
Instructional Program Review- Annual Update Template

Instructional Program
Indicate the type of program:☐ AA; ☐AS; ☐AA-T; ☐AS-T; ☒Certificate

Program Name: Customer Service Certificate of Completion

Academic Year: 2024-2025

Name of Faculty Submitter(s): Danielle Jeffers

Annual Update #1☒ #2☐

*Note: An Annual Update must be submitted each year that a Program Review is not submitted.

I. Progress on Program Level Outcomes (PLOs) and Student Learning Outcomes (SLOs)

Data

A) Summarize the progress made on course level outcomes and assessments (SLOs):

In early 2024 assessments were created for each SLO of the CUST 110 course to include

assessment type, short descriptions and measurement rubrics. These assessments were

completed for the first time at the end of the Spring 2024 semester. Now that they are in place,

we can have comparative data moving forward.

The remaining courses are coming up for assessment within the next academic year.

B) Please list specific courses or SLOs that were identified for student-centered growth and

improvement.

Use the information from Part C of the “Program Learning Outcomes Assessment Data” section

of the IPR.

CUST 100, CUST 110 and CBIS 101 were all identified for student growth and improvement.

These three courses make up the Certificate of Completion in Customer Service.

1) List the actions identified to help grow or improve those areas.

Reviewing the current curriculum to see if any introductory components on ENTR can be

included. Advertise ENTR courses throughout the certificate program to encourage

students to explore their options educationally for ENTR.

2) Discuss the progress the program has made on those actions. Include any data used to

support progress.

Reviewing all modalities, traditional, hybrid and online for completion of the Customer

Service Certificate comparing Academic Year 2022-2023 to Academic Year 2023-2024,

there was an increase in success from 49.0% to 57.2%.
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Additionally, when looking at individual courses both CUST 100 and CBIS 101 say

increases in success rates.

When looking at the online modality for completion of the ENTR program, Success

increased from 69.7% to 72.1% over the prior year, with an increase in the overall

enrollment count.
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C) Please list any actions identified to support equitable outcomes.

Use the information from Part D of the “Program Learning Outcomes Assessment Data” section

in the IPR.

No Student groups were specifically outlined in the previous program review.

1) List the specific student groups the program identified as students they would like to

focus their efforts on.

No specific student groups were identified as demographics by gender, age and ethnicity

were spanned with no emphasis on any one category.

2) Discuss any progress with equitable action within the program and any measures taken

to ensure the identified student group(s) would receive appropriate support. Include any

data used to support progress.

During the 2023-2024 academic year the following ethnicity groups saw an increase in

enrollment percentages over the previous 2022-2023 data: Black/African American,

Hispanic, Native American, Pacific Islander and White.
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D) Describe any other program, course, and/or instructional changes made by your program as a

result of the outcomes assessment process.

No Additional Changes Made.

E) Reflecting on the responses for B) and C) above, what will you implement for the next

assessment cycle?

Reviewing the enrollment of the 19 and younger and 20-24 age group, there was an overall

drastic decrease in enrollment numbers, but higher completion rates from 2022-2023 to

2023-2024. In the next assessment cycle, steps will be made to increase this population as they

could be identified as young adults who are upskilling to enter the workforce for the first time

and could greatly benefit by the curriculum taught in this course.

II. Progress Toward Achieving Program Goals, Objectives, and Outcomes
These should be carried forward from your full Program Review (Section III), or from your

Annual Update #1, if revised since your full Program Review.
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A) List the 2-3 goals from your Program Review or most recent update.

1. GOAL #1
Increased partnerships with either local businesses and/or County Departments

2. GOAL #2
Transition all courses to OER to be listed at the Chancellor’s Office as a ZTC Pathway.

3. GOAL #3
Goal #3 not identified.

B) Have any goals been completed or discontinued?
If yes, please list the goal and whether it has been completed or discontinued; if
discontinued, please explain why.
Yes☐ No☐

Click or tap here to enter text.

C) Discuss the objectives and related outcomes for each goal.

1. GOAL #1 Objective(s) with related Outcome.
Work with the area Dean(s) to collaborate with SB County WDD/EDD to see if our courses

can be advertised for their programs such as WIOA, CalWORKS, and other funded programs that

require job readiness training.

Collaborate with area deans and local businesses, including Tanger Outlets, Home Depot and

other customer service-oriented employers who are the first point of contact for customers. The

objective is to advertise our free program, develop collaborative efforts, and enhance the success of

both the company and our program completion rates.

● Discuss any progress toward meeting the goal based on the goal objectives.
The CTE department has had presence both on the Economic Development meetings for

the city, the Military Affairs Committee for the local region, the chamber of commerce and

collaboration with the SB County Workforce Development Board. Many partners and hiring

events were held on campus and offered for students both enrolled and who had completed the

certificate of completion for customer service.

More partnerships to be made in continuation of this goal to enhance the success of the

company, connecting to funded programs and program completion rates.

● Briefly explain how you have been measuring the goal and any notable indicators of

forward progress.

Ongoing Partner meetings, attendance at community events.

2. GOAL #2 Objectives with related Outcome.
Work with the Academic Senate and/or OER Liaison to find OER options for all courses.

Vetting of all course materials in Fall 2023 with hopes to transition to OER before completion of

Spring 2024. Once OER is approved petition with the Academic Senate to be listed as a ZTC Pathway.
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● Discuss any progress toward meeting the goal based on the goal objectives.
All online curriculum for all courses is currently using online zero cost resources.

However, these resources have not gone through approval to be open education resources.

● Briefly explain how you have been measuring the goal and any notable indicators of

forward progress.

Approval as an OER/ZTC Pathway and the CORs and list of Pathways approved by CCCCO.

3. GOAL #3 Objectives with related Outcome.
No Goal Identified.

● Discuss any progress toward meeting the goal based on the goal objectives.
Click or tap here to enter text.

● Briefly explain how you have been measuring the goal and any notable indicators of

forward progress.

Click or tap here to enter text.

D) List any resource you are requesting for each goal.

1. Goal 1☐ Goal 2☐ Goal 3☐

Please list the resource and how it relates to the goal.

Click or tap here to enter text.

2. Goal 1☐ Goal 2☐ Goal 3☐

Please list the resource and how it relates to the goal.

Click or tap here to enter text.

3. Goal 1☐ Goal 2☐ Goal 3☐

Please list the resource and how it relates to the goal.

Click or tap here to enter text.

III. New Goals (optional)
This section is optional and should be used to replace a completed or discontinued goal OR if a

new goal has become necessary for the program.

A. NEW GOAL #1

Click or tap here to enter text.

1. Alignment to BCC Strategic Priority (Select at least one but choose all that apply)

Choose an item.

Choose an item.
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Choose an item.

Choose an item.

2. Relationship to Guided Pathways

☐ Clarify the Path

☐ Entering the Path

☐ Staying on the Path

☐ Support Learning

3. Please list at least one objective for achieving this goal.
Click or tap here to enter text.

4. Please list outcome statements for each objective.

Click or tap here to enter text.

5. Briefly explain how you will measure the outcome.
Click or tap here to enter text.

6. Please list resources (if any) that will be needed to achieve the goal/outcome.
Click or tap here to enter text.

B. NEW GOAL #1

Click or tap here to enter text.

1. Alignment to BCC Strategic Priority (Select at least one but choose all that apply)

Choose an item.

Choose an item.

Choose an item.

Choose an item.

2. Relationship to Guided Pathways

☐ Clarify the Path

☐ Entering the Path

☐ Staying on the Path
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☐ Support Learning

3. Please list at least one objective for achieving this goal.
Click or tap here to enter text.

4. Please list outcome statements for each objective.

Click or tap here to enter text.

5. Briefly explain how you will measure the outcome.
Click or tap here to enter text.

6. Please list resources (if any) that will be needed to achieve the goal/outcome.
Click or tap here to enter text.

IV. Resource Requests: What does the program need to meet its goals and objectives?

What does the program need to meet its goals and objectives?
List all resources from Sections II.D and III.6 below.

If there was no room on the template to list all resources being requested for a single goal/objective, you

may list additional resource requests here. Also list any resources required to implement planned

improvements.

IMPORTANT: A BUDGET ALLOCATION PROPOSAL must be completed and submitted for EACH new

resource requested.

Goal # Objective # Resource Required Estimated Cost BAP
Required?
Yes or No

In No,
indicate
funding
source

Click or
tap
here to
enter
text.

Click or tap
here to
enter text.

Click or tap here to enter
text.

Click or tap
here to enter
text.

Click or tap
here to
enter text.

Click or tap
here to
enter text.

Click or
tap
here to
enter
text.

Click or tap
here to
enter text.

Click or tap here to enter
text.

Click or tap
here to enter
text.

Click or tap
here to
enter text.

Click or tap
here to
enter text.

Click or
tap
here to

Click or tap
here to
enter text.

Click or tap here to enter
text.

Click or tap
here to enter
text.

Click or tap
here to
enter text.

Click or tap
here to
enter text.
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enter
text.
Click or
tap
here to
enter
text.

Click or tap
here to
enter text.

Click or tap here to enter
text.

Click or tap
here to enter
text.

Click or tap
here to
enter text.

Click or tap
here to
enter text.

Click or
tap
here to
enter
text.

Click or tap
here to
enter text.

Click or tap here to enter
text.

Click or tap
here to enter
text.

Click or tap
here to
enter text.

Click or tap
here to
enter text.
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