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El Camino College 
STUDENT SERVICES 

Outreach and School Relations 
Fall 2018 Program Review  

 
Program Description 
 

1. Describe the program. How does the program link to the College’s mission 
statement, statement of values, or strategic initiatives? 

 
Outreach and School Relations is the clearinghouse for outreach activity off-campus and 
throughout the community. Since the last program review in 2014, Outreach has experienced 
changes in staffing, leadership, work functions, and the recently added responsibility of the 
expansion, recruitment, and onboarding of South Bay Promise students. Outreach takes pride in 
representing the campus throughout the community at over 600 events every year. 
 
Of El Camino College’s Statement of Values, the Outreach office is most strongly linked with 
“People.” All the work conducted by Outreach and School Relations is about people. Outreach 
works to connect people interested in the college, people in the community, and people on 
campus to the College and its excellent comprehensive educational programs and services. With 
value placed on people, Outreach is also fortunate to work with diverse populations, high 
schools, and businesses with a diversity of needs. To many of these groups and individuals, 
Outreach serves as the welcoming face of El Camino College.  
 
Outreach services provided include:  

• Information Sessions 
• Application Workshops 
• Information Tables 
• College Fairs 
• Campus Individual Tours 
• Campus Group Tours 
• Staffing for special events such as 

Transfer Fair, President’s Breakfast, 
Planning Summit, and others 

Outreach onboarding on campus: 
• Reg Fest 
• One-Stops 
• Registration Days (Fall and Spring) 
• New Student Welcome Day 
• Prep for Fall Days 
• Welcome Week 
• College Night 
• El Camino Days (Saturday event) 
• Warrior Smart Start 
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Appendix I includes sample flyers from various events hosted by Outreach and School Relations. 
Below, is a table of all planned onboarding events scheduled between June 2018 and April 2019. 
 

Date Event Name Target Population 

Tues, June 26, 2018 Reg Fest (fall registration assistance) All new students starting 
Fall 2018 

July 3-August 8, 2018 
(every Tues and Wed) 

One-Stop Services (collaboration with 
Counseling, Assessment, and Outreach) 

New Students starting in 
Fall 2018 without core 
services complete 

Tues, July 24, 2018 Reg Fest (fall registration assistance) All new students starting 
Fall 2018 

Tues, August 14, 2018 Reg Fest (fall registration assistance) All new students starting 
Fall 2018 

Sat, August 18, 2018 Fall Registration Day / Student Services 
Center Extended Hours 

All new students starting 
Fall 2018 

Sat, August 25, 2018 First day of Fall Semester / Student 
Services Center Extended Hours All students 

Mon-Fri August 27-31, 
2018 Fall Welcome Week All students 

Sat, September 1, 2018 Student Services Center Extended Hours All students 

Wed, November 14, 2018 College Night Students and families of 
high school age 

Tues, January 15, 2019 Spring Registration Day All new students starting 
Spring 2019 

Sat, February 2, 2019 Spring Registration Day / Student 
Services Center Extended Hours 

All new students starting 
Spring 2019 

Sat, February 9, 2019 First day of Spring Semester / Student 
Services Center Extended Hours All students 

Mon-Fri, February 11-15, 
2019 Spring Welcome Week All students 

Sat, February 16, 2019 Student Services Center Extended Hours All students 

Sat, March 2, 2019 El Camino Day All new students starting 
Fall 2019 

Sat, March 16, 2019 El Camino Day All new students starting 
Fall 2019 

Sat, April 20, 2019 Warrior Smart Start All new students starting 
Fall 2019 

 
Outreach and School Relations directly links to El Camino College’s Strategic Initiatives A 
through F as outlined below:  
 
A - Student Learning 

Outreach provides support to the Office of Dual Enrollment via assistance with application 
workshops for students who enroll in dual enrollment courses at the high schools. Although 
Outreach and School Relations does not directly impact academic student learning, it is 
imperative that staff stay updated on current educational technologies and college resources, 
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as these are sources of information that are shared while providing outreach to the 
community. 
 

B - Student Success & Support 
Outreach and School Relations has directly provided onboarding services in support of the 
Student Success & Support Program (SSSP) for the last four years. Each year since the last 
program review, Outreach has increased in the number of students assessed and provided 
with educational plans on and off campus at local high schools. During this last Fall 2018 
recruitment period, Outreach provided core services to 1,800 students in time for the priority 
registration deadline of April 30, 2018. This was the greatest number of students to have 
received services by the deadline and directly from Outreach. Onboarding services, which 
range from information to application and all the steps to enroll, have expanded with 
additional emphasis on registration assistance for new students. (Further in this document, 
tracking of students is discussed as a potential area of improvement.) At on-campus visits 
during spring, students are introduced to various campus academic and student support 
programs like Extended Opportunities Programs & Services (EOPS), First Year Experience 
(FYE), and the Honors Transfer Program (HTP). This collaboration among programs 
provides added support for future student success. 
 

C - Collaboration 
Collaboration has been strengthened through the planning and delivery of our One-Stop 
Services, which have taken place every summer since 2016. Outreach and School Relations 
has also worked closely with Assessment & Testing, Counseling & Student Success, 
Admissions & Records, and Financial Aid offices. This collaborative provides the 
opportunity to share resources and maximize efforts. Finally, collaboration is key to Outreach 
in the planning process. Annual surveys of our off-campus primary contacts, Outreach 
Counselors, student Ambassadors, and continuous discussion among staff in the office are all 
taken into consideration in the decision-making process for annual plans.  
 

D - Community Responsiveness 
Outreach and School Relations supports several advisories, efforts, and partnerships to meet 
the needs of the community in relation to education, workforce training, and economic 
development. The introduction of the South Bay Promise Program in 2014 and its expansion 
in 2018 is an example of efforts directly supported by Outreach. 
 

E - Institutional Effectiveness 
Outreach and School Relations consistently collaborates with other departments to strengthen 
and support programs. Through regular meetings with our Extended Opportunities Programs 
& Services (EOPS) department, Outreach has been able to provide effective services, avoid 
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duplication of efforts, and share resources when applicable. Regular meetings have been 
ongoing since Spring 2016. 
 

F - Modernization 
Outreach and School Relations supports the Technology Plan and all recent technological 
updates that the campus has experienced within the last year. Outreach staff attend trainings 
and stay informed of new technology that directly affects students including ECC Connect, 
Canvas, and Schedule Builder. In addition, Outreach will specifically take advantage of 
additional technologies including Intersect by Hobsons (to connect with interested students), 
ConexEd Cranium Café (to host online workshops), and Recruit (a new Customer 
Relationship Manager [CRM] to connect with students who have applied to El Camino 
College and to support their onboarding process). 
 
 
2. Describe the student population served by the program using data. Please note the 

source of the data. If necessary, please contact the Office of Institutional Research & 
Planning to obtain data. 

 
Outreach serves all students, prospective students, parents, the community, and the campus in 
general. At this time, Outreach does not target a specific student group or population. However, 
for the purposes of recruitment for the South Bay Promise, Outreach focuses on potentially 
eligible students, which include prospective students who have graduated from a high school 
within the El Camino Community College District or who reside within the El Camino 
Community College District. District cities include El Segundo, Hawthorne, Hermosa Beach, 
Inglewood, Lawndale, Lennox, Manhattan Beach, Redondo Beach, and Torrance (Appendix II).  
Although the South Bay Promise targets a specific student population, Outreach responds to 
service requests throughout the surrounding cities. A snapshot of the El Camino College Facts 
and Figures for Fall 2017 provided by the office of Institutional Research and Planning 
demonstrates the top cities from which El Camino students enroll (below). Many enrolled 
students are students who live outside of the El Camino Community College District.  
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I. Prospective Students:  

Prospective students are all students who present interest in attending El Camino College. 
These students interact with Outreach staff, counselors, or student Ambassadors at 
various on- and off-campus outreach events. In addition to direct interaction, prospective 
students previously entered contact information via the online Prospective Student form 
supported by Colleague. As of Fall 2018, prospective student information will be 
collected by the online Customer Relationship Manager (CRM), Recruit. This new 
software will streamline contact with prospective students and will be able to provide 
accurate data in regard to interested, applied, or enrolled status.  

 
II. External Customers:  

Outreach works very closely with 23 high schools within the El Camino Community 
College District and an additional 40+ high schools outside of the district in order to 
provide accurate and timely information about the campus to the community and 
prospective students. At various times throughout the year, external customers are kept 
updated on programs and changes that could impact them and their work in education. 
Outreach also attends regular meetings with the South Bay Workforce Investment Board 
(SBWIB) as they are a key partner with the South Bay Promise at El Camino College.  

 
III. Internal Customers:  

As the clearinghouse for all outreach activity, it is imperative Outreach work closely with 
programs on campus to either stay abreast of updated information or to partner and 
support recruitment efforts. Outreach works closely with student support and academic 
programs like the Honors Transfer Program, First Year Experience, Extended 
Opportunities Programs and Services (including CARE/CalWORKs and Guarding 
Scholars), Knowledgeable Engaging and Aspiring Students (KEAS), Puente Project, 
Project Success, MESA, Community Advancement and Kid’s College, Financial Aid, 
Athletics, Dual Enrollment, and Career and Technical Education. In addition, the list of 
internal customers expands as new collaborations are being formed. For example, during 
Welcome Week in the first week of the fall semester, Outreach was able to collaborate 
with the newly-hired Outreach Services Librarian in order to provide updated information 
about our Schauerman Library at the information tables. Internal customers also include 
El Camino faculty, as Outreach works with faculty to promote academic programs and 
available classes during the start of each semester. Since Fall 2017, Outreach has also 
worked with faculty as co-sponsor of the “Ask Me Button” campaign, asking faculty and 
staff to wear buttons the first 2 weeks of the semester in order to identify themselves as 
someone who can provide assistance to new students. This campaign expanded in Fall 
2018 to provide these same “Ask Me” buttons in Spanish. 
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3. Describe how interaction with the program helps students succeed or meet their 
educational goals. 

 
The passage of California Senate Bill 1456 Community colleges: Seymour-Campbell Student 
Success Act of 2012 directly affected how Outreach and School Relations has carried out various 
functions within the last four years. Outreach has been tasked with providing core services 
including orientation, assessment, and educational planning with the goal to increase the 
college’s student readiness rate.  
 
In addition, Outreach has adopted the Research and Planning Group’s Six Success Factors that 
Support Student Achievement when working with students. With each planned outreach activity, 
the Outreach team works to identify which success factor is utilized and how. The graphic below 
demonstrates the Six Success Factors and the definition of each as related to student support. 
 

 
 
For example, a leading factor to how support is provided in the process of onboarding new 
students is the “Nurtured” factor. Starting in April 2018, all new student applicants for the Fall 
2018 semester received a welcome letter with a message inviting them to the campus to support 
their readiness for the fall semester. Phone banking was also well-received, as students used this 
opportunity to ask questions and get clarification on their next steps for enrollment. Finally, at 
our first ever Warrior Smart Start event in Spring 2018 (for new Fall 2018 students), much of the 
feedback received indicated how students felt welcomed and ready for their first semester.  
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Below is a table of all the comments shared by students in their evaluation form with positive 
comments directly aligned with the success factors highlighted.  
 

You guys are doing a 
great job of keeping 
everyone informed 
about what all the 
things are. 
Welcoming. 

I feel extremely 
confident that El 
Camino will help 
me transfer to my 
dream college. 

Very much 
appreciated 

Right after it 
ended, I had a 
better 
understanding 
of college. 

I would like to suggest 
that they open the area 
for students to get their 
photo ID. 

Overall, the event 
was great, especially 
the informative FYE 
info session which 
makes out first year 
experience to be a 
great program. 

I think the event 
was a great event. I 
enjoyed it very 
much and gave 
valuable resources I 
would not have 
known otherwise. 

I thought it 
was an 
awesome 
event 

There 
probably 
could have 
been more 
staff members 
providing 
information 

The entire event was very 
organized 

Everybody very nice 
and happy! I loved it! 
I think my son will 
feel happy at El 
Camino! Thanks. 

When can we know 
more information 
about sports? 

What units 
are 
required? 

I thought it 
was great Everything was good 

 
 Outreach staff, counselors, and student Ambassadors facilitate the onboarding process so it is 
streamlined and students feel ready for success, but Outreach is currently unable to measure 
direct impacts on success and meeting educational goals. Future goals include better tracking of 
students and services received prior to enrolling in El Camino in order to track success in future 
semesters.  
 

4. How does the program interact with other on-campus programs or with off-campus 
entities? 

 
It is imperative that Outreach interact on a regular basis with on- and off-campus programs and 
entities in order to successfully carry out our goals. On campus, Outreach has regular meetings 
with various programs that support student success and rely on student recruitment to meet their 
goals.  
 
Extensive on-campus collaboration is necessary to support the needs of prospective students and 
internal contacts looking to recruit new students to academic and student support programs and 
services. The Outreach Taskforce was an on-campus work group that met 3 times in the year to 
maintain up-to-date information regarding outreach efforts, to share resources, avoid duplication 
of services. The Outreach Taskforce experienced a break within the last year due to changes in 
leadership. The group re-convened in Spring 2018 and will return in Spring 2019 once changes 
to the Steps to Enroll have been updated due to legislation. In addition, Outreach participates 
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with programs conducting efforts off-campus such as the Office of Dual Enrollment, South Bay 
Adult School Consortium and specific student programs like Career & Technical Education 
(CTE), Extended Opportunities Programs & Services (EOPS), and the South Bay Promise 
student support programs.  
 
Outreach staff also participate in various on-campus collaborative taskforce meetings including:  
 

• AB 705 Committee 
• Campus Calibrate 
• Campus Events Committee 
• Dreamer’s Taskforce 
• Dual Enrollment Advisory 
• Enrollment Management 
• First-Gen Taskforce 
• Food and Shelter Security Taskforce 
• Guardian Scholars Collaborative 
• Program Coordinators’ Meeting 
• PRIDE Design Team  
• Qualtrics Taskforce Committee 
• South Bay Promise Committee 
• Student Equity and Achievement Workgroup 
• Other event planning committees including Commencement, Counselor Collaborative, 

Onizuka Space Science Day, Student Support Expo, and New Student Welcome Day 
 

5. List notable achievements that have occurred since the last Program Review. 
 
Notable achievements since the 2014 Program Review (PR) include:  
 

I. Creation of the Outreach Annual Plan (recommendation from 2014 PR) 
II. Regular monthly meetings with Marketing & Communication 
III. Increase in available Outreach flyers with concise information for prospective 

students and their families 2016 (recommendation from PR 2014) 
IV. Public commendations for the Ambassador Program after the College’s Fall 2014 

ACCJC accreditation site visit 
V. Increased full-time personnel with the addition of a second Student Services 

Specialist in Fall 2014, and an Administrative Assistant I in January 2016. 
VI. Increased in-person contact with primary high school contacts as a result of increased 

staff and other personnel (recommendation for PR 2014) 
VII. Implementation of new annual or regular campus events:  

a. Fall College Night – November 2016, 2017, and 2018 
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b. Counselor Collaborative – Spring 2016, 2017, 2018, 2019 
c. Spring College Night – Spring 2017 
d. El Camino Days – Spring 2018 Saturday events, 2019  
e. Warrior Smart Start – Spring 2018 Saturday event, 2019 
f. South Bay Promise Reception – Summer 2018 
g. Prep for Fall Days – Fall 2018, 2019 

VIII. Phone Banking – calls to students to remind of registration appointments and event 
participation 

IX. Increase staff, faculty, and management participation in Welcome Week – Spring and 
Fall 2018 

X. Access to additional resources: 
a. Data via ITS Reporting Services  
b. Technology – access to additional screens in Colleague 
c. Recruit – Customer Relations Management (CRM) for prospective student 

tracking (recommendation from 2014 PR) 
XI. Increased participation in the College’s South Bay Program for Fall 2018 

 
6. What prior Program Review recommendations were not implemented, if any, and 

why? What was the impact on the program and the students? 

 
Since the last Program Review in Fall 2014, all recommendations have been implemented with 
some potential opportunities for improvement. The impact on the program has resulted in an 
increase of staff and available services provided by staff, counselors, and student Ambassadors. 
The increase of events has also led to increased informational and marketing materials. Although 
Outreach did receive updated marketing materials in 2016 per PR recommendation, the printing 
of increased materials due to increased events is not sustainable with the current printing budget 
for Outreach purposes. 
 
 
Program Environment 
 

1. Describe the program environment. Where is the program located? Does the 
program have adequate resources to provide the required programs and services to 
staff and students? If not, why? 
 

The program environment varies depending on time of the year, availability of staff, and 
financial resources. Most of the work conducted from within the physical on-campus space 
includes the coordination of our various outreach services. Because our office space is limited, 
and the process of onboarding requires the participation of other departments like Assessment, 
Counseling, and Financial Aid, Outreach relies on the availability of meeting locations, 
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classrooms, computer labs, and office spaces to support the bulk of onboarding, especially the 
core services of orientation, assessment, and educational planning.  
 
Outreach and School Relations is currently located in the Student Services Center on the second 
floor, rooms 206 and 208. The program is also responsible for staffing, training, and scheduling 
of the Welcome Desk, located in the lobby of the Student Services Center on the first floor. In 
the past year, Outreach also started hosting phone banks on a regular basis to remind students of 
registration appointments, invite them to an on-campus event, or remind them about fee payment 
deadlines.  
 
With the construction of the new Student Services Center set to be complete by the end Fall 
2018, Outreach is looking forward to making the move in December 2018. The new space is 
similar to the current space with a major change to the location of the computers in the current 
Student Services Center lobby. The blueprint below shows the portion of the new building with 
the space highlighted for the Outreach and School Relations office.  
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Since the increased number and type of events and services hosted by Outreach, there are some 
areas where adequate resources are not available. The phone banking service introduced in 
January 2018 was a success in terms of providing a personal connection with students, especially 
those who were not familiar with the registration process. For the Spring 2018 registration 
period, student Ambassadors contacted at least 2,000 students. The logistics of setting up an ad-
hoc phone banking location was made possible with the support and collaboration of the 
Information & Technology Services (ITS) department (provided the setup), the Vice President of 
Student Services (provided direction), Human Resources (provided the space), Natural Sciences 
(provided laptops), and Institutional Research and Planning (provided the report of students to 
call). This service took place again later in the year but without the same setup. A workaround 
was made possible by reassigning staff and making all phones in the Outreach office (7) 
available for phone banking. Although this was possible for a short period of time, the current 
office setup in the current version of the Student Services Center, office location, and resources 
were not conducive to a successful large-scale phone banking project like the one held earlier in 
the year. 
  
Finally, with all of the added on-campus events such as College Night, Warrior Smart Start, the 
South Bay Promise Reception, Reg Fest, Registration Days, and El Camino Days, logistics 
behind the successful events require coordination with other departments on campus. Outreach 
regularly maintains contact with other departments such as Facilities and Planning (for setups), 
Student Development Office (to borrow A-frames), Campus Police (for parking, added safety, or 
opening of rooms on the weekends), and the Schauerman Library Basic Skills Lab (for the 
utilization of computers in the lab). An additional department Outreach has recently relied on is 
the Athletics department, with whom Outreach regularly contacts in order to request the 
utilization of an electric cart. Many of the on-campus outreach events are large-scale that require 
moving large numbers of heavy signage and materials around campus. Although working 
relations with various departments are positive and effective, a more efficient way to approach to 
planning of these large events would be to have direct access to some of the various materials 
necessary for large events, including department owned A-frames or an electric cart.  
 

2. Describe the number and type of personnel assigned to the program. Please include 
a current organizational chart. 

 
The department of Outreach and School Relations is a part of the newly established Enrollment 
Services Division, which includes other departments such as Admissions & Records, 
Assessment, Financial Aid, and the International Students Program. Currently, Outreach and 
School Relations consists of 1 Director, 1 Administrative Assistant I, 2 Student Services 
Specialists, 7-10 Adjunct Counselors, 2 part-time Outreach Professionals, and 1 Temporary Non-
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Classified (TNC) employee. The organizational chart below illustrates the description of the 
organizational structure.  
 

 
 
One note about recent changes in Outreach: from November 2017 through mid-January 2018, a 
director did not oversee Outreach, as the previous director was promoted to Dean of Enrollment 
Services. An interim Director served from mid-January through April and a permanent Director 
was assigned as of May 2018. For 2018-19, Outreach has hired 36 student Ambassadors. While 
the number and positions of the full-time staff and manager have been constant since January 
2016, what does fluctuate depending on need, resources, and time of year includes the part-time 
staff, adjunct counselors, and student Ambassadors. In previous years, Outreach was also 
responsible for staffing the Financial Aid Lab with student Ambassadors, but this has changed as 
of the start of this fiscal year. In addition, Outreach does not rely on a specific number of adjunct 
counselors to successfully meet the needs of our prospective students and to support onboarding, 
but instead relies on 110-120 counseling hours per week in the fall (beginning in October) and 
approximately 150 counseling hours per week from January through May. 
 

3. Describe the personnel needs for the next four years. 
 
With the addition of the South Bay Promise to the job description for the Director of Outreach in 
January 2019, and the added task to expand the program for Fall 2018 and beyond, additional 
support via an Administrative Assistant I would take on the responsibility of tracking 
applications, maintaining records, and reconciling data. The campus has implemented several 
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new technologies, including Recruit CRM, that will require regular maintenance and effectively 
maximize technology to meet demands of student interest in the college.  
 

4. Describe facilities needs for the next four years. 
 
A part of what makes Outreach an effective and successful program is the amount of 
collaboration that takes place across departments, within the department, and with off-campus 
partners. In the last four years, Outreach has made effective use out of the available space in the 
current office. Currently, the Outreach office has two areas within the assigned space where 
student Ambassadors frequent and is a space where many brainstorming sessions have taken 
place with staff across all levels, from the Director to the Ambassadors. Collaboration space 
within the office has reinforced successful partnerships among office staff and provided 
temporary work areas for large-scale event support (such as putting together 500 packets for 
students and families for College Night). However, the office setup in the new building lacks this 
space entirely. 
 
As previously mentioned, phone banking was a new and successful task that was introduced to 
Outreach in January 2018. Phone banking for registration appointment reminders was an 
opportunity to contact and connect with students in order to determine their needs in the 
registration process. The current Outreach space does not allow for an effective or efficient 
phone banking project as limitations are placed on access to phones with a computer for 
extended time periods. Based on the plans in the new Student Service Center, the front office or 
“Online Center” as designated in the building plans (see page 11) is a potential space to set up a 
permanent phone banking center.  
 

5. Describe the equipment (including technology) needs for the next four years. 
 
Although Outreach has increased its access to data via our ITS department, staff still do not have 
direct access to data or ability to create custom reports, and as a result must make frequent 
requests. In order to adequately provide updates to various College plans, Outreach would 
benefit from the ability to rapidly access and produce reports with all the necessary variables for 
accurate information. El Camino’s new Customer Relationship Management (CRM) software, 
Recruit, will be able to provide some of this reporting but only as it relates prior to enrollment.  
 
Moving forward, in order to support our Guided Pathways Plan and familiarize students with 
ECC Connect, Outreach Counselors will complete educational plans for students through ECC 
Connect Degree Planner. However, a majority of the educational planning will take place off-
campus at students’ high schools where access to technology varies and is mostly restricted to 
high school students and their staff and faculty. 
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The office location in the new Student Services Center provides a possible space where a phone 
banking space could be set up as needed throughout the year. Technology is already designed for 
space with 10 computer stations and will only require the addition of a phone to each station in 
order to operate a phone banking project. Potential phone banking projects include: 
  

• Registration reminders 
• Fee payment reminders 
• College event invitation and reminders 
• Follow-up based on answers to the admission application or South Bay Promise 

application 
 

6. Describe the specific hours of operation of the program. Do the scheduled hours of 
operation meet the needs of staff and students? 

 
The office of Outreach and School Relations has regular office hours from Monday through 
Friday from 8:00 a.m. to 5:00 p.m. The Welcome Desk, located in the lobby of the current 
Student Services Center, is staffed Monday through Thursday from 8:00 a.m. to 7:00 p.m. and 
Fridays from 8:00 a.m. to 4:30 p.m. However, working hours of Outreach staff, counselors, and 
student Ambassadors vary and depend on off-campus outreach needs. During peak outreach 
season in September/October and March, Outreach provides services at several college fairs, 
parent nights, and information sessions, and many of these take place outside of regular business 
hours and on weekends. In addition, the Welcome Desk is also open early and late for extended 
hours during the first week of each semester and for the first few days of each of our winter and 
summer sessions. Scheduled hours of operation meet the needs of staff and students, especially 
with added extended hours at peak times. At any time, Outreach is also available via our office 
email accounts, voicemail, online outreach services request form, or social media.  
 

7. Describe the external factors that directly affect the program. Take into 
consideration federal and state laws, changing demographics, and the 
characteristics of the students served by the program. How does the program 
address the external factors? 

 
A number of external factors directly affect Outreach and School Relations. Although not yet 
spelled out clearly, the change in the General Funding Formula may impact the onboarding 
process for students (though effects may not be clear until after the first year into the new 
formula). Additionally, two state laws, specifically Assembly Bill 705 – Seymour-Campbell 
Student Success Act of 2012: Assessment and Assembly Bill 19 – California College Promise will 
impact work functions directly related to assessment as well as early outreach provided to the 
community. Because both pieces of legislation are very recent, details are not available as 
processes are currently undergoing evaluation in response to the goals of each law. Finally, the 
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Guided Pathways Plan will directly affect Outreach. All external factors are addressed according 
the demands of each, resources available, and ultimately the alignment of our work to meet the 
goals of all new legislation.  
 
Of all the pieces of legislation recently implemented, Assembly Bill 705 – Seymour-Campbell 
Student Success Act of 2012: Assessment will have the greatest impact on Outreach work 
processes and functions. In previous years, a large portion of staff time during the months of 
December through April was used to coordinate, schedule, proctor, and follow up with on- and 
off-campus placement testing. Large groups would visit campus to take the placement test in the 
Basic Skills Lab, along with orientation in the East Dining Room, educational planning in the 
Alondra Room, and a campus tour. With the placement test no longer being used, Outreach is 
presented with an opportunity to consider our work, shift focus, and create opportunities to better 
inform students and prepare them for their first semester. The Director of Outreach is currently 
collaborating with Counseling and other on-campus stakeholders to draft an intake form and use 
the previously planned assessment time to have students complete the form and familiarize 
themselves with MyECC and ECC Connect. In addition, the new building and space assigned to 
the Assessment Office provides an opportunity for additional collaboration and to potentially 
utilize this space as an all-in-one space where prospective students will be able to complete the 
enrollment process including orientation, in-take form, assessment review, and educational 
planning.  
 
 
Service Area Outcomes (SAOs) 
 

1. List the programs SAOs. 
 

Outreach and School Relations has three active SAOs: 
 
SAO statement 1: Prospective Students – After attending an ECC Information Session, 
prospective students will be more knowledgeable regarding ECC programs, services, and the 
steps to enrollment.  
 
SAO statement 2: Student Ambassadors – Students who participate in the ECC Student 
Ambassador Program gain confidence, learn about how organizations work, and become more 
knowledgeable about ECC programs and services. 
 
SAO statement 3: Community Partners – The Office of Outreach and School Relations provides 
accurate and beneficial information about the college, its programs, and services, in a timely 
manner to community partners in a variety of methods including site visitations, offering of core 
services off-campus, campus visitations, mailings, and via the outreach listserv.  
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2. How were the SAOs developed? Who was engaged in the creation of the SAOs? 

 
Outreach’s SAOs continue to be developed in collaboration with a team effort, including the 
student Ambassadors. With changes in how Outreach functions due to AB 705, Outreach will 
work to update SAO statements, especially those related to on-campus events meant to support 
onboarding.  
 

3. How often are the SAOs assessed and who is engaged in the discussion? 
 
Outreach’s SAOs are assessed once each year at the end of the academic year. For SAO 1, the 
discussion occurs with full- and part-time staff. Because SAO 2 is focused on student 
Ambassadors and their development as professionals, the discussion takes place mostly between 
the director and two student services specialists. Finally, data from SAO 3 is used in planning for 
the next academic school year, especially in the decision-making process surrounding the needs 
of our local high schools. Outreach SAOs are also discussed at the monthly staff meetings.  
 

4. What has been done if the SAO assessment results were not as anticipated? 
 
When SAO assessments have not been as anticipated, Outreach uses this opportunity to evaluate 
office practices, consider additional training, and shift work in order to reach anticipated results. 
In the coming year, SAO 1 will experience a change in statement, assessment, and process as 
information regarding the College’s steps to enroll is currently undergoing change in response to 
AB 705. In addition, the College has recently conducted the Bridging Study, which surveyed the 
campus and community’s regards of the college. Information from the Bridging Study will be 
used to update Outreach’s information session talking points and visual presentation.  

 
5. Where are the SAOs assessment results shared with staff, students, and the public? 

 
SAO assessment results are shared with staff at staff meetings, and the campus via our planning 
software, Nuventive. However, SAO results are not shared with students or the public. With 
changes in Outreach functions, this is an opportunity to consider the sharing of results with the 
public as current SAO statements are re-evaluated and edited. Finally, although not specifically 
related to SAOs, high school principals, superintendents, and other school officials do have the 
opportunity review a high school report card created by the Office of Institutional Research and 
Planning. This information is used to inform community colleagues on many items regarding to 
students who attend from their educational institutions. A copy of the general campus report card 
is attached in Appendix III. 
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6. Have the SAO assessment results indicated the need to change or modify 
components of the program? If so, were the changes implemented? 

 
SAO assessment results have not indicated to change any major components of Outreach, 
however small modifications to training have been made throughout the last four years. 
Currently under review are the methods of assessment, especially for SAO 1 related to 
prospective students. For SAO 1, prospective students previously completed a 10-question pre-
test to gauge their knowledge of El Camino. This “quiz” was followed by an information session, 
then students were asked to complete the reverse side of the quiz for a post-test. Unfortunately, 
many high schools have had to reduce the time permitted for information sessions due to changes 
in their scheduling and other factors, and so time no longer allows for an effective pre- and post-
test to assess our SAO. In addition, more districts are asking for entire senior classes to submit 
admissions applications to El Camino College when the application becomes available each 
November 1 and the time for application workshops has since replaced time available for El 
Camino Information Sessions.  
 
 
Program Improvement 
 

1. What activities has the program engaged in to improve services to students? 
 
Outreach continues to support the community and prospective students to ensure updated, 
accurate, and timely information is available in order to promote student success. In terms of 
improving services to students, Outreach continues to provide the campus with informational 
tables during Welcome Week (the first week of each major term). A new service provided by 
Outreach is the contacting of students via phone and email regarding any outstanding fees prior 
to being dropped for non-payment. Outreach intentionally coordinates the sending of this 
communication during a time in which staff will be available to reply to increased emails and 
phone calls regarding fee payments, process, deadline, and available options for students. The 
increased communication calls for an “all hands on deck” approach where all those in the office, 
including the Director of Outreach, ensure all students receive personal attention to their 
concerns. 
 
Finally, approximately 90% of all work conducted by Outreach is focused on prospective 
students, the needs of students, and meeting the needs of the College’s Enrollment Management 
Plan (where applicable). In order to do so, Outreach maintains a presence in the community and 
focuses on the onboarding process. The table below shows a summary of some of the services 
provided by Outreach in the past four academic years. (This table does not include other services 
provided, such as parent nights, college nights at local high schools and organizations, stand-
alone information table setups, and registration assistance, including One-Stop Services.)  
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Outreach 
Service 

2014-15 2015-16 2016-17 2017-18 

Tours 
College Fairs 

Workshops 
Testing Sessions 

Orientations 

130 
84 
34 
57 
- 

158 
98 
65 
67 
9 

204 
91 
64 
71 
38 

136 
98 
108 
68 
45 

 
2. How have program personnel used metrics to improve program services? Provide 

metrics from the last four years. 
 
Outreach provides most of its services to prospective students, rather than current students. 
However, Outreach has become the information hub and an office where current students and 
internal customers are able to call upon for answers to questions or additional assistance. The 
Welcome Desk especially, located in the lobby of the Student Services Center, is the place where 
current students stop by to get all questions answered throughout the year. Because the location 
of this desk is between Admissions & Records and Counseling, Ambassadors are constantly kept 
up-to-date on changes to policies or processes regarding the two programs and services provided 
by each.  
 
In response to metrics, in the last year Outreach has worked closely with the Office of 
Institutional Research and Planning and has discussed the use of data provided to the campus on 
an annual basis. Outreach relies on information shared in the annual Facts and Figures document 
shared with the campus after each fall semester in order to inform practices for the following 
year. This past year, data that became critical (especially as it relates to the South Bay Promise) 
includes the First-Time Student Trends document that is currently shared on the Institutional 
Research and Planning website. A copy of this document is available in Appendix IV. 
 
The Applicant Yield Rates, also available from the Office of Institutional Research and Planning, 
provide another metric that is used to inform Outreach practices. The complete document and 
data are available in Appendix V. This snapshot of the last four years demonstrates a drop in 
yield rates and an increase of applicants and students enrolled. Since Fall 2015 (for students 
enrolling for Fall 2016) a new practice was introduced by Centinela Valley Union High School 
District, requiring the senior class of all 3 of their high schools and 1 continuation school to 
complete an El Camino College application for admission. This practice will also be introduced 
to other districts as well. This practice encourages students to have a plan for higher education 
beyond their high school years.  
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3. If applicable, explain any patterns in student success, retention, persistence, 
graduation, and transfer in terms of student characteristics and program objectives 
and discuss planned responses or changes. 

 
Work functions carried out by Outreach may not directly affect student success, retention, 
persistence, graduation, and transfer; however, these are indirect effects of a well-coordinated 
onboarding experience for new students to the college. The passage of California Assembly Bill 
705 will also impact the onboarding process as supported by Outreach. Planned changes include 
the discontinued use of our previous diagnostic tool for math and English. A large portion of 
Outreach work in the spring semester has largely revolved around the coordination, proctoring, 
and follow up surrounding Accuplacer testing sessions for new students. 
 
 
Customer Service 

 
1. How was the survey conducted? Please include a copy of the survey to the appendix. 

 
The customer service survey was created using Qualtrics and was emailed as a link to Outreach’s 
primary off-campus contacts. As an incentive to complete the survey, Outreach provided three 
opportunity drawing gifts that included El Camino merchandise. A copy of the customer service 
survey is attached in Appendix VI. 
 

2. What were the major findings of the customer service survey? 
 
Major findings from the customer service survey demonstrate areas where Outreach is strong and 
areas that serve as opportunities for improvement. Out of 15 respondents, over 80% of 
respondents indicated “Very Satisfied” to assessment services the Outreach counselors, 
presentations provided by Outreach, electronic material, the timeliness of response to questions, 
email communication with the department, and a resource guide created specifically for 
Outreach’s high school partners. Some of the items where the level of satisfaction was less than 
70% include areas where Outreach can work with other departments who oversee those areas and 
work together to respond to the needs and feedback provided by Outreach contacts. The graph 
below shows the level of satisfaction among the respondents. 
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3. Describe exemplary services that should be expanded or shared with other 
programs. 

 
Exemplary services include personal attention received by contacts at the local high schools and 
other organizations. Personal attention has been made possible by the exemplary coordination of 
services between on-campus staff and counselors, and the execution of service by the Student 
Ambassador Program. At various planning summits, department meetings, and other 
opportunities where groups come together to discuss services to El Camino College students, the 
El Camino Student Ambassador Program is usually regarded as a model program for service to 
the campus, community, and our students. The success of the Student Ambassador Program for 
the last 10 years is due to the extensive training provided year-round. All Ambassadors complete 
at least 16 hours of training prior to the start of their assignment and continue to receive 
additional training throughout the year for a total of 50 hours of training which includes all 
aspects of the college, including El Camino’s organizational structure, educational programs 
available, academic and support programs, and overall customer service in general. At the start 
of the 2018-19 Ambassador cohort training, students were introduced to The Four Agreements by 
Don Miguel Ruiz. The purpose of this reading was gain sensitivity to the needs of El Camino’s 
diverse student and community population and gain an understanding of others’ perspectives as 
Ambassadors gained self-awareness in how they work with others. 
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4. What aspect of the program’s service needs improvement? Explain how the 

program will address service improvements. 
 
Based on the data from the customer service survey, Outreach can improve on the explanation of 
what to expect when students complete the online orientation and admissions application. These 
are the two areas where the level of satisfaction was lowest, although there is not much direct 
impact Outreach has with these. Currently, Outreach is working to improve the on-campus in-
person orientation in order to ensure students are well-informed and prepared for their first 
semester at El Camino.  
 
 
Conclusions and Recommendations 
 

1. Summarize the program’s strengths. 
 
Outreach has maintained a high quality and quantity of services provided and has consistently 
been able to meet the needs of our off-campus partners, especially with our Student Ambassador 
Program and Outreach Counselors.  
 

2. Summarize the program’s areas that need improvement. 
 
Outreach has become successful in constantly providing an outstanding level of service to all 
including prospective students, internal and external customers. In addition, Outreach has relied 
on direction from various College plans such as the Enrollment Management Plan, Educational 
Master Plan, the Guided Pathways Plan, and other plans that rely on Outreach services. The 
ability to work with available resources including staff, funds, and physical space, is something 
that Outreach has been able to overcome. One area where improvement is possible is to align 
Outreach’s Communication Plan (Appendix VII) with all the College Plans and goals. Finally, 
because of the multiple changes currently taking place within Outreach and other areas that 
affect Outreach, the program needs to re-visit current Service Area Outcomes and consider 
statements and processes that align with the changes. A goal for the next Program Review 
includes adding more accurate data of the success of students who interact with Outreach in the 
onboarding process.  
 

3. List the program’s recommendations in a prioritized manner to help better 
understand their importance to the program. 
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1. With the added responsibility of the expanded South Bay Promise, additional work 
related to the tracking, data entry, and reconciling of data related to the South Bay 
Promise would benefit from an additional Administrative Assistant I. 

2. Move funding for the Student Ambassador Program and Student Services Specialist 
position to the general fund. (Currently, a large portion of the Student Ambassador 
Program along with the second Student Services Specialist position is funded by SSSP.) 

3. The increase of Outreach events and marketing of special programs requires consistency 
of available materials to be shared with prospective students and the community. 
Although updated marketing materials were received since the last program review, 
Outreach’s budget for printing have not been updated and is not enough to sustain the 
materials on a regular basis. 

4. Beginning in Fall 2018, Outreach counselors will complete educational plans by using 
ECC Connect. This presents a need for additional laptops/tablets for educational planning 
services. Currently, Outreach has a need of 10 additional laptops/tablets.  

5. In order to support exceptional customer service in the new Student Services Center, 
specifically at Welcome Desk, Outreach could utilize 5 iPads/tablets in order to 
implement the desired concierge model of service as proposed by the Student Services 
Division Vice President. 

6. Earlier this year, Outreach was tasked with the responsibility of calling students via a 
phone bank. Additional phones available in the front office of the new Outreach office 
location would support phone banking activity throughout the year. 

7. Finally, the increased number of large-scale on-campus events in support of onboarding 
new students and showcasing El Camino programs and services have increased the need 
for equipment to ensure proper setup and execution for these events. Purchase of an 
electric cart assigned to Outreach and A-frames would help to make setting up of these 
large events more effective. 

 
 

4. Please indicate whether the program should continue or be discontinued. 
 

  X  Continue Program 
 

___  Discontinue Program. Explain how the program’s services could be handled by 
another on-campus entity if the program has been declining or is no longer fully 
utilized. 
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APPENDIX I: FLYERS 
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APPENDIX II: SOUTH BAY PROMISE 
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APPENDIX III: REPORT CARD 
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APPENDIX IV: FIRST-TIME STUDENT TRENDS 
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APPENDIX V: YIELD RATES 
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APPENDIX VI: CUSTOMER SERVICE SURVEY 

 

 

Q1 
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Q2 

 

Q3 

 

Q4 

 

Q5 

 

Q6 
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Q7 

 

Q8 

 

Q9 

 

 
 

Q10 

 

Q11 
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Q12 

 

Q13 

 

Q14 
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APPENDIX VII: OUTREACH COMMUNICATION PLAN 

 
Outreach Timeline 

 
June, July, and August 
 
Recruit and train Ambassadors to provide outreach services to prospective and current students 
on and off-campus, including the Financial Aid Office. 
 
Take inventory of marketing giveaways and order new marketing giveaways. 
 
Update high school principal and counselor contact electronic listserv and hard copy contact 
roster for the subsequent academic year. 
 
Offer Core Services One-Stop, where students can complete Orientation, Assessment/Testing, 
Educational Plan, and Course Registration help in one day.   
 
August 
 
Welcome new, continuing, and returning students to El Camino College for the start of the fall 
semester at information tables throughout campus the first week of classes. 
 
Work with in-district high schools to ensure off-campus college courses offered at high school 
campuses are ready for the start of the fall semester. 
 
Inform on-campus entities of outreach opportunities at in-district high schools and other 
educational venues for the academic year. 
 
September and October 
 
An e-mail message blast is sent to both in-district and out-of-district high school counselors with 
outreach information.  A hard copy letter with the “Outreach Services Request Form” is sent to 
every in-district high school principal.  Campus Tours are scheduled upon request from any high 
school or individual student.  Information Tables and Information Sessions are hosted at in-
district and out-of-district high school campuses. 
 
Outreach personnel participate in regional, state, and out-of-state college fairs and nights. 
 
The annual High School Principals’ Breakfast is scheduled and hosted by the President. 
 
November and December 
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Prospective students may begin to apply on November 1st when the online admission application 
is activated for the following summer term and fall semester.  Application Workshops and 
Orientation Workshops are hosted at in-district and out-of-district high school campuses. 
 
January 
 
Welcome new, continuing, and returning students to El Camino College for the start of the 
spring semester at information tables throughout the campus the first week of classes. 
 
Work with in-district high schools to ensure off-campus college courses offered at high school 
campuses are ready for the start of the spring semester. 
 
January, February, and March 
 
High school students who have applied for Admission and have participated in an Orientation 
(online or in-person) are invited to take the Assessment/Placement tests at El Camino College or 
off-campus at in-district and out-of-district high school campuses.  In-district high schools are 
offered free transportation for their students to visit El Camino College to take the 
Assessment/Placement tests and complete any remaining steps to receive priority registration. 
 
In-district and out-of-district high school students are encouraged to meet with an El Camino 
College academic counselor on-campus or at high school campuses to develop an Education Plan 
for the summer term and fall semester. 
 
Financial Aid Office personnel host “Cash for College” evening events at in-district and out-of-
district high school campuses to help prospective students and their parents learn how to apply 
for federal and state financial aid including scholarships. 
 
Outreach personnel participate in regional, state, and out-of-state college fairs and nights. 
 
April and May 
 
The Office of Outreach and School Relations hosts in-district and out-of-district high schools 
that request Campus Tours and want their students to complete any remaining steps to register 
for classes for the summer term and fall semester. 
 
Provide MyECC 101 Course Registration Workshops at area high schools and adult schools.   
 
June 
 
All new, continuing, and returning students who apply for financial aid by completing the Free 
Application for Federal Student Aid (FAFSA) and submit all of the proper financial aid 
documentation by June 1st are guaranteed a financial aid award letter and disbursement during 
the first week of the fall semester. 
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Communication Timeline 

The Office of Outreach and School Relations, working in conjunction with the Office of Public 
Relations & Marketing, engages in active communication with prospective students throughout 
the matriculation process.  Electronic communication includes e-mail messages, on-campus 
marquee announcements, MyECC student portal announcements, and messages sent via social 
media including, but not limited to, Facebook and Twitter.  The following is an outline of the 
communication timeline. 
 
November 
 
Online admission application is available for the following summer and fall terms. 
 
December 
 
Online orientation is available for the following summer and fall terms. 
 
January 
 
Assessment testing will be proctored on and off-campus at educational institutions. 
 
February 
 
Academic counseling is available on and off-campus for the following summer and fall terms. 
 
March 
 
Online financial aid application is available for the following award year. 
 
April 
 
Online registration is available for summer term. 
 
May 
 
Online applications are available for special student support programs (e.g., EOPS, FYE, etc.). 
 
June 
 
Online registration is available for fall term. 
 
July 
 
Online payment is required for courses for fall term. 
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Student Services Program Review Committee 
Ratings 
 
 Excellent 

The program review was extremely well written. Concise and grammatically correct with 
few to no spelling errors. A model program review that is ready to be posted online for a 
public audience. 

 
 Meets Expectations 

The program review was adequately written. Lengthy or vague at times or included some 
grammatical and spelling errors. Corrections should be made prior to posting online for a 
public audience. 

 
 Needs Improvement 

The program review was poorly written or incomplete. Too lengthy or vague or too many 
grammatical and spelling errors throughout the document. The program review needs to 
be rewritten and resubmitted to the Student Services Program Review Committee by an 
established deadline. 

 
 
Revised 
5/5/2010; 3/13/2013; 3/31/2014; 4/15/2014; 6/1/2015; 8/20/2016; 7/13/17 
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