare favorably with Illinois 
institutions and the number and breadth of regional educational centers places JJC in the high end of 
the spectrum in Illinois.   Advances in technology initiatives in the classroom and supporting faculty 
in teaching with technology have been at the upper end when compared to other Illinois community 
colleges.  The collaborative partnerships established by the college over the last five years have 
been exemplary and suitable for “best practice” category in three areas: COMPASS testing in the 
high schools, Tech Prep articulation efforts, and training partnerships with business and industry.  
Serving on the Valley View Area Baldrige Task Force has allowed college officials to benchmark 
JJC against several well-known business and educational entities.  This work has allowed JJC to 
gain greater insight from our partners and has allowed for an understanding that the college is at the 
best practice level in several areas.          
 
8R4. Effectiveness of the System for Planning Continuous Improvement 
 
Although many more college staff are involved in planning then ever before, JJC still has to work 
hard to make sure that planning is an integral part of JJC’s life cycle.  The QPT has a broad 
representation from all college work groups, and the composition of the annual CQIN team has 
reached out to all campuses and work groups.  In all, more than 25 individuals have been directly 
involved in specific all-campus planning activities in 2002-2004.  Most departments and/or 
functional units have developed annual goals for fiscal year 2005 and will continue to do so 
annually.  The effectiveness of all planning activities is still very hard to measure.  It can certainly 
be reported that there are more campus planning activities in the recent two years than at any time 
in the 103-year history of the institution.  However, measuring the effectiveness of those activities 
will be difficult until some time passes.   
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IMPROVEMENT (I)            
 
8I1. Processes and Systems for Planning Continuous Improvement 
 
The feedback loop for the annual planning cycle begins with the preceding year’s results as reported 
to ICCB in the Productivity, Performance, and Quality Report and the Performance Report.    
Beginning in the fall of 2005, the AQIP Systems Portfolio will also be used by the QPT to establish 
annual goals.   
 
Figure 8.7. Annual Planning Cycle 
 

 
 
8I2. Establishing Targets, Implementing Priorities, and Communicating  
 
Targets for improvement are developed annually by the Quality Planning Team.  These goals, many 
directly related to the longer term strategic goals, become the bedrock for departmental and 
individual goal planning.  Priorities for improvement exist at the personal, departmental, and 
institutional level, and different stakeholders are involved with establishing, measuring, and 
evaluating them.  A system that disseminates the information from the global to the individual has 
great potential in increasing understanding of strategies and priorities for improvement.  JJC is in 
the beginning stages of “institutionalizing” this process, but early results are encouraging.  The 
internal communication of goals for improvement and results is done through several media.  A 
twice-a-year General Session with the college community has allowed the President and others to 
communicate direct information on successes and progress toward goals.  The President has also 
communicated with internal stakeholders through a Quality Connections Newsletter and 
information in Campus Briefs.  External communication devices include the Annual Report, Alumni 
Newsletter, and occasional pieces in the Blazer, the student newspaper.    
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Criterion 9. Building Collaborative 
Relationships 

 
CONTEXTS (C)            
 
9C1., 9C2. Key Collaborative Relationships and Reinforcement of Mission 
 

The web of collaborative relationships, as 
stated in the Institutional Overview, is shows 
in Figure 9.1. Collaborative relationships 
reinforce every aspect of JJC’s mission and 
institutional goals. As shown in Figure 7.2, 
JJC evaluates its performance on the basis of 
collaborative relationships, specifically 
through the Strategic Plan (collaboration with 
external stakeholders), AQIP (building 
collaborative relationships) and the Illinois 
Commitment (helping businesses sustain 
economic growth and building P-16 
partnerships). One of JJC’s Core Values is 
Collaboration, noting that JJC is dedicated to 
the formation and enrichment of collaborative 
relationships as part of the scholarly process. 
Table 9.1 provides an outline of JJC’s specific 

collaborative relationships. Stakeholders like donors, alumni, students, and employees, are covered 
in more detail in Criterion 3. 

Figure 9.1 Collaborative Relationships 

 

 

 

Table 9.1. Specific Collaborative Relationships 
Collaborative 
Relationship 

Specific Collaborative Relationships 

State and Federal AQIP, ICCB, IBHE, IPEDS 
Colleges and 
Universities 

Articulation agreements with seven 4-year postsecondary institutions, SMHEC, Facility 
and space sharing; IAI 

Associations See Section O.4 Institutional Overview 
High Schools Articulation agreements 
Local and Regional 
Community 

Over 40 towns and cities and 7 counties; Chambers of commerce; Community service; 
participation in the Valley View School District Quality Partnership 

Economic 
Development 

Businesses and employers; Business Solutions Network (BSN, 
http://www.bsnillinois.com/) ; Illinois Community College Economic Development 
Association (ICCEDA, http://www.icceda.org/) 

 
 
 

http://www.bsnillinois.com/
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PROCESSES (P)            
 
9P1., 9P2. Creation, Prioritization, Building, and Ensuring Needs 
 

Creation of Relationships 
Collaborative relationships at JJC 
are the result of its status as a 
public institution; local political, 
economic, and social factors; 
geography; and institutional 
mission and objectives. As a public 
institution, JJC is mandated to 
collaborate with local, state, and 
federal entities in a wide variety of 
program reviews, accountability 
initiatives, and data collection and 
reporting. For instance, JJC 
collaborates with the federal 
government in providing data and 
information through IPEDS. The 
federal government will use the 
information for policy analysis in 
areas like financial aid, grants, and 
budget development–funds, in 
turn, that JJC receives. Local 
political, economic, and social 
factors also impact the creation of 
relationships. An example of how 
local economic and social factors 
impact collaborative relationships 
is seen in the changing 
demographics of the JJC district. 
District age increases and lower 
mortality translate into increased 
demand for health care services. In 

response, JJC’s Pharmacy Technician program partners with the MRxI Corporation to offer 
continuing education and certification for pharmacy technicians in the JJC District, which are 
projected to increase by 58 percent between 2000 and 2010. Naturally, JJC’s collaborations are 
impacted by its geography and participation in several south-suburban higher education 
consortiums, like SMHEC, and articulation agreements with four-year institutions located in or near 
the JJC district. The most significant reason for the creation of collaborative relationships, however, 
is JJC’s mission as an institution of higher learning, creator of human capital, and driver of 
economic development. 

Table 9.2. Mechanisms for Ensuring the Varying Needs of 
Relationships 
Collaborative 
Relationship 

Mechanism 

State and 
Federal 

Through institutional research activities, the OIE 
ensures that state, federal, and accrediting reporting 
requirements are met and that these entities have the 
data and information necessary to make informed 
policy decisions. 

Colleges and 
Universities 

IAI and general education requirements ensure JJC 
courses can be articulated. Institutional articulation 
agreements with institutions like Governors State 
University ensure JJC’s continuing relationships 
(http://www.govst.edu/apply/articulation/jjc/index.htm). 

Associations Research confirms and JJC recognizes that supporting 
and developing the intellectual capital of its employees 
through association membership, and concurrent 
subscription and conference attendance, leads to a more 
efficient and knowledgeable workforce better able to 
meet stakeholder needs. 

High Schools Research shows JJC’s students learn the most about JJC 
through a family member, high school counselor, and 
college catalog. JJC recruiters work to ensure 
articulation, dual-enrollment, and information materials 
are current and effective.  

Community JJC’s Foundation, Community Service, IET, and 
individual departments all develop benchmarks and 
assess all activities. See Table 2.4 and 2.5 for more 
information. 

Economic 
Development 

JJC is evaluated on its contribution to helping 
businesses and industries sustain economic growth. 
Table O.3 presents a sampling of the information JJC is 
evaluated on from the annual Performance Report 
(http://www.jjc.edu/Admin/IE/iccb.htm).  

 

http://www.govst.edu/apply/articulation/jjc/index.htm
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Prioritization and Building of Relationships 
Collaborative relationships are prioritized based on their alignment with JJC mission and 
institutional goals and stakeholder needs and compliance with local, state, and federal mandates and 
regulations. Prioritization, of course, is contingent on revenue streams and institutional expenditure 
priorities. Relationships are built over time between individuals and departments and other entities. 
An example of how relationships are built is the use of advisory committees. More information can 
be found in Section 1P2. 
 
9P3. Internal Institutional Relationships 
 
Internal institutional relationships are created and built through developing organizational structures 
capable of ensuring that JJC’s mission and institutional goals are accomplished. Criterion 1 and 
Criterion 3 provide more detail about how internal relationships among students, faculty, staff, 
administration, and other stakeholders are created and maintained. 
 
9P4. Collaborative Relationship Measures 
 

Table 9.3. Collaborative Relationship Measures 
Collaborative 
Relationship 

Measures 

State and Federal Meeting of state and federal reporting requirements 
Colleges and Universities Transfer rates; Articulated general education and lower division transfer courses 
Associations Number of associations JJC is affiliated with 
High Schools Enrollment by high school; Dual-enrollment by high school; High School 

Completions; Education to Careers; Number of Students Served through P-16 Grant 
Local and Regional 
Community 

Retention in employment; Population served; Public economic and external returns 
on investments; Community Service 

Economic Development Number of businesses provided with technical assistance; Non-credit enrollment; 
Number of individuals receiving customized training; Number of current workers 
receiving training through workforce training centers; number of businesses retained 
or attracted; Number of IET courses and workshops conducted; Number of courses 
and workshops in computer skills; Number of courses and workshops in quality 
process improvement; Occupational placement; Public and private economic and 
external returns on investments 

 
RESULTS (R)            
 
9R1., 9R2. Results, Including Comparisons 
 
Table 9.4 and Figures 9.2 through 9.7 illustrate results for the measures listed in Table 9.3. Other 
measures in Table 9.3 are listed elsewhere in the Systems Portfolio, such as retention in 
employment (Figure 1.19), economic returns (Figure 3.4), community service (Table 2.4), cohort 
transfer rates (Figure 1.14), and occupational placement rates (Figure 1.15), or online, such as high 
school enrollment (JJC Fact Book, http://www.jjc.edu/admin/ie/factbook.html). In addition, JJC 
awarded 367 GED diplomas in FY 2003 and served over 70,000 K-12 students in the Education to 
Careers program (http://www.isbe.state.il.us/etc/partnership.html). 
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Table 9.4. Businesses and Individuals Served through IET and Illinois Community College Business 
and Industry Centers 

JJC Illinois Median Area 
2001 2002 2003 2001 2002 2003 

Current workers receiving customized training 632 2,943 315 1,005 849 657 
Individuals receiving customized training  1,186 2,682 595 1,815 1,742 1,292 
Computer courses provided 65 16 32 17 16 12 
Courses in quality process improvement 5 78 n/a 4 7 n/a 
Businesses served 886 429 655 62 70 61 
Businesses attracted or retained 7 2 n/a n/a n/a n/a 
Courses/workshops provided 403 365 6,924 279 242 257 

Figure 9.2. Non-Credit Enrollment at JJC and 
Illinois Community Colleges, FY 2001-2003 

Figure 9.3. Summary of Pop. Served at  JJC and 
Illinois Community Colleges, FY 2001-2003* 
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*Population Served refers to the percent of a districts population enrolled in a district as a percentage of the entire estimated 
district population. Percent reflects number per 1,000. 
 
Figure 9.4. Articulated General Education 
Courses at JJC and Illinois Community Colleges, 
FY 2001-2003 
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JJC also tracks the performance of students 
who participate in Tech Prep versus non-
participants. Data show that Tech Prep 
students meet or exceed Prairie State 
Achievement Exam (PSAE) scores in the 
categories of Math, Science, Social Studies, 
Writing and Reading compared to all other 
students. For example, in 2002, 53% of Tech 
Prep students met or exceeded PSAE Science 
standards compared to 43% of all students.  
 

Results for collaborative relationships are also available in other areas. In FY 2004, JJC employees 
volunteered over 5,000 hours towards community service projects. JJC also awards an annual 
Extraordinary Service Award to members of the community who exemplify outstanding service to 
the JJC district. An area hospital provides space to students enrolled in the Radiology Technician 
program, while several district hospitals provide internship and continuing education opportunities 
for students enrolled in the Nursing Program. The Office of Career Services partners with local 
businesses in sponsoring job fairs for students and local employers and posts regular updates and 
sponsors online http://www.jjc.edu/jobfair/. 
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Figure 9.5. Students Served through the P-16 
Initiative Grant at JJC and Illinois Community 
Colleges, FY 2001-2003 

Figure 9.6. Dual-Enrollment at JJC and Illinois 
Community Colleges, FY 2001-2003 
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IMPROVEMENT (I)            
 
9I1., 9I2. Improving Current Processes and Systems and Setting Targets 
 
The process for improving current processes and systems at JJC is illustrated in Figure 7.4. 
 
Setting Targets 
Targets for improvement are set by the processes and systems inherent in four JJC performance 
indicators relating to collaborative relationships as stated in 9C1 and 9C2.  
 
Specific Improvement Priorities 
Specific improvement priorities relating to collaborative relationships are articulated in the JJC 
Strategic Plan and include continued work with vocational advisory boards to assess economic 
development and current market demand, offering more college level courses to high school 
students, increasing 2 + 2 articulation and dual enrollment agreements with four-year colleges and 
universities, and increasing collaborative working arrangements with workforce development 
groups. 
 
Communication of Priorities and Results  
Specific communication of collaborative relationship priorities and results are communicated 
through the JJC Website, publications, and the budget process.  
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Glossary of Acronyms
ABE – Adult Basic Education 
ASE – Adult Secondary Education 
AACC – American Association of Community 
Colleges 
ACE – American Council on Education 
ADA – Americans with Disabilities Act 
AFT – American Federal of Teachers 
AAS – Applied Associates of Science 
AA – Associates of Arts 
AGS – Associates of General Studies 
AS – Associates of Science 
AGB – Association of Governing Boards of 
Universities and Colleges 
AIR – Association for Institutional Research 
AQIP – Academic Quality Improvement Program 
BSN – Business Solutions Network 
COA – Certificate of Achievement 
COC – Certificate of Completion 
CCC – Collegiate Club Council 
CCBO – Community College Business Officers 
CAFR – Comprehensive Annual Financial Report 
CCCD – Consortium for Community College 
Development 
CASE – Council for the Advancement of Education 
CHEA – Council for Higher Education Accreditation 
CRD – Council for Resource Development 
CQI – Continuous Quality Improvement 
CQIN – Continuous Quality Improvement Network 
DAFS – Division of Adult and Family Services 
ENLACE – Engaging Latinos for Community 
Education 
ESL – English as a Second Language 
EEOC – Equal Employment Opportunity 
Commission 
FDC – Faculty Development Committee 
FERPA – Family Educational Rights and Privacy Act 
FY – Fiscal Year 
FTE – Full-Time Equivalent 
GAO – General Accounting Office 
GED – General Education Development 
GSD – General Student Development 
GASB – Government Accounting Standards Board 
GSF – Gross Square Feet 
HECA – Higher Education Cooperation Act 
HLC – Higher Learning Commission 
IAI – Illinois Articulation Initiative 
IAIR – Illinois Association for Institutional Research 
IBHE – Illinois Board of Higher Education 
ICCB – Illinois Community College Board 
ICCEDA -- Illinois Community College Economic 
Development Association 

ICCFA – Illinois Community College Faculty 
Association 
ICCTA – Illinois Community College Trustees 
Association 
ICCCA – Illinois Council of Community College 
Administrators 
ISAC – Illinois Student Aid Commission 
IT – Information Technology Department 
IET – Institute for Economic Technology 
IPEDS – Integrated Postsecondary Education Data 
System 
JJC – Joliet Junior College 
NCES – National Center for Education Statistics 
NISOD – National Institute for Staff and 
Organizational Development 
OSHA – Occupational Safety and Health 
Administration 
OHR – Office of Human Resources 
OIE – Office of Institutional Effectiveness 
OSMA – Office of Minority Student Affairs 
OSA – Office of Student Activities 
OWA – Outlook for Web Access 
PAS – Performance Appraisal System 
PQP – Priorities, Quality, and Productivity 
PPDW – Professional and Personal Development 
Week 
QAP – Quality Action Project 
QPT – Quality Planning Team 
QSLL – Quality of Student Life and Learning 
Committee 
SEIU – Service Employees International Union 
SMHEC – South Metropolitan Higher Education 
Consortium 
SURS – State University Retirement System 
StAR – Student Accommodations and Resources 
SGA – Student Government Association 
SLC – Student Learning Committee 
TESOL – Teaching English to Speakers of Other 
Languages  
TPC – Technology Planning Committee 
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