Snead State Community College

Snead State Community College

Student Success –
College Wide
Quality Enhancement Plan

On Site Visit - Oct. 29-31, 2013

1

Snead State Community College
TABLE OF CONTENTS
QEP I
Executive Summary…………………………………………………………………… 2
QEP II
Process Used to Develop QEP……………………………………………………….....4
QEP III
Identification of the Topic – Student Success…………………………………………..6
QEP IV
Desired Environment Supporting Student Learning……………………………………8
QEP V
Literature Review and Best Practices ………………………………………………….9
QEP VI
Actions To Be Implemented and Timeline…………………………………………….24
QEP VII
Organizational Structure……………………………………………………………….39
QEP VIII
Resources………………………………………………………………………………42
QEP IX
Assessment…………………………………………………………………………….46
QEP X
Appendices
Appendix A………………………………………………………………….. 53
Appendix B…………………………………………………………………...54
Appendix C………………………………………………………………….. 57
Appendix D………………………………………………………………….. 58
Appendix E…………………………………………………………………...59
Appendix F…………………………………………………………………...60
Appendix G…………………………………………………………………..64
Appendix H…………………………………………………………………..65
Appendix I…………………………………………………………………...66
References…………………………………………………………………………………...67

2

Snead State Community College
QEP I – Executive Summary
Snead State Community College exists to help students become college graduates. The
College’s mission statement is “Snead State Community College, a member of the Alabama
Community College System is dedicated to excellence in meeting the educational needs of those
we serve through the completion of degree and certificate programs, workforce development,
and community engagement.” Students often begin college underprepared in many ways
including academic skills, studentship skills, college knowledge, self-knowledge, and lack of
support. This lack of knowledge, skills, and support hinder their success and achievement. These
obstacles may lead to students failing to complete individual courses, dropping out prior to the
end of a term and eventually failing to graduate. Snead State Community College must quickly
identify students who are at risk and provide them with the resources necessary to maximize
their success. This is our mission and Snead State Community College’s Quality Enhancement
Plan is therefore designed to promote college completion.
The Quality Enhancement Plan (QEP) is also closely tied to the College’s Strategic Plan
and Enrollment Management Plan. The 2010 Strategic Plan called for a focus on graduation
(called “Finish What You Start”) and also called for an expansion of student support services
initially titled “TriO on Steroids”. Two key objectives of the Enrollment Management Plan are
to increase the fall-to-fall retention rate by 10% and to increase the graduation rate by 10%.
As the QEP committee conducted a search for a topic, surveys and focus groups with all
College personnel and students, one theme that surfaced consistently was promoting student
success through expanded services. Because this closely aligned with the “TriO on Steroids”
concept and clearly supported college completion, it was chosen as the focus for the QEP. The
emphasis of our topic grew out of an institution wide discussion about what we could do better at
Snead. The QEP committee conducted surveys and facilitated focus groups with all College
personnel as well as students, and the theme that surfaced consistently was student success.
Snead State’s QEP consists of two primary initiatives – an Early Alert System and
expanded tutoring services. When fully implemented, an Early Alert will enable College
personnel to monitor and intervene with appropriate services to keep students in school and help
them progress towards graduation. The College will also expand existing tutoring services to
encompass not just academics but also other areas including improved studentship skills, college
knowledge and self-knowledge.
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QEP II – Process Used to Develop the QEP
In 2011, Snead State formed a committee to research topics for the QEP. The individuals
chosen had a variety of expertise and represented a broad base from the college community. The
Committee members selected were: Dr. Annette Cederholm, Associate Dean of Planning and
Research (Chair); Dr. Jonathan Watts, Director of Religious Studies; Grover Kitchens, History
and Political Science Instructor; Barry Mayhall, Math Instructor; Tammy Robinson, Health
Sciences Secretary; Marcia Broyles, Contract English Instructor
The committee’s initial meeting discussed (APPENDIX A) the prescribed process and
expectations for developing and implementing of the QEP. Following that initial meeting of
introduction and purpose the committee began the process of topic selection. It was made clear
to the committee from the beginning that the process and work was to be a completely nonbiased approach to what the college instructors, staff, and student body perceived as needed areas
of focus to further enhance the goals and mission of Snead State Community College. The
committee truly wanted this to be an open and exploratory event.
The faculty and staff assembled in the Weather’s Building Auditorium on August 25,
2011, with 51 persons attending (APPENDIX B). A handout was presented to the attendees
describing the purpose and intent of the meeting including the key issue of “What is the Quality
Enhancement Plan (QEP)?” (APPENDIX C)
Guidelines for selecting topics were offered and persons were encouraged not to restrict
their selections towards instructional issues only but to think broadly and dream big. They were
encouraged not to let financial resources influence a suggestion - do not let “it costs too much”
enter the process. The challenge was to truly reflect on what the college needs. Following the
instructions we offered to the attendees, in the words of philosopher John Locke, a tabula rasa, a
blank slate.
Those gathered were given a piece of paper (basically a blank slate) with a question at the
top of the page on the front and back asking two questions: 1) What is Snead State doing well?
How can we do it better? and 2) What is Snead State NOT doing well? How can we do it better?
The results were tallied, prioritized, and then ranked by the number of times a particular
suggestion was listed. The first list was prioritized to a list of the leading concerns.
These five concerns were then divided between the QEP Committee members to research
each area. The assignments were:






Library Services - Grover Kitchens;
Student Success Center (providing services for ALL students, not just TRIO students), Dr. Jonathan Watts;
Online Services (training and tutoring for distance education students) - Barry Mayhall;
Student Orientation/Freshman Seminars – Dr. Annette Cederholm;
Technology and Student Responsibility (Banner – student effort/responsibility) – Tammy
Robison.
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On November 22, 2011, the committee presented the findings from their research to the
faculty and staff. After the presentations, faculty and staff were given the list of topics and asked
to rank them from most important to least important (APPENDIX D). The top three concerns of
the campus community came from the rankings.
The top three topics of concern were:
1) Banner – Technology and Student Responsibility,
2) Student Success – Advising and Career Planning, and
3) Library Services.
These selections were then presented to a student forum of 21 students.
The students were asked to rank these three topics with the following results:
1) Banner – Technology and Student Responsibility,
2) Student Success – Advising and Career Planning and
3) Library Services.
They too discussed the selected issues and entered a selection process.
The information gathered from this process provides the foundation for the Snead State
Community College QEP. The faculty, staff and students shared common interests. It was not
surprising that all were focused on these three areas. Regarding ‘Banner – Technology and
Student Responsibility’ the QEP committee determined that the ongoing implementation of the
newly acquired administrative software system (Banner) was receiving significant attention and
support and thus would not represent a true QEP. As for “Library Services’, the QEP committee
determined that the scope of this was not sufficient for a true QEP effort aligned with the
emphasis of student completion. Thus, the best fit from these identified topics is student success.
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QEP III – Identification of the Topic - Student Success
After much discussion with the QEP Committee and the Executive Cabinet it was agreed
that the focus of this process should be on Student Success. The topic clearly and directly
supports the College’s mission and commitment to completion, as well as the desire to expand
support services from the Strategic Plan. The Committee reached out to two other campus groups
as it defined what a commitment to “Student Success” should look like.
The first group was the College’s highly-successfully TRiO Student Support Services
Program on our campus, whose students graduate at a rate higher than the general student body
despite the fact that all of its students are so-called “at risk” students. TRiO works with students
individually and in groups to guide them through a process of success through mentoring and
tutoring. Among the eligibility factors for TRiO Student Support Services are:
1)
2)
3)
4)

Be a First Generation college attendee
Must meet income requirements (i.e.: low income)
Be a disables student
Maintain a minimum GPA of 2.0

Students accepted into this program are provided a variety of support services including but not
limited to:
 Academic and Career Advising
 Tutoring
 Opportunities for Cultural Events
 Workshops
 Computer Lab and Services
 Library Recourse
TRiO Programs Director Marie Smith met with the QEP
committee and described in detail the services (APPENDIX E) the program provides as
well as the remarkable results they achieve (APPENDIX F).
The other group the QEP Committee consulted was the Student Access and Success
Committee. This committee was formed following the 2010 Strategic Planning Retreat, which
launched an initiative internally called “TRiO on Steroids.” The resulting 2010 Strategic Plan
called for the College to expand its services so that all students received a high level of support
services using Snead State’s highly successful TRiO program as a model.
This group focused on three primary areas of Student Services: 1) Arriving Student
Support, 2) Enrolled Student Support, 3) Exiting Student Support. The 14 member group was
cross-representative of the faculty and staff. The committee met regularly during 2010 following
the 2010 Strategic Planning Retreat and produced a set of recommendations regarding the
creation of a Student Success Center as a step in implementing the “TRiO on Steroids” concept.
The Student Success and Career Center launched in 2011 in the McCain Building, but many of
the services it sought to provide, such as tutoring, were not implemented effectively. Few
students sought tutoring, and scheduling appointments for those who did proved extremely
problematic. Thus, the lack of implementation of effective tutoring in the Student Success
Center provided real-life feedback on issues that must be addressed for the QEP to be successful.
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The work of both of these groups influenced the final selection of the QEP topic.
Through research and discussion, the QEP Committee identified two specific areas influencing
student success – Early Alert in areas of potential failure and Tutoring. These two areas fit well
within the “Success Center” the College was already implementing. Therefore, a QEP focusing
on student success will support both the completion part of the College’s mission as well as the
Strategic Plan by expanding TRiO-style services.
The QEP Committee, originally tasked with identifying the topic, unanimously asked to
be retained to research and define both topics in enough detail to develop a comprehensive plan
for implementation.
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QEP IV – Desired Environment Supporting Student Learning
The College desires to create an atmosphere where every student feels connected to the
College, understands that Snead State’s purpose is to help them graduate, and has available
services to help them progress towards graduation. Creating this atmosphere requires a
commitment of communication with students and access to services likely to increase course
completion, retention, and graduation.
The College’s current course completion rate is approximately 75%. That means
approximately one-fourth of students in each class do not successfully complete the course due
to either low grades or withdrawal. To increase the success rate, the College seeks to directly
address the reasons for failure. The College must determine answers to questions such as “Why
are they failing?” “Why are they withdrawing?” “What assistance can the College provide” to
keep them in the classes and help them succeed in the course and eventually graduate?” An
Early Alert system will help determine these answers for each individual student and provide
them with the tools and resources needed to succeed, including tutoring. The ultimate goal is to
fulfill the College’s mission by helping students achieve their academic goals and graduate.
Done well, this will enable them to be successful students not just while here but as they
continue their education and vocational training throughout life.
The QEP, as designed, creates an environment that promotes the College’s mission,
Strategic Plan, and another of the College’s core planning documents, the Enrollment
Management Plan. One key objective in the Enrollment Management Plan is to increase the
College’s fall-to-fall retention rate. For 2011-2012, the retention rate was 58% (APPENDIX G),
lower than the average for four-years schools (76%) (APPENDIX H) but significantly above the
average for the state’s two-year colleges (48%) (APPENDIX I). The Enrollment Management
Plan calls for the College to increase this rate to 70%. A Second goal is graduation. The “Finish
What You Start” initiative from the Strategic Plan has resulted in an increase of the College’s
(IPEDS) graduation rate to 30%. At its lowest, the College’s graduation rate has been a dismal
18%. The QEP has a goal to increase this rate to a minimum of 35%.
In conclusion, the QEP seeks to directly support existing college operations related to
student success by creating an atmosphere to promote success and providing a coherent
framework for services, data collection, and assessment of results.
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QEP V – Literature Review and Best Practices
Introduction
The purpose of this literature review is to identify critical concepts and best practices to
inform the development of the implementation plan for Snead State’s QEP. In many ways a
well-designed early alert function serves as the first intervention for at-risk students. Tutoring,
on the other hand, is a service focused on addressing academic underperformance. One can
differentiate these two core aspects of the SSCC QEP by thinking of the Early Alert aspect as
more of managing a process and the Tutoring piece as providing direct services.
Early Alert
Rationale
The necessity of an “early alert” type system within the College is important due to
mainly two important factors. First, only approximately 45 percent of community college
students earn an associate degree or certificate within six years. Acknowledging that 55 percent
of our students do not attain any type of degree or certificate becomes the reality that over half of
any incoming class will not attain success is quite sobering (3-Year, 2012). Second, when a
student fails to graduate and drops out they have lost the money they paid for tuition and they
lose the opportunity to earn more throughout their working life. From a societal view, realization
of the student’s full potential as far as their talent and taxable income is also lost (Adams, C, 77,
2011). Finally, the college loses tuition over time.
Tinto’s work declares that for students to fully succeed they must achieve both “academic
integration” and “social integration.” If the student fails to accomplish this then the odds for the
student persisting through completion escalate dramatically. Though colleges have utilized
various ideas with mixed results, the factors deemed important by students themselves make a
great deal of sense. In one survey 92 percent of the students stated that there were specific people
who helped them adjust or feel competent in the college environment (Deil-Amen, R. 2011). It is
also noted that, “Many two-year students are marginal in that they are so tenuous in their college
student role that seemingly minor setbacks are not interpreted as such and could easily throw
them off course and back into a re-adoption of a non-college identity…” (Deil-Amen, 2011, p.
78) Students are thwarted by these setbacks and often are easily discouraged and chose to leave
school altogether (Deil-Amen, 2011). Existing research indicates that consistent contact with
students during their pre- or early-college experiences serves as a critical means for facilitating
academic and social integration. Personal contact between a college employee and a potential
student helps clarify expectations regarding college life for the student and provides
opportunities for the student to establish trusted personal contacts on the campus. These
relationships serve as a key means for college advisors and students to jointly identify potential
problems as early as possible. When the College itself is dedicated to the student’s success the
odds are that they will be more fully engaged with the college environment.
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Northern Virginia Community College
There is often found a “disconnect between institutions and students” (3-Year, 2012)
which must be addressed. Many times this begins with the primary contact that colleges have
with their future students while they are still in high school. Northern Virginia Community
College (NVCC) has college counselors host workshops in the local high schools. During these
workshops the counselors meet with students one-on-one, and guide them through the process of
applying both to the college and for financial aid. And since mandatory placement tests are a
routine aspect of admission to community colleges, they provide the opportunity to study,
prepare, and retake if necessary these pivotal entrance exams. Student participants in this
program improve their performance by eleven percent over those not involved in the program.
While 60 percent of students nationwide found themselves in developmental classes only 45
percent of those who were in the NVCC program required developmental classes (Adams, C. 30,
2011). This provision of preparatory help for students prior to placement testing is rare in
community colleges. Only 44 percent of colleges offered some type of study aid in preparation
for placement tests and only 13 percent of students took advantage of them. The lack of required
study aids/preparation being required of students appears to increase the probability that students
will score into developmental classes. (3-Year, 2012)
Finally, when the new students within the NVCC program arrive on campus they have
already established a trusted point of contact with whom they are familiar. This counselor, who
guided them while they were in high school, then introduces them to an on-campus counselor
who focuses on providing information, support and skills that lead to the student remaining in the
college through graduation. They assist the student with developing schedules, identifying
campus activities of interest, and they establish contact with the instructors of these students.
This provides a means to assess their progress, or lack thereof, in the classroom environment
(Adams, C. 30, 2011), and this in turn serves as a form of early alert.
Central Piedmont Community College
Before students even become active students, Central Piedmont Community College has
them take a survey that assesses their individual learning styles. Based on the Myers-Briggs
personality inventory test the instrument informs students of what type of learner and listener
they are and describes his/her personality type. This assists the student with understanding how
he/she learns best and guides their preparations for class. As for instructors, they are furnished
with graphical results informing them of the makeup of each particular section of the courses
they teach. While it is not required that instructors change their teaching styles or make each
class different it does increase their awareness of their students’ learning needs and they may so
choose to adjust their class. Faculty members have an additional resource available to them in
the form of a computer site allowing them access to additional information on their students.
This information helps them to contact the student or report excessive absences or poor scores to
the advisors of specific students (Fischman, 2011). It also facilitates more open communication
with counselors and instructors.
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Brazosport College
When entering college, there is often a misunderstanding between the college and the
student. The college often does not realize that students not only have poor study skills but they
do not know how to work within the culture of the college itself. They may not know how to find
student information on the website or how to use the library. They are many times unaware that
there is a counseling center, what a future career path might hold, or what use the computer lab
can be to them. This information is often put forth in a “life-skills for college” or “success for
students” course. The problem is that these courses, though often beneficial, are not usually
required due to state funding and lack of transferability (Zeidenberg, 2008). Other times colleges
name this an orientation course, and one report found that only 38 percent of colleges require this
for first-time students. When it is required, as Brazosport College did, completion rates increased
from 66 percent to 89 percent (3-Year, 2012). These actions often include information that
creates early alert opportunities so that students have access to advisors or counselors. These
advisors or counselors provide information regarding tutoring or study skills assistance which
might make a difference in their success.
Philander Smith College
One of the more persistent challenges that community college students face is their
placement in developmental education courses. Far too many students never make it out of these
classes and thus fail to complete a degree or certificate (3-Year, 2012). One mechanism to
address this issue is more individually designed intervention. Tailoring help to the specific
student may seem costly and time-consuming but is needed for many of them to be successful.
Philander Smith College retains academic coaches who meet with students, provides an “early
alert” program, supplies tutors in a center on campus, and has faculty members who rotate times
serving in the center itself. When a student still chooses to withdraw they are required to meet
with an administrator for an exit interview which at times may convince them to stay in school.
These steps have doubled graduation in one year and increased retention from 2004 to 2009 from
51 percent to 77 percent. During this whole process there are mentors and counselors who work
with the students in many ways. They attempt to foster social change for the student to receive
additional support. They identify and secure financial help when critical. And they even text
students to remind them that they have a test (Adams c. 77 2011). Each of these actions
demonstrates the power and importance of individual connectedness with students.
Students that are in developmental classes report, in some cases, that their college helped
them to develop a variety of skills including critical thinking, analysis, writing as well as other
areas that are tied to the remediation that they are enrolled in. Throughout the college experience
these students encounter career advisement, academic advisement, and goal setting that
encourages them to succeed and complete. Survey data from these students suggest that making
such counseling mandatory was an important step in students buying in to themselves and the
college. In some instances part-time students are left out of the picture but in this case online
study groups and available tutors met the need for this important part of community college life
(DiMaria, 2006).
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City University of New York – Accelerated Study in Associate Program
Once the students are in college classes the challenge is to make sure that they complete.
To these ends, the City University of New York began “Accelerated Study in Associate Program,
or ASAP” (Adams, C, 2011, 30) where students receive textbooks and tuition help to make sure
that they are full-time students. The students have meetings with their advisor twice a month who
receive information from instructors and arrange tutoring sessions. One group in the ASAP
program was compared to a group of students not in the program and the ASAP students
graduation rates, after three years, were 51 percent for ASAP group and 24 percent for the nonASAP group (Adams, C., 2011, 77) A differing program from the University of Virginia pairs
incoming students with peers to help guide them socially and learn the college’s culture while
advisors assist in course selection and keep in contact with the student via email and texts
(Adams, C. 2011, 77). They are then able to use their contact, or lack of contact, as an early alert
activity.
Another idea is that of a “learning community” where developmental classes are paired
with other academic classes and the subject matter is coordinated where each complements the
other. If these students are in a cohort then group learning and teamwork may occur with would
benefit the whole group (Zeidenberg, 2008). It is easy to see that learning communities foster
closer relationships among students and faculty members thus increasing the probability that
problem behaviors (e.g., lack of class attendance or failure to complete routine assignments) will
be noticed more quickly than in traditional classes.
Lastly, to accurately gauge the appropriateness of any program, as programs may work
one place and not another, assessment is needed. The results can be used to create a “Personal
Education Plan” (Escobedo, 2007) which would provide the opportunity of faculty interaction
for early-alert notifications. These would assist advisors who could then direct tutoring or peermentoring to assist struggling students. This assessment would include questions such as:






Did your first semester resemble what you thought it would?
What did you like and what did you dislike about your classes?
What things will you do differently next semester?
What went well and what did not go well with your classes? (Escobedo, 2007)
What advice would you give new students about college?

Answers for these questions regarding student perceptions of their experiences inform
colleges and assist them with designing necessary services. Meeting student needs and providing
them with tools for success are clear requirements for maximizing student completion. This
benefits not only the college but also gives the student the power to succeed outside the
classroom. One critical element found in nearly all successful approaches is that of personal
engagement between the college and the individual student. This personal contact serves as a
means for early awareness and intervention (alert system) that software programs and statistical
analysis do not. The connectivity of the student with a person or persons in the college – people
that they can depend on for advice and assistance – is absolutely vital.
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Tutoring
Benefits
Tutoring has proven to be beneficial in a number of areas for students. The primary
objective of tutoring is to increase the knowledge and skill level of the students receiving the
tutoring (tutee) (Kersaint, Dogbey, Barber, and Kephart, 2011). Tutors teach tutees what they
need at that particular moment and can adjust their sessions to meet the needs, interests, and
abilities of each student (Chin, Rabow, & Estrada, 2011). Tutoring is a practical means for
enhancing student learning and content knowledge (Kersaint et al., 2011). Lock and Layton
(2008) found that tutoring helps students acquire content-specific academic skills. Belawati’s
(2005) study found students had a better comprehension of course content. Falchikov (2001)
found several benefits for tutoring including increased critical thinking, improved metacognitive
skills, and an improvement in communication and compositions skills. Tutoring also has a
positive impact on persistence and graduation rates, final course grades in the tutored course,
higher completion rates in the tutored course, and higher interest in the academic subject in
which the tutoring takes place (Boylan, Bonham, Bliss, & Saxon, 1995).
Tutoring also allows students to achieve their academic goals. Dvorak (2004) found that
tutoring encourages an active learning of the academic content which may be absent in lecture
based instruction. Students were more comfortable in a one-on-one setting and were willing to
ask more questions than in the traditional classroom setting (Falchikov, 2001). According to
Topping and Ehly (1998), tutoring allows for more individualized instruction and students are
less likely to drop out of college. Tutors have the ability to form relationships with the tutees
that lead to coaching to assist with improving problem solving skills (Falchikov, 2001).
Malheady (1998) gave several advantages of peer assisted learning which includes peer
tutoring. For example, peer tutoring can exert positive effects on academic and personal
development. The one-to-one aspect of tutoring is the most effective method of instruction. In
addition, benefits occur for both the tutee and the tutor in peer assisted learning. The tutor
increases knowledge of the subject matter, develops effective communication skills, and
increases leadership skills. The tutee feels more at ease and increases his/her ability to
concentrate on the subject matter. The tutee receives individualized instruction and additional
teaching of the subject matter. Tutees may respond better to peers than to instructors (Goodlad
& Hirst, 1989). Many social and interpersonal benefits are obtained through peer tutoring such
as increased class attendance and increased self-concepts and attitudes. Other additional
advantages of peer tutoring over traditional educational methods include increased time on task,
more opportunities for tutees to respond, increased opportunity for error corrections, improved
motivation, increased help and encouragement as well as the opportunity to work with others on
an educational goal (Greenwood, Terry, Delquadri, Elliot, & Arreaga-Mayer, 1995).
The amount of time spent in tutoring can have an effect in academic improvement.
Lidren and Meier (1991) show that students who receive one hour of tutoring per week
outperform students in a control group in a psychology class. Rheinheimer (2000) demonstrated
that grades improve once a student completes five hours of tutoring. The same research found
that fifteen hours or more of tutoring had the greatest impact on grade achievement.
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Tutoring positively impacts at-risk students. The work of Rhenheimer, Grace-Odeleye,
Francois, and Kursorgbor (2010) examined at-risk students and tutoring. This study found that
at-risk students who received tutoring had higher academic performance and retention than those
who did not engage in tutoring. Graduation rates of the at-risk students were higher for those
students who submitted a significant number of requests for tutors.
Tutoring appears to be a universally positive experience regardless of the subject matter.
Students in specific academic courses exhibit greater academic achievement with the assistance
of tutoring. Nursing students showed a greater ability for reflective and critical thinking during
tutoring (Loke & Chow, 2007). Tutoring is considered an effective intervention for math
students (Harootunian & Quinn, 2008). English composition students who used tutors to help
give assistance with writing became better writers (Bell, 2002). Students who received tutoring
in a physiology course had more success than those who did not receive tutoring (Lake, 1999).
Reinheimer and McKenzie (2011) found that students who had not declared majors
benefit from tutoring. Students with undeclared majors may be disconnected academically and
socially because they do not fit in with students with declared majors. In addition they oftentimes are not connected with faculty members in a specific field. This work revealed that
students who received tutoring withdrew from classes less often and had greater retention and
graduation rates than students who did not avail themselves of tutoring services. In fact, students
who requested tutoring were 2.7 times more likely to be retained than students with no tutoring.
A study by Beasley (1997) showed an increase in self-confidence relating to content
mastery and study skills. The study reported that 70% of tutees thought tutoring sessions
improved their study skills. Nearly 70% of the tutors in the study noticed improved confidence
on the part of the tutees as shown by reduced hesitancy, greater participation, and decreased
dependency on the tutor. The study also found that both tutors and tutees found the tutoring
experience to be enjoyable and helpful. The tutors and tutees also discussed the importance of
being able to discuss their ideas with their peers.
Tutor Training
According to Falchikov(2001), tutors are the extension of instructors . The problem that
arises with tutors is that they may not possess the experience or background with teaching like
instructors. Prospective tutors need to undergo some type of training to be effective. Tutor
training is an important method to help students become good peer tutors. Chapman (1998)
found trained tutors are more effective than untrained tutors. Professional associations and
retention experts consider tutor training a best practice (Reichert & Hunter, 2006). Groups such
as the College Reading (CRLA) and National Tutoring Association (NTA) provide guidelines
and certifications for best practices in tutoring (Dvorak, 2004). There are over 800 CRLA
certified tutoring programs in the United States (CRLA, 2012).
The need for tutor training is evident in a study by Baxter, Magolda, and Rogers (1987)
which noted that students working together do not necessarily produce critical thinking. Being
able to move a student from the level of recall of facts and basic discussion to the higher-order
thinking level of knowledge gained and comprehension requires skillful, trained tutors. If the
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students are unsure how to move to higher order thinking once the conversation changes then the
students being tutored are unable to reach the application, analysis, synthesis, or evaluation
levels of thinking.
Tutor training is becoming more prevalent in higher education institutions. As of the
mid-1990’s, 80% of four-year institutions offered tutor training for staff (Boylan et al., 1995).
Tutor training programs include mandatory seminars, workshops, and courses for credit. The
advent of online classes has also transferred to tutor training. Smith (1999) reports institutions
train tutors in the same method that online courses are delivered. This allows potential tutors to
receive training at their own convenience. In addition, MacDonald (1993) promoted training
models that deal with group tutoring to help tutors manage the complexity of the different needs
and learning styles of students in a group setting.
A variety of topics are covered in tutor training. The topics include:










communication (Chadwick &McGuire, 2004);
helping skills and positive reinforcement (Cohen, 1986);
reporting practices, program rules, relationship building, goal and objective setting, study
skills, ethics, time management, study skills, test taking techniques, and anxiety
management (Boylan et al., 1995);
learning styles, learning strategies, and metacognitive strategies (MacDonald, 2004);
intellectual development and student development theory (Baxter, Magolda, & Rogers,
1988);
collaborative learning approaches and summarizing skills (Maxwell, 2001);
strategies for helping students work independently, referral skills, active listening,
effective communication, and cultural differences (Rings & Sheets, 1991);
learning disabilities, peer relationships, and challenging situations (Vogel, Fresko, &
Wertheim, 2007); and
use of questioning techniques (Maxwell, 2001).

Instructional methods in tutor training include role playing scenarios, case studies,
simulations, and questioning methods (Baxter Magolda and Rogers, 1988) as well as videos,
discussion groups, independent activities, and observation of master tutors (Boylan et al., 1995).
Trainers are expected to give detailed instructions for tutoring methods and activities,
demonstrate how to handle sensitive issues, and use positive encouragement with tutors (Baxter
Magolda & Rogers, 1998).
Falchikov (2001) examined workshops used to help tutors before and during tutoring.
The workshops discussed punctuality and reliability, methods of establishing relationships, and
ways to handle problems. The workshops also went over instructional methods including writing
and critiquing. Potential tutors are also expected to keep tutoring journals in which they can give
critical reflection to improve methods in the future. Sessions deal with handling conflicts
including coping strategies, handling confrontation, and dealing with disruptive tutee behavior.
Online tutor training allows potential tutors to access training at their own convenience.
According to Smith (1999), some states have laws requiring tutors to be trained before they can
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be hired by colleges. Online tutoring services have tutors scattered throughout the country and
use online training to ensure all tutors have been prepared in a similar manner within the various
tutoring organizations.
Schleyer, Langdon, and James (2005) found students who received tutoring from trained
tutors performed better. The study found that peer tutors in an engineering course, who were
trained in learning approaches, group instruction, brainstorming, and how to redirect questions
allowed their students to develop new ideas, discuss approaches, and think through exercises
leading to higher grades for the tutees.
Students with trained tutors were more likely to have higher first semester grade point
averages (GPA’s) at two-year and four-year institutions (Boylan, & Bliss, 1997). This study was
able to use a control group of non-trained tutors to refute previous studies that failed to show an
impact on student success. An additional strength of the study was the large random sample of
6,000 students enrolled at 160 different institutions.
Other research demonstrated that students with trained tutors have higher exam scores,
greater academic performance, and an increased grade by a half letter in all tutored courses
(Chadwick & McGuire, 2004). In the same study, significant differences were found when
tutors received one hour of learning styles training combined with a half hour of relational
communications training. Trained tutors demonstrated a higher ability to expand content
knowledge for the tutees (Cromley & Azevado, 2005).
In comparison, tutoring without the benefits of trained tutors has been less successful
(Boylan & Bliss, 1997). The authors showed that a lack of coordinated services and
decentralized services greatly lowers student success and grade performance. Untrained tutors
are limited to just a few helping strategies such as answering questions, giving explanations, and
using collaborative problem solving (Graesser, Person, & Magliano, 1995). Greater tutor
dominance and less opportunity for self-sufficiency is common when there is no tutor training
(Chadwick & McGuire, 2004).
Methods of Tutoring
Tutors have access to many creative ways to deliver content and knowledge to the tutees.
And there are several methods tutors can use to help tutees improve their understanding in a
variety of subject areas. A great variety exists in the approaches used based on setting
(individual and group), the environment (classroom or online), as well as if tutoring occurs at
specific dates, times, and locations (Kersaint et al., 2011).
Falchikov (2001) identifies four different categories of tutoring that exist in higher
education: same level peer tutoring where participants have equal status, same level peer
tutoring from the same institution with unequal status introduced by the coordinator, cross-level
peer tutoring with unequal statuses between the tutor and the tutee, and cross-level tutoring
between two institutions.
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Techniques used in same level tutoring with equal status include cooperative note taking,
peer coaching, peer mentoring, interviewing each other in pairs, flashcard tutoring, essay
confrontations, and pair problem solving method. To aid writing development, collaborative
writing, peer criticism, and peer review are helpful techniques. Same level peer tutoring
develops cognitive skills, increases academic performance, increases study skills, and improves
non-academic functions such as class attendance.
Same level peer tutoring at one institution with unequal status occurs when certain
students in a class are given a higher status than the others. For example, students take turns
running a class session or are selected to teach their peers in small groups of three or four
(Falchikov, 2001). Peer tutoring in this manner has led to more responses by participants. Some
benefits were found in knowledge acquisition but more studies are needed to add validity to
these findings.
A more common type of peer tutoring is cross-level peer tutoring with unequal status at
one institution. Cross-level tutoring occurs when the tutor and tutee are of different ages or
academic levels (Person & Graesser, 1999). The difference in age and experience of the tutor
and tutee lend themselves to mentoring, monitoring progress, counseling, and supplemental
instruction. The cross-level tutoring with unequal status has brought many benefits including
improved grades, reduced dropouts, acquisition of study strategies, improved understanding of
concepts, and improved metacognitive skills.
A fourth type of peer tutoring is cross-level peer tutoring from different institutions. This
method occurs when a university student tutors at a community college or a college student
tutors at a high school. One of the main purposes of this type of tutoring is to communicate ideas
and help stimulate interests in particular disciplines. The tutors in this scenario benefited from
the experience as well as the tutees. Falchikov (2001) reports the tutors had an increase in
subject knowledge, improvement of communication skills, and an improved understanding of
people.
Chin et al. (2011) examined several different tutoring tactics. These are not used in every
instance because the tutoring experience is unique every session. One technique is to get the
students interested and involved. The tutor’s enthusiasm encourages the tutee to become more
engaged with the subject matter. Instead of just providing answers, the tutor makes the material
as interesting as possible as a primary means for the tutee to learn the material. Methods to
engage the student include examining student interests, making work visual and hands-on, and
encouraging competition.
Another strategy is to ease student fears (Chin et al., 2011). Many students are afraid of
the material or intimidated by difficult concepts. Tutors can provide support to help relieve the
fears of the tutees by showing support, breaking assignments into smaller steps, and tying
familiar concepts to the topic at hand.
Chin et al. (2011) describes teaching techniques that can be helpful for tutors. For
example, tutees should design and implement active learning experiences for students. Students
actively working, discussing, and being hands-on with the material to be studied is the aim for an
17

Snead State Community College
active learning experience. The tutors also must instill higher order thinking skills that go
beyond rote memorization. Choices should be provided for the students about the activities and
materials used in the tutoring session. The students should also be introduced to collaborative
activities they can do with their tutor and their peers.
Tutors should try to make their tutoring style match those of their tutees. Kassab, AlShobul, Abu-Hijleh, and Hamdy (2006) examined the teaching styles of medical tutors and their
teaching styles from the viewpoint of tutees. The teaching styles of tutors were identified from a
teaching style inventory. The tutees also took the same teaching style inventory in regard to their
tutors. The results of the teaching inventory found that tutors rated themselves higher in the
facilitative and collaborative categories while the tutees rated the tutors higher in the assertive
and suggestive domains. The discrepancy in indicator scores indicates tutors and tutees have
different perceptions of the teaching styles of tutors. This is an issue that can be addressed
during tutor training.
Tutoring Strategies
A number of tutoring strategies have been described by researchers including asking
questions and conducting demonstrations(Baxter Magolda & Rogers, 1988); brainstorming
(Schleyer et al., 2005); providing explanations, analogies, and summarizing (Roscoe & Chi,
2007); practicing problem solving procedures, scaffolding knowledge, using examples, and
discussing methods, strategies, and content (Dvorak, 2004); and having tutees summarize their
learning, using diagrams, drawings, and other visual stimuli (MacDonald, 2004). These types of
exercises help tutors identify knowledge gaps and remediate them.
Structuring the tutoring sessions promotes construction of knowledge and subsequent
learning. Graesser, Person, and Hu (2002) provide a five step framework for tutoring sessions
which include: 1) a tutor question, 2) student response, 3) tutor feedback, 4) multi-turn
exchange, and 5) tutor assessment. By assigning specific tasks to the tutees, tutors help students
focus on the material covered in the tutoring sessions instead of getting off task. Tutor prompts
for constructing knowledge have been shown to improve learning (Chi, 1996). Prompts do not
require course content knowledge. Scaffolding builds on content knowledge and can also be
used in tutoring sessions (Chi, 1996).
Discussing key ideas, principles and relationships, as well as finding errors and
identifying misconceptions all contribute to student learning (Roscoe & Chi, 2007). Similarly,
the use of critical thinking or deep reasoning questions, challenging the tutees’ beliefs and
knowledge, and having tutees develop their own explanation all promote greater learning
(Graesser et al., 2002). Tutees benefit when tutors teach these strategies independently in order
to create self-sufficiency in the tutees (MacDonald, 2004).
Efforts to actively engage tutees promote greater learning and minimize potential
problems in the tutoring relationship. One common problem that occurs from passive learning is
when tutors and tutees get stuck explaining information back and forth (MacDonald, 1991).
Roscoe and Chi (2007) describe this as knowledge telling which contrasts with increasing
content knowledge building. Another concern is when tutors accept student knowledge when it
18

Snead State Community College
does not exist (Graesser & Person, 1994). This occurs when students are unaware of missing
knowledge or when they are trying to be polite in the tutor-tutee relationship. Tutors can correct
this by listening for fragmented answers or uncertainty, not trusting yes or no answers, and
asking detailed questions of tutees (Graesser & Person, 1994).
Chin et al. (2011) emphasizes the importance of a good relationship between the tutor
and the tutee. Tutors need to establish this good relationship with their tutees because when
tutees realize the tutors care, tutoring becomes an experience of happiness and satisfaction.
Beginning tutors may be concerned with both the task of actually forming relationships as well
as their own teaching competence. Tutors should have a mindset of acceptance which involves
taking students as they are, suspending any hopes or expectations of what the tutor wants the
tutee to be. The tutor should also show enthusiasm and interest as well as have empathy for the
student. Tutors can make connections by responding to requests for help and by picking up on a
tutee’s interest. Trust can be established by showing respect and establishing reciprocity. Tutors
can motivate students to work by applying the tutee’s interests, providing companionship, using
the relationship to make appropriate demands, and forming education expectations once the tutor
has assessed the tutee’s capabilities.
Harootunian and Quinn (2008) identified three types of tutors. The first type is the
pragmatist. Pragmatists view tutoring as a set of organized events. Pragmatists are very ordered
and structured. They emphasize a strong work ethic and a high level of academic skill
development. The pragmatist prefers questions with direct answers where the responses are
quick, to the point, and fulfill a particular purpose. Communication and dialogue are not as big a
part of the tutee’s response when using this approach.
The second type is the architect (Harootunian & Quinn, 2008). The architect finds pieces
of information that create the steps necessary to solve a problem. The architect wants tutees to
gain an understanding of a problem through a series of questions that identify the parts of the
problem. The architect then builds the tutees understanding of the problem through a set of very
carefully crafted questions designed to increase the tutee’s understanding of the problem. The
architect thinks of problem solving as an art and tries to give the tutee skills that can be used in
other problems.
The third type is the surveyor (Harootunian & Quinn, 2008). The surveyor creates maps,
charts, and diagrams to provide a visual representation of the problem. The visual aids help
tutees gain a better conceptual understanding of the connections to the problem at hand. The
surveyor sees tutoring and learning as an exploration of the problem solving domain. This type
of tutor does not have a structured tutoring format and lets the tutees’ needs and questions drive
and set the tone of each tutoring session. The surveyor’s questions are open and spontaneous
and emphasize the correct method to solve problems.
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Tutoring in Academic Support and Learning Centers
Many community colleges have learning assistance centers designed to support students’
learning in developmental education and college credit courses (Perin, 2004). The learning
assistance centers are considered one-stop shops which offer services including academic
tutoring, computer-assisted learning, assessment, advising, and counseling. Students participate
in the learning options voluntarily. The learning assistance centers provide a variety of learning
options for students.
When exploring the academic difficulties experienced by many students with learning
content, Perin & Charron (2006) identified that the main purpose of an academic support or
learning assistance center is to assist students in the development of their learning processes.
The focus of academic support centers is similar to development education which is to provide
remedial courses, advising, and counseling intended to improve college readiness (Boylan,
2002). Some learning assistance centers house the developmental courses. Many developmental
education classes include tutoring or computer requirements that are completed at the academic
support center. The difference between the developmental classes and the academic support
centers is that developmental classes are intended for students with deficiencies in reading,
writing, and mathematics and academic support centers are available to all students.
An important aspect of the academic support center is the location. McClure (2009)
reports that the economic difficulties found on many college campuses have resulted in
numerous construction projects being postponed, and this results in the need to place new
academic support centers in existing space on campus. Space is needed for computer labs,
individual work/study areas, and group work/study areas. Locating the academic support center
in a less traveled area of campus can reduce the perceived importance of the center with the
students. Also, students may not take full advantage of the learning center if it is in a location
that is difficult to find (McClure, 2009). One possible solution the author suggests is locating the
academic support center close to the library to help increase traffic in the area and importance.
Carter and Wetzel (2010) examined an academic learning center at Amarillo College.
The college created a Mathematics Outreach Center to help meet the needs of their students and
increase their opportunity for success. The implementation of the outreach center increased
tutoring participation 599% in the first year and had further raised it to 1,177% by the fourth year
of implementation. The same study indicated that students’ scores have increased as much as
two letter grades after receiving tutoring. The learning center began without space, dedicated
personnel, or line-item budget. Tutors were paid with a combination of Work Study money,
math department student-worker funds, and peer tutoring money. The successful Mathematics
Outreach Center has now received numerous national and state awards.
Cooper (2010) studied the tutoring center at Western Washington University. This
tutoring center requires all tutors to complete a training program. The center uses a “drop in”
tutoring style where tutors are available and students can visit the center if they are having
problems. Data for the study was collected by TutorTrac software which merges student tutoring
records and academic records to analyze how tutoring has helped students. The results of the
study found that minority students visited the tutoring center more than Caucasian students but
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there was no significant difference between first generation and non-first generation students.
Students who visited the tutoring center ten or more times were more likely to be enrolled as
compared to those who visited less than ten times. Students who attended the tutoring center ten
times or more also had grade point averages (GPA’s) that increased approximately 0.2 points
from prior to tutoring. No similar gain was shown in students who did not attend tutoring
sessions or attended less than ten times.
Perin (2004) examined learning assistance centers in a random sample of 15 community
colleges across the United States. This qualitative study examined ways in which learning
assistance centers helped increase academic preparedness. Of the community colleges sampled,
all 15 had at least one learning center and 7 had both learning centers and specialized skills labs
such as math labs or writing centers. Four of them contain multiple centers with different
services and some are reserved for a particular population. All of the community colleges offer
tutoring and 9 also offer computer-assisted instruction. Students using the learning center were
enrolled in both college credit and developmental classes. Some learning centers provide a lab
for developmental classes. The learning centers provided essential services when students
experienced ineffective developmental classes or they needed further remediation. The learning
center helps to fill gaps in reading, writing, and mathematics. One northeast suburban
community college reported that students making more than six trips to the learning center had a
GPA of a point or more higher than those with fewer visits. A northeast urban community
college reported an increase in retention in college English courses when students received help
from the learning assistance center.
The study also brought out concerns about learning assistance centers (Perin, 2004). A
good deal of the focus of the learning center is to help student complete assignments and some
concerns surfaced that tutors were providing too much help. Instructors were concerned that the
work turned in by the student was not that of the student alone. Another problem was the failure
of students to take advantage of the learning assistance centers. Six learning centers reported a
significant lack of use, a decrease in use, or a need to actively recruit students to utilize the
centers. Research indicates that only 25-30% of students voluntarily take advantage of tutoring
support when it is not required (Williams, Howell, Laws, & Metheny, 2006).
Online Tutoring
The wave of improvements in the internet and online technology has led to numerous
opportunities for tutoring services online. The current generation of college students is very
familiar and comfortable with, and proficient in using internet technology. McClure (2011) calls
this group the Google generation because constant access to the internet is so important and their
first place to search for information is Google. The accessibility to information on the internet
makes online tutoring relevant for this group of higher education students.
The advent of online services provides tutoring support to students regardless of time or
space. Students are not relegated to a specific time or space like they would be in a learning
center (Kersaint et al., 2001). The tutor can be any person with an online connection. According
to Powers (2010), online tutors and students work to address a variety of academic activities and
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projects. Written feedback and instruction are provided on essays and writing assignments
offline.
Tutoring is conducted online by either synchronous or asynchronous communication
(Falchikov, 2001). Synchronous communication occurs when the tutor and tutee are
collaborating at the same time. This type of communication allows real-time interactions
between the tutor and tutee. A variety of techniques are used to interact including video
teleconferencing, audio conferencing, test based conferencing, or the use of visual prompts such
as a virtual whiteboard (Falchikov, 2001; Stuppy, 2010). Synchronous tutoring is usually the
most expensive. Asynchronous communication has the tutor and tutee available at different
times. This communication requires the sender to wait for a response in a time delayed fashion.
Asynchronous communication allows the tutors and tutees to participate at a time that best suits
their individual needs.
Turrentine and MacDonald (2006) have outlined best practices for online tutoring.
Among their findings, online tutors should define their parameters so students know they are not
getting answers to their homework but learning techniques that will help them find the answers.
A positive online environment must be created, and students should receive a greeting when they
log on. Tutors must encourage the tutees as much as possible because the tutees may feel lost or
overwhelmed in the online environment. Tutors must set an effective tone which will be
different than face-to-face tutors because there is no inflection of the voice or eye contact.
Finally, tutors need to give positive feedback to keep the student interested in the tutoring
process.
Falchikov (2001) presents several benefits of online collaboration. Online tutoring
provides an audit trail of the collaborative process. The recording of tutorial sessions can be
used to determine if the sessions have an effect on student retention, degree completion, and
GPA. Online tutoring provides new educational opportunities. Students can get extra help when
needed without feeling as much pressure as with a face-to-face session. Asynchronous
communication allows variations for the speed in which students work. Online tutoring also
allows options for people limited by availability due to work or other responsibilities.
Falchikov (2001) also presented limitations for online collaboration. Synchronous
sessions, which may be handled in groups, may have to establish formalities on taking turns in
speaking or leading discussions. People may have more extreme views due to the distance
separating the tutor and tutees than they would have in a face-to-face tutoring session. A final
limitation would be appropriate access to the technology necessary for participation in the
tutoring session.
Kersaint et al. (2011) examined online tutoring and its effect on student outcomes. They
looked at College Algebra students. Students in the experimental group had access to an online
tutoring service while the control group did not have access to the tutoring service. The results
of the study found that 25% of the students in the experimental group used the tutorial service at
least one time. The students with access to online tutors had a higher retention rate than the
control group. Students who scored lower on the pretest were more likely to use online tutoring
services. Content knowledge gains were greater for the students who used the tutoring services
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than those who did not use the service. One of the limitations of the study was that students may
not be able to communicate mathematics properly in the written form that was used by the
tutoring system.
In summary, the use of tutoring services in higher education has been shown to be
beneficial for students if conducted in the right manner. Tutoring can improve content
knowledge, increase retention, and increase confidence in students. The use of trained tutors has
more positive effects than the use of untrained tutors. Tutors use a variety of delivery methods to
impart content knowledge to the tutees. The use of appropriate delivery methods and strategies
has a positive impact on students. Tutoring locations could occur either in learning centers or
online. The learning centers ensure individual assistance and the online tutors allow students to
be tutored at their own convenience. Tutoring in the college setting could be a great assistance to
students as they strive to fulfill their dreams.

Conclusion
This review of the current literature regarding student success with a specific interest on
the effects of an early alert system and the effects of a good tutoring program has proven
extremely helpful with the design of the Snead State Community College. The research provides
excellent direction as well as affirmation for including both early alert and tutoring as
mechanisms to significantly increase the quality of the learning environment and support student
completion.
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QEP VI. – Actions To Be Implemented and Timeline
The purpose of the QEP is to further the mission of the College by increasing college
completions by addressing students who begin college underprepared or lacking the support
necessary to be successful. There are students who begin attending college who are
underprepared in academic skills, studentship skills, college knowledge, self-knowledge. Some
students may experience a lack of support that hinders their potential success and achievement.
These obstacles may lead to course failure, drop-outs, and failure to graduate. There is a need to
identify students who are at risk (for whatever reason), provide support, and direct them to
College resources to improve completion.
The key to success for the Early Alert System is the ability to recognize potential barriers
to success as early as possible and offer appropriate alerts to the student and to appropriate
college personnel. The Early Alert program will be used to identify students enrolled at Snead
State who may need some type of assistance (academic, knowledge, personal). The goal is to
keep the student enrolled in class and help them succeed. The Early Alert program seeks to
increase the academic and social integration necessary for students to feel connected to and fully
engaged in the college environment.
Ideally, students likely to have deficiencies of knowledge and/or support should be
identified early. This is central to the TRiO Student Support Services concept that the QEP
seems to replicate for the entire student population. At the first level Snead now has the ability to
access identifiers from the administrative software Banner that will allow the college to seek out
those students who are
•
•
•
•
•
•

First-generation Students
Placed into two or more developmental courses
Pell grant/loan recipients
High School GPA identifiers
Class Ranking identifiers
High School of Origin

Students who qualify as “at risk” based on these factors will receive extra communication
and attention prior to enrollment to foster social and academic integration and increase student
knowledge of college expectations and procedures.
Snead State Community College values the input of all members of the campus
community and strives to make everyone feel that he/she is a part of the College. The College
made extensive efforts to involve all groups in the identification of the QEP topic. This same
commitment to broad-based involvement has taken place in the implementation of the QEP.
During the course of the SACS On-Site Committee visit, it became obvious that the focus of the
services proposed by the QEP were not feasible. In order to place the actions in a realistic and
manageable scope, these initiatives will be implemented in the freshman “Gateway” courses
only. For the purpose of this plan, a Gateway course is defined as a course that must be
completed before the student can progress academically beyond freshman status. These courses
will include ENG 093 Basic English II , ENG 101 English Composition I, MTH 091
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Developmental Algebra, MTH 098 Elementary Algebra, MTH 100 Intermediate College
Algebra, BIO 103 Principles of Biology I. Failure to complete a Gateway course is often a key
reason for student attrition (Education Advisory Board, Hardwiring Student Success, 2009, p.
xiv). Thus, the QEP will have two major goals: 1) To increase the percentage of students
successfully completing the Gateway courses, and 2) The percentage of students identified as
“At-Risk” successfully completing the Gateway courses will equal the College average.
In support of this focus, Snead State’s QEP consists of two primary strategies-– an Early
Alert System and expanded tutoring services housed in a new Academic Support Center (ASC).
These strategies were identified using a campus-wide process in the original QEP. When fully
implemented, an Early Alert will enable College personnel to monitor and intervene with
appropriate services to keep students in school and help them progress towards graduation. The
early alert system will consist of three parts- attendance, academic performance, and at-risk. The
attendance early alert will track student attendance in Gateway courses and intervene with a
stepped model of intrusive advising that encourages class attendance. The academic performance
grade alert will track low performing students and intervene with a stepped model that refers
students to academic support services. The At-Risk early alert is a proactive model that identifies
potential at-risk students and intervenes with special advising and academic assistance before
problems occur. Universities that utilize this type of alert have remarkably high student retention
rates (Education Advisory Board, Improving Student Retention Through Early Intervention,
2008, p. 2)
The second strategy the College will implement to achieve the QEP goals is to expand
existing tutoring services to include a variety of academic support services. The Academic
Support Center will offer a wide range of academic support services including group tutoring,
one-on-one tutoring, exam reviews, and supplemental instruction. Some of these services will be
embedded in the Gateway courses while some will be housed in the Academic Support Center.
The Academic Support Center will not just focus on academics, but will also include sessions on
improved studentship skills, college knowledge, and self-knowledge. This is inline with
the National Resource Centers five areas of underpreparedness in students. Again, many of these
services will be embedded in the Gateway courses, but separate sessions will be offered in the
Academic Support Center.
Relevant Faculty/Staff/Student Involvement in Developing Implementation Plan
At the beginning of the Spring 2014 semester, a meeting was held with all faculty and
staff to address the status of the QEP implementation and to answer questions in reference to the
initiative. Dr. Smith, QEP Director, addressed the results of the on-site visit, the narrowed scope
of the QEP, and a proposed implementation timeline. Participants were also informed of an
upcoming survey to seek input from all faculty members in setting the alert criteria and
implementation procedures. The meeting was well attended with campus wide representation as
demonstrated by the sign in sheet.
All full-time faculty members received a survey asking for their input on alerts,
interventions, tutoring, and support services. The response rate was 88%. An overwhelming
percentage (97%) of respondents stated that attendance played a major role in the academic
success of their students. The majority (63%) of faculty said that missing 3-4 class meetings in a
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full-term class negatively affects a student's final grade. The majority of respondents (53%)
stated that if a student's grade at mid-term is below 70% he/she is in danger of not successfully
completing the course while 20% of the faculty placed that number at 75%. While virtually all of
the respondents felt that attendance was vital to student success, the majority (66%) answered
that the overall average is the greatest predictor of the likelihood that a student will not
successfully complete the course. The faculty was also given a chance to type comments to the
questions. The most common responses were very specific to the different types of courses. This
emphasized the need for in-depth conversations with the Gateway course faculty.
Conversations have been ongoing with the Division Directors of Biology, English, and
Mathematics (Gateway courses) to identify faculty and sections for inclusion in the first year of
implementation. The Division Directors have offered suggestions on alert criteria, section
selection, and tutoring services. All student surveys and interviews with the faculty in their
respective departments have been discussed and cleared by the Division Directors. The Division
Directors have been supportive of the QEP goals and have been valuable resources in planning
for implementation.
The Division Directors selected sixteen full- and part-time faculty members for
possible inclusion in the first year of implementation. This number included 100% of the fulltime instructors in the Gateway courses. A one-on-one interview was conducted by email with
every instructor identified by the Division Directors for inclusion in the Fall 2014
implementation. Each selected faculty member was asked for input on implementation in regard
to the subjects they teach. Each faculty member was given the opportunity to respond to three
prompt questions:
1. How many absences become a significant hindrance to students doing well in your class?
2. What average is a major warning sign and when it is too late to correct the problems?
3. What kind of academic support services would most benefit your students?
The responses to questions one and two very closely resembled the results of the faculty
survey. The most common response on the number of absences was three to four and the most
common response to average was less than seventy percent. Responses to question number three
varied the most by discipline. Math faculty were very positive in regard to supplemental
instruction and thought it would provide the most benefits to their students. English faculty
tended to respond more with one-on-one tutoring and online services. The QEP Implementation
Team met on January 15, 2014 to evaluate the interviews and survey responses in order to draft
the alert criteria and intervention plan.
In addition to faculty input, the Implementation Team also sought input from students
who are the largest stakeholder group on campus. A student focus group was conducted to gauge
student interest in academic support services and assistance in selecting the appropriate services.
A diverse group of twelve students was assembled and interviewed in regard to the QEP
initiatives. The students were asked five questions and all were given a chance to converse about
the topic. The students were asked to describe their biggest academic challenge. Issues such as
procrastination, working too much, and staying up too late were discussed. These issues relate to
time management, so the QEP Implementation Team concluded that time management needs to
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be one of the student support modules offered by the Academic Support Center. Other answers
included not knowing how to study or take notes. The QEP Implementation Team concluded that
study skills and note taking skills also need to be addressed in the Academic Support Center
workshops. The final significant conclusion from this interview relates to the staffing of tutoring
services. Most students in the focus group thought that peer tutors would be the best option
because of a greater comfort level on the part of the student seeking services.
A survey was given to 163 students in English 101, Biology 103, and Math 100 during
the Spring 2014 semester to identify services and formats that students would be most likely to
utilize. Students were asked what type of academic services would be the most beneficial to
them. Study skills assistance was the most popular response with 52.8% of students needing
assistance in that area. Forty-eight percent of students believed that one-on-one subject tutoring
would be the most beneficial to them. Group reviews and test taking skills were almost equally
chosen with around 40% each. Students were then asked to identify the course in which they
needed the most academic support. Math was the most common answer with 59% and was
followed closely by Biology with 53%. The students were asked to identify the most helpful
form of online tutoring. Online chats with a tutor were cited the most often with 46.6% selecting
this option. Video conferencing with a tutor was selected by 35% and a second-party website
was selected by 31.9%. The final question asked the students to identify the time in which they
were most likely to visit the Academic Support Center. The most common answer was between
11:00 am and 2 pm with 53.4%. Between 2:00 pm and 5:00 pm was the second most common
answer with 35.6%, and 8:00 am to 11:00 am was third with 27.6%.
The QEP Implementation Team used the results of these discussions and surveys to
develop a detailed plan for the implementation of both of the QEP strategies. In order to create
the detailed interventions, action plans, and assessment plans for each of the QEP strategies, the
QEP Implementation Team conducted detailed discussions with all campus stakeholders. The
QEP Implementation Team used a wide variety of interactions to get stakeholder input including
faculty and student surveys, one-on-one interviews, and focus group discussions. A detailed
implementation plan including interventions, actions, and assessments was developed with this
input of relevant constituents in mind.
Implementation Plan for Attendance Early Alert
Faculty/Staff Involvement
Snead State Community College’s QEP identified attendance as an important factor in
determining a student’s academic success. A survey of all full-time faculty found that 97% of the
faculty members believed that attendance was very important in a student’s academic success.
Interviews with full- and part-time faculty members of Gateway courses further highlighted the
importance of attendance. The literature also indicates that student attrition is highly influenced
by absenteeism. A study at Mississippi State University found that students with more than
three absences in one class had a full point lower GPA than students with no attendance
problems. Absenteeism also contributed to a 25% higher attrition rate for these students
(Education Advisory Board, Hardwiring Student Success, 2009, p. 46-48). Conversations and
interviews with the faculty were also used to establish the criteria for the attendance alert.
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Alert Criteria for First Week Attendance Alerts
In addition to cumulative absences, a student’s performance early (the first week for
traditional and first 72 hours for online) is a significant indicator of overall performance.
Therefore, the QEP will include an attendance alert that is active only during the first week of
class meetings. Students who miss one class during the first week of class, or online students
who have not logged into the course’s Blackboard section within 48 hours of course availability
will be flagged by Starfish and sent a message encouraging attendance.
Interventions for First-Week Attendance Alerts
Students who reach the alert threshold will automatically be flagged by Starfish and first
be contacted by an email from the faculty member. This email is sent from Starfish, but will go
to the student’s preferred email address in Banner, within 24 hours of the alert. The contact
emails were drafted using examples from the Education Advisory Board's 2009 publication,
Hardwiring Student Success, pages 36-85. Traditional course and online students who continue
to have attendance problems will be referred to the cumulative attendance alert process.
Traditional Course Contact Email
“Dear XX,
You have missed one or more of the first week's meetings of this class. Attendance is an
important indicator of a student’s success in this course. Please contact me if you have a serious
issue hindering your attendance. Otherwise, see you in class.”
Online Course Contact Email
“Dear XX,
Blackboard indicates that you have not yet logged into XXX course. It is important not to fall
behind in an online course and regular log-ins to the course sections is one of the best ways to
increase your chances of success in this course. Please log-in immediately and begin by reading
the course syllabus and take the syllabus quiz.”
Online Course Follow-Up Conversation
“Hi XXX, this is XX from Snead State Community College. We are concerned that you have not
logged in to XXX class. Is there anything we can do to help?”
Student Response
"Frequently logging into Blackboard is very important to success in an online course. If you
need assistance learning how Blackboard works, please drop by the Academic Support Center.”
Student Response
I want to assure you that Snead State Community College is committed to helping you achieve
you academic goals. If there is anything the Academic Support Center can assist you with, please
let us know.”
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Alert Action Steps for First-Week Attendance Alerts
1a. The faculty members of on-campus Gateway courses will enter class attendance data daily
into Starfish.
1b. Starfish will pull student usage data from Blackboard during the first 48 hours of online
courses.
2. Starfish will process the attendance and usage data to generate a “flag” alerting faculty when a
student has not logged in during the first 48 hours or has missed one class meeting during the
first week of class.
3. A scripted email in Starfish will be sent to the flagged student’s preferred email address,
listed in Banner, within 24 hours of the alert.
4. Students who do not correct attendance will fall under the Cumulative Attendance Alert
Process.

Alert Criteria for On-Campus Cumulative Attendance Alerts
The majority (63%) of faculty said that missing 3-4 class meetings in a full-term class
negatively affect a student's final grade. This would equal two weeks of classes. Although 20%
of faculty members set the threshold at 5-6 absences, one-on-one interviews with Gateway
faculty members found that 4 absences in a full-term class was the clear level among that
population. Since the Gateway courses are the primary focus of the QEP, the Implementation
Team set the alert criteria for attendance alerts at 4 for full-term classes. Classes that meet once a
week, typically night classes, will alert at 2 absences.
Interventions for On-Campus Cumulative Attendance Alerts
Students who reach the alert threshold will automatically be flagged by Starfish and first
be contacted by a scripted email generated by Starfish. The contact emails were drafted using
examples from the Education Advisory Board's 2009 publication Hardwiring Student Success,
pages 36-85. This email will be sent from Starfish, but will go to the student’s preferred email
address in Banner.
On-Campus Course Cumulative Attendance Alert Contact Email
Dear XX,
You have not been coming to class regularly and have now missed the equivalent of two weeks of
class time. Attendance is an important indicator of a student’s success in this course. Please
contact me if you have a serious issue hindering your attendance. Otherwise, see you in class.”
Students who miss two more class meetings, a total of six, will be flagged again by Starfish. The
Coordinator of Career Advising and Tutoring will view these flags in a report generated by
Starfish. The Coordinator will then conduct, or designate a member of the Academic Support
Center staff to conduct, a scripted telephone conversation with the student. Students who cannot
be reached by phone, will receive the same contact on a postcard.
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On-Campus Course Cumulative Attendance Alert Follow-Up Conversation
“ Hi XXX, this is XX from Snead State Community College. We are concerned about your recent
attendance issues in XXX class. Is there anything we can do to help your attendance?”
Student Response
Attendance is very important to success in your class. Always discuss attendance issues with
your instructor prior to your absence. Is there anything else I can help you with?”
Student Response
“I want to assure you that Snead State Community College is committed to helping you achieve
you academic goals. If there is anything the Academic Support Center can assist you with, please
let us know.”
Alert Action Steps for On-Campus Courses Cumulative Attendance Alerts
1. The faculty members of Gateway courses will enter class attendance data daily into Starfish.
2. Starfish will accumulate the attendance data and generate a “flag” alerting faculty when
students exceed the threshold for an alert.
3. A scripted email will be sent in Starfish to the flagged student’s preferred email address, listed
in Banner, within 24 hours of the alert.
4. If the student misses two more class meetings, Starfish will generate another alert.
5. Double-flagged students will receive a scripted phone call from a member of the Academic
Support Center staff as delegated by the Coordinator of Career Advising and Tutoring.
6. The results of this phone call will be documented in Starfish by the Coordinator of Career
Advising and Tutoring, and will be available to faculty and staff.
7. If the student cannot be reached by phone, a post card will be sent to the student reminding
them of the importance of attendance and services offered at the Academic Support Center.
Alert Criteria for Online Course Cumulative Attendance Alerts
Nearly half of Snead State Community College's total credit hours are taken in online formats.
This means that the QEP strategies cannot ignore these students. Since actual classroom
attendance is not required in online courses, the QEP will use student log-ins to the course's
online Blackboard section as the measure of attendance. Students who have not logged onto
Blackboard within 7 days of the course opening will generate a cumulative attendance alert.
Interventions for Online Cumulative Attendance Alerts
Students who reach the alert threshold will automatically be flagged by Starfish and first be
contacted by a member of the Academic Support Center staff. Since these students have already
been contacted via email and have not responded, these students will be contacted via phone.
Online Course Cumulative Attendance Alert Conversation
“ Hi XXX, this is XX from Snead State Community College. We are concerned about your recent
attendance issues in XXX class. Is there anything we can do to help your attendance?”
Student Response
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Attendance is very important to success in your class. Always discuss attendance issues with
your instructor prior to your absence. Is there anything else I can help you with?”
Student Response
“I want to assure you that Snead State Community College is committed to helping you achieve
you academic goals. If there is anything the Academic Support Center can assist you with, please
let us know.”
Alert Action Steps for Online Courses Cumulative Attendance Alerts
1. Beginning the first week of classes, Starfish will pull student usage data from Blackboard.
2. Starfish will accumulate the usage data to generate a “flag” alerting faculty when students
have not logged in within the first seven days of the class.
3. Students who generate an online cumulative attendance flag will receive a scripted phone call
from a member of the Academic Support Center staff as delegated by the Coordinator of Career
Advising and Tutoring.
4. The results of this phone call will be documented in Starfish by the Coordinator of Career
Advising and Tutoring, and will be available to faculty and staff.
5. If the student cannot be reached by phone, a post card will be sent to the student reminding
them of the importance of attendance and services offered at the Academic Support Center.

Implementation Plan for Academic Performance Early Alert
Faculty/Staff Involvement
Through campus-wide discussions, Snead State Community College’s QEP identified overall
academic grade as an important factor in determining a student’s academic success. The QEP
Implementation Team used faculty surveys and interviews in order to determine what specific
grade indicates a problem and at what point in a semester is the overall grade a good indicator of
student success. A survey of full-time faculty found that 96% of faculty placed this number at
below 75% and 66% stated that a poor overall grade was the most important indicator that a
student would not successfully complete the class. The faculty also felt that a student's grade
prior to midterm was valuable in determining At-Risk status, and many felt that midterm was too
late to begin successful interventions. This is consistent with the recommendation of the
Education Advisory Board report Hardwiring Student Success: Building Disciplines for
Retention and Timely Graduation, 2009, p. xii.
Alert Criteria for Academic Performance Early Alert
Since the overwhelming majority of faculty members indicated that below 75% was a warning
sign, the QEP Implementation Team decided to set the Academic Performance Early Alert
criteria at 75%. This will also allow students to be identified and interventions to occur before
the grade is too low to correct. Because there is a wide discrepancy in when the first graded
assignments are completed across campus (Week 1 to Week 4), the QEP Implementation Team
decided to begin the Academic Performance Early Alert at Week 3 in the semester.
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Interventions for Academic Performance Early Alert
Students who reach the alert threshold will first be contacted by a scripted email sent through
Starfish to the students preferred e-mail address, listed in Banner, within 24 hours of the alert.
The contact emails were drafted using examples for the Education Advisory Board's
2009 publication, Hardwiring Student Success, pages 36-85.
Academic Performance Contact Email
“Dear XX,
Your overall grade in this course has fallen below 75%. This may indicate that you are in need
of academic support services. The Academic Support Center offers a wide range of support
options for this course. You can attend one-on-one sessions, group study sessions, or exam
reviews. Please contact a member of the Academic Support Center to schedule a session or drop
by one of the walk in sessions on the attached schedule. Please let me know if I can help you with
questions related to this course.”
Referred students who do not contact the Academic Support Center will be contacted by phone.
The Coordinator will conduct a scripted telephone conversation with the student. Students who
cannot be reached by phone will receive the same contact on a postcard.
Academic Performance Follow-Up Conversation
“Hi XXX, this is XX from Snead State Community College. We are concerned about your overall
grade in XXX class. Is there anything we can do to help you?”
Student Response
“The Academic Support Center has many options for academic assistance like one-on-one
tutoring, group sessions, and study skills support. Do any of these sound good to you?”
Student Response
“I want to assure you that Snead State Community College is committed to helping you achieve
you academic goals. If there is anything the Academic Support Center can assist you with, please
let us know.”
Alert Action Steps for the Academic Performance Early Alert Process
1. The faculty members of Gateway courses will set up the average grade column and enter
grades in the Blackboard Grade Center.
2. Starfish will gather data from Blackboard and generate a “flag” alerting faculty when students
reach the threshold for an alert.
3. A scripted email will be sent in Starfish to the flagged student’s preferred email address, listed
in Banner, within 24 hours of the alert.
4. If the student does not contact the Academic Support Center within one week, they will
receive a scripted phone call from a member of the Academic Support Center staff as delegated
by the Coordinator of Career Advising and Tutoring.
5. The results of this phone call will be documented in Starfish by the Coordinator of Career
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Advising and Tutoring, and will be available to faculty and staff.
6. If the student cannot be reached by phone, a post card will be sent to the student making them
aware of the services available at the Academic Support Center.
Implementation Plan for At-Risk Early Alert Process
Faculty/Staff Involvement
The previously discussed parts of the early alert system focused on reactive interventions.
Beginning in the summer of 2015, the At-Risk early alert process will proactively identify
students who may be at a higher risk of attrition and support them early in their academic
careers. This type of identification and support has produced excellent results in student retention
at other colleges (Education Advisory Board, Improving Student Retention Through Early
Intervention, 2009, p. 2-6; Education Advisory Board, Hardwiring Student Success, 2009, p. 8799). Many faculty felt that students in their course would greatly benefit from assistance with
student skills such as note taking, test taking, and study habits.
Alert Criteria for At-Risk Early Alert
While it is difficult to use a simple metric to identify students who would most benefit from
assistance in these areas, it would be safe to assume that students who lack these basic skills are
the lowest academic achievers coming from high school. This means that high school GPA
should be a reliable indicator of a student’s academic preparedness. Another indicator of students
who may be under prepared for college is an incoming placement exam. The literature shows
that students who test into two or more developmental classes are at a higher risk of attrition than
their peers (Education Advisory Board, Improving Developmental Education Completion Rates,
2011, p. 9-15). After consultation with Gateway faculty members, the QEP Implementation
Team set the following criteria for the At-Risk Alerts:
1) Test into MTH 091 or RDG 085
2) Test into two or more developmental courses
3) High School GPA 2.0 or lower
4) One developmental course and high school GPA 2.5 or lower.
These students will be identified after the completion of the Compass Placement exam.
Intervention for At-Risk Early Alert
Students who are identified as At-Risk will meet with a special At-Risk advisor. These advisors
will be identified and trained prior to First-time freshman orientation in the Summer of 2015.
These advisors will create a “Success Plan” for the student. This Success Plan will include a twoyear path to graduation, a list of contacts for important services on campus, and a schedule of
Gateway course sections with a supplemental instructor. The advisor will schedule a follow-up
meeting four weeks into the semester with the student.
Action Steps for At-Risk Early Alert Process
1.a. Students who meet the alert criteria for high school GPA will be flagged by Starfish.
1.b. Students who meet the alert criteria for development courses will be identified manually as
they review their scores with the Coordinator of Testing.
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2. Students will be directed to a special At-Risk advisor.
3. The student and the advisor will work together to create a “Success Plan.”
4. The advisor will encourage the student to take Gateway sections with a supplemental
instructor.
5. The advisor will schedule a follow-up meeting with the student about four weeks into the
semester and will be documented in Starfish
Implementation Plan for Academic Support Center
Snead State Community College has designated the former Cosmetology Building as the
Academic Support Center. This Center will house academic support services that make-up the
second strategy of the QEP. These services will be specifically targeted at students who meet the
early alert criteria, but all students are welcome to attend the sessions. The location will serve as
the host for tutor training, academic support sessions, and QEP implementation.
Faculty/Student Involvement
In order to make sure that the input of all campus stakeholders was taken into account when
designing the Academic Support Center implementation plan, the QEP Implementation Team
surveyed a broad spectrum of College groups. The full-time faculty survey and interviews with
Gateway faculty revealed that many different forms of academic support services were needed.
Generally, English faculty tended to favor one-on-one support while Math and Science faculty
favored group support. The faculty also emphasized the need for academic skills support as
being equally important to content support.
A survey was given to 163 students in English 101, Biology 103, and Math 100 during the
Spring 2014 semester to identify services and formats that students would be most likely to
utilize. Students were asked what type of academic services would be the most beneficial to
them. Study skills assistance was the most popular response with 52.8% of students needing
assistance in that area. Forty-eight percent of students believed that one-on-one subject tutoring
would be the most beneficial to them. Group reviews and test taking skills were almost equally
chosen with around 40% each. Students were then asked to identify the course in which they
needed the most academic support. Math was the most common answer with 59% and was
followed closely by Biology with 53%. The students were asked to identify the most helpful
form of online tutoring. Online chats with a tutor were cited the most often with 46.6% selecting
this option.Video conferencing with a tutor was selected by 35% and a second-party website was
selected by 31.9%. The final question asked the students to identify the time in which they were
most likely to visit the Academic Support Center. The most common answer was between 11:00
am and 2 pm with 53.4%. Between 2:00 pm and 5:00 pm was the second most common answer
with 35.6%, and 8:00 am to 11:00 am was third with 27.6%.
Hours of Operation
A survey of 163 students found that most students would attend tutoring between the hours of
8:00 am and 5:00 pm. As a result, the committee has set the hours of operation for the Academic
Support Center (ASC) and tutoring services as Monday through Thursday, 8:00 am to 6:00 pm
and Friday, 8:00 am to 12:00 noon. Hours will be subject to adjustment during finals week and
other high volume times.
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Services
The designated space for on-campus tutoring is our former Cosmetology Building, which will
house the Academic Support Center. The layout of the facility will allow for various tutoring
options inside the Academic Support Center. Research shows that one-on-one tutoring, small and
large group tutoring, and supplemental instruction are best practices (Education Advisory Board,
Tutoring and Academic Support Services, 2013, p.6). The Academic Support Center will
provide one-on-one tutoring, small and large group tutoring, and supplemental
instruction. Because supplemental instruction is a much more sophisticated model of tutoring, it
will not begin until Fall 2015. This will give the college sufficient time to make sure a quality
service is offered. SmarThinking, Khan Academy, Blackboard Student Chats, Face Time, and
Skype will be used for online tutoring resources. The Academic Support Center will also provide
a series of student success workshops to help improve skills in studentship, test taking, notetaking, studying, college knowledge, résumé building, interview preparation, time management
and reading comprehension.
Tutor Recruitment
Tutors in the Academic Success Center will be paid peer tutors and will be compensated at a rate
of $7.50 per hour, which is in line with what other institutions pay for tutors.(Education
Advisory Board, Peer Tutoring at Liberal Arts Institutions, 2013, p. 8; Education Advisory
Board Structuring Tutoring and Academic Support Services, 2008, p. 8). The primary target for
finding tutors will be Presidential Scholars and/or Phi Theta Kappa students. Student tutors must
have at least a 3.0 GPA and already completed the designated course with a letter grade of “B”
(Education Advisory Board, Peer Tutoring at Liberal Arts Institutions, 2013, p. 8). Student tutors
must have a faculty recommendation for each of the subject areas in which they would like to
tutor, a completed application, and will undergo an interview process. Once applications are
turned into the Coordinator of Career Advising and Tutoring, they will be reviewed to ensure
that applicants meet minimum requirements. The Director of Campus Engagement and the
Coordinator of Career Advising and Tutoring will schedule fifteen minute interviews with each
qualified candidate. It is anticipated that 10-15 tutors will be selected for Fall 2014.
Tutor Training
Tutors will undergo a one day extensive orientation that will take place in both fall and spring
semesters. The College has adopted training procedures used by the University of Alabama.
Training will be coordinated by the Coordinator of Career Advising and Tutoring, and training
topics covered will include:











Communication Skills
Listening Skills
Learning Styles
Note Taking
Test Taking
Professionalism and Employee Expectations
FERPA
Tutor completion of Learning Styles Assessment
Review of Tutor Expectations (review of observation checklist)
Review of Tutor Contract (will be signed by tutor at the end of orientation)
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Once the semester begins, the Coordinator of Career Advising and Tutoring will conduct
individual tutor observations by mid-semester. The Coordinator of Career Advising and Tutoring
will meet individually with each tutor to review observation results, and group professional
development sessions will be held based on identified areas of concern from these observations
and the tutor evaluations completed by students.
The Coordinator of Career Advising and Tutoring will complete end of semester tutor
evaluations no later than the week before final exams. End of semester tutor evaluations and
student survey feedback will determine if additional training is necessary and/or whether the
tutor’s contract will be renewed. (Education Advisory Board, Structuring Tutoring and
Academic Support Services, 2008, p. 7)
Procedures for Tutors
Tutors will provide their schedule of availability to the Coordinator of Career Advising and
Tutoring by the first week of the semester. Tutors are to consult with the Coordinator of Career
Advising and Tutoring if they need to make a temporary change in their schedule. Tutoring
appointments will last one hour. No tutor has the option of changing the appointment. If,
however, a student does not need the entire hour, the session can be ended. The tutor is
responsible for letting the student know that he/she can reschedule another appointment if they
need additional time. Tutors will remind students to complete the tutor evaluation before leaving
the Academic Support Center.
Procedures for Students
All students at Snead State Community College will have access to the Academic Support
Center. Students targeted as At-Risk or identified through the early alert system will be contacted
and made aware of Academic Support Center services and will be encouraged to contact the
Coordinator of Career Advising and Tutoring to schedule an initial meeting. Students identified
as At-Risk or identified through the early alert system who schedule an appointment with the
Coordinator for Career Advising and Tutoring will be required to take a learning style
assessment as part of their intake session. (Education Advisory Board, Structuring Tutoring and
Academic Support Services, 2008, p. 7). Students who utilize the services at the Academic
Support Center must sign an acknowledgement of Academic Support Center acceptable usage
procedures prior to their first tutoring session and must adhere to the following procedures.
Scheduling Tutoring Sessions
Students will schedule tutoring sessions using Starfish Retention Solutions. Once the student has
requested an appointment they will receive a confirmation email to verify the date and time of
their scheduled session.
Unable to Keep an Appointment or Missed Tutoring Sessions
If the student is unable to keep an appointment, they MUST go online and cancel through
Starfish. If the student does not cancel the appointment and/or tutoring sessions, their name will
be placed on the ‘no show’ list. Students missing two consecutive appointments will be blocked
from making future appointments until they meet with the Coordinator of Career Advising and
Tutoring.
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Data Collection
Data collection will be tracked by Starfish Retention Solutions. The system will allow faculty,
staff, and QEP Implementation Team members to track tutoring easily and efficiently. The
system will assist in student tracking, early alert, online appointment scheduling, and assessment.
All students will schedule a tutoring appointment online through Starfish, which will allow us to
track tutoring appointments effectively.
Evaluation of Services
A tutor evaluation will be given to each student once they have finished their tutoring session;
the evaluation must be completed prior to leaving the Academic Support Center. The success of
students who receive tutoring in the Academic Support Center will be evaluated by comparing
their grade in the course when they began tutoring with the final grade of the course.

Marketing Plan
In order to fully publicize the QEP strategies, the QEP Implementation Team worked closely
with Ms. Shelley Smith, Director of Marketing, to create a detailed marketing plan. The College
has allotted $8,000 annually to market the QEP initiatives. Since the simplest and most student
friendly piece of the QEP is the Academic Success Center, the College will focus most of the
external publicity on this aspect.
The marketing campaign will hinge on the slogan “Just ASC.” Posters, flyers, and lanyards with
the slogan will be distributed across campus encouraging students with academic problems to
“Just ASC.” Posters with faculty pictures and endorsement will include humor and
encouragement to “Just ASC.” The second year of the campaign will include peer testimonial
posters that describe the benefits of the services.
The QEP Implementation Team envisions a three phase marketing plan. The first stage of the
plan will occur prior to graduation 2014. This will partially be a teaser type campaign that will
create enough awareness for returning students to be interested in finding out more about the
project. The second phase will occur during the summer when the full revelation of services
occurs. The College will host an open house or ribbon cutting during registration and invite
dignitaries and education leaders from the area. This will be accompanied by a press release
introducing the center to the community. Also, the Academic Support Center will be heavily
publicized at the First-time freshman orientation sessions - Parson Days. Every effort will be
made to make new students aware of the services offered in the Fall of 2014.
The third phase of the campaign will be a direct marketing plan to Gateway students. Faculty,
tutors, and QEP Team members will publicize the Academic Support Center directly in the
Gateway courses. Students will be made aware of the services and invited to attend sessions.
Incentives such as pizza night, or even a game night, will be used to draw in potential students.
QEP Implementation Timeline
The first stages of the implementation process will begin in late April or early May. Ms. Brittany
Goble, Director of Student Engagement, and Ms. Rachel Green, Coordinator of Career Advising
and Tutoring, will work closely together to recruit and select a group of qualified tutors. The
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bulk of this recruitment will need to be completed prior to graduation ceremonies. The College
will also begin the first phase of the marketing campaign in early May. This initial phase will
include posters and social media postings that will make returning students aware that the
Academic Support Center will be operational when they return in the Fall.
The summer months (June, July, and August) will be a busy time for implementation. The
marketing campaign will enter a second phase at Parson’s Days when new students become the
target audience. A wide range of marketing strategies will be employed to make incoming
students aware of services. The Starfish implementation process will also be conducted mostly in
the summer. This will largely be a technical project involving the integration of Starfish into
Banner and Blackboard. Late in the summer, Gateway faculty will attend a training session on
how to take attendance and send alert communications in Starfish. The renovations and
furnishings of the Academic Support Center will also be completed during the summer months.
A day-long tutor training session will also be conducted during this time frame to train tutors
prior to the Fall semester.
At the start of the Fall semester (August and September) the marketing campaign will enter a
third phase and the target audience will become students who are registered in the Gateway
courses. Direct marketing will take place in these classes by Academic Support Center staff and
the faculty. Also during the early weeks of the semester, study skills modules will be embedded
directly in the targeted Gateway sections. The attendance and academic performance alerts will
both go live during the first week of classes. The intervention process will then follow the action
steps proposed in the implementation plan.
There will be scheduled meetings and contact with tutors and faculty throughout the semester.
Some of these meetings will be formal group meetings while others will be one-on-one
conversations with the QEP Director and Coordinator of Career Advising and Tutoring. Output
measures (formative) will be assessed on a biweekly basis and changes or improvements will be
made as needed. Outcome (summative) measures will be evaluated at the end of the semester to
evaluate the overall success of the project during that semester.
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QEP VII. Organizational Structure
Snead State Community College is committed to the success of the QEP initiative and has
identified specific individuals to lead the effort and empowered them with the authority and
resources necessary for the success of the initiative. The College has appointed Dr. Dustin Smith
as Director of the Quality Enhancement Plan to oversee the implementation process. Dr. Smith
was given a two course release for Spring 2014 and Summer 2014. The college will seek a
full course release beginning in Fall 2014. Dr. Smith will be given a twelve-month contract and
currently serves on the president's cabinet. Dr. Smith, as Director of the QEP, leads the
implementation with the assistance of a QEP Implementation Team that includes key leadership
positions from both the academic/instructional unit and the student services unit of the
College. Dr. Smith, as the Director, has responsibility for all day-to-day operations of the
QEP. Critical duties of the QEP Director include the following: 1) develop and implement a
program of continuous education and training for the faculty members regarding the QEP, 2)
oversee the operations of the Early Alert component, 3) oversee the provision of tutorial services
for students, and 4) assure continuous evaluation of success. In addition, the Director
works closely with the College Chief Financial Officer and President to develop, secure and
manage necessary resources - budgetary, facilities, and human.
The College has also created a new position titled Coordinator of Career Advising and
Tutoring. Ms. Rachel Green serves as a key member of the QEP Implementation Team. Working
under the direction of the QEP Director, the Coordinator of Career Advising and
Tutoring implements all aspects of the tutoring services including selection, training, and
evaluation of tutors. In addition to these duties, the Coordinator will oversee the student contact
aspects of the Early Alert system.
In addition to these new positions, the QEP Implementation Team supervises the implementation
process. The committee governance structure of the QEP initiatives under the supervision of a
Director is consistent with best practices of colleges across the country. An Education Advisory
Board study found that fewer than 15% of colleges rely on a single person to direct student
success related activities (Education Advisory Board, Student Retention and Success Units:
Structure, Responsibilities, and Staffing, 2013, p. 7). In addition to the committee governance
structure, the EAB report also recommends that the committee be made up of members from a
variety of administrative areas (Education Advisory Board, Student Retention and Success Units:
Structure, Responsibilities, and Staffing, 2013, p. 11). This team includes the following:
1.
2.
3.
4.
5.
6.

QEP Director - Dr. Dustin Smith
Coordinator of Career Advising and Tutoring - Ms. Rachel Green
Associate Dean of Academic Planning and Research - Dr. Annette Cederholm
Director of Admissions, Recruiting, and Student Support - Ms. Lesley Kubik
Director of Student Engagement - Ms. Brittany Goble
Assistant to the Chief Academic Officer - Ms. Tonya Clowdus

Financial Commitment to Leadership
The two positions that are most directly involved in the day-to-day implementation of the QEP
strategies are the QEP Director and the Coordinator of Career Advising and Tutoring. Both of
these positions are new and have been created to support QEP implementation. The QEP
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Director’s position is fully dedicated to the QEP implementation. This represents a new financial
commitment of $99,450 since 100% of this position’s duties are committed to QEP activities.
The Coordinator’s position represents a new financial commitment of $51,528 for
implementation of the QEP strategies. Combined, these positions represent a new financial
commitment of $150,978 to establish leadership dedicated to the QEP.
Organizationally Support Leadership
The QEP Implementation Team consists of members from all major administrative areas of the
College and is consistent with recommendations from the Education Advisory Board and best
practices from other colleges (Education Advisory Board, Student Retention and Success Units:
Structure, Responsibilities, and Staffing, 2013, p. 11). This Team will continue to meet weekly to
discuss the QEP development and implementation during the first year of implementation. The
QEP Director is a faculty member, with a full-time course release, responsible directly to the
President for the implementation of the QEP. The Director of Admissions, Recruiting, and
Student Support is an upper administrator in the student services division and reports directly to
the Vice-President of Student Services. The Associate Dean of Academic Planning and Research
oversees the institutional research, testing services, and professional development activities of
the College. This position reports directly to the President. The Coordinator of Career Advising
and Tutoring will oversee the tutoring function of the QEP. This position reports directly to the
Associate Dean of Academic Planning and Research and the Director of Admissions, Recruiting,
and Student Support. The Director of Student Engagement is responsible for campus student life.
The position has a close working relationship with many student organizations and reports
directly to the Vice-President of Student Services. The Assistant to the Chief Academic Officer
has a wide range of academic functions and reports directly to the Chief Academic Officer.
Combined, the implementation team has three members from the student services division, two
members from the academic division, and one member of higher administration. All of these
positions report to one of the three top executives of the College and will be supported and
empowered to implement the QEP.
Comprehensive Plan Development
Each member of the QEP Implementation Team has worked on the development of a
comprehensive implementation plan. The Director of the QEP has worked with faculty, staff, and
members of the committee to oversee and coordinate the development of the implementation
plan. Each Team member has offered their assistance and expertise in drafting sections of the
plan. The Director of Student Engagement and Coordinator of Career Advising and Tutoring
have worked together to create the section on tutoring and the Academic Support Center. The
Director of Admissions, Recruiting, and Student Support and the Assistant to the CAO have
worked together to define the Early Alert process. The QEP Director and Associate Dean for
Research and Planning have worked to survey faculty, staff, and students and to create a long
term and short term assessment plan for the QEP objectives. The Implementation Team has
worked with campus stakeholders and each other to produce a detailed plan for implementation
including strategies, action steps, an implementation timeline, and a comprehensive assessment
plan to guide QEP implementation.
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Accountability, Implementation, and Assessment
The QEP Director will be responsible for the faculty implementation functions of the QEP. This
will include overseeing Gateway faculty members to ensure that attendance data is being entered
into Starfish and that a working grade center is used in Blackboard. The QEP Director will also
ensure that the faculty contact flagged students in a timely manner. The QEP Director will work
with Division Directors, the Director of Online Learning, and the Chief Academic Officer to
make sure all online and traditional Gateway courses are in compliance with the QEP.
The QEP Director and the Coordinator of Career Advising and Tutoring will work together to
monitor the alert flags generated in Starfish. The Coordinator of Career Advising and Tutoring
will be responsible for the follow-up phone contact with students who generate a second flag.
The Coordinator will also be responsible for recording the results of these conversations in
Starfish. In addition to the duties relating to the alert flags, the Coordinator of Career Advising
and Tutoring will recruit, train, and supervise a group of talented tutors. The Coordinator of
Career Advising and Tutoring will also work with faculty members to develop a semester
tutoring schedule that best fits the schedule of the Gateway courses.
The QEP Implementation Team will also work to ensure that timely and meaningful assessment
of QEP strategies and procedures occurs. The faculty and Coordinator will be main sources of
input data and the QEP Director and Associate Dean of Academic Planning and Research will
gather the data and evaluate them based on the target measure listed in the comprehensive
assessment plan. The assessment of procedural measure will occur on a monthly and semester
cycle. Long term outcome objectives will be measured by semester and yearly.
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QEP VIII. Resources
The College will primarily use existing facilities and resources to implement the QEP.
For example, the College will use the Retention Center in the Blackboard Learning Management
System. The Retention Center is part of the package we have already purchased with
Blackboard. The College will also continue using the online tutoring program SmarThinking.
The College has also identified current personnel and staff to serve as the QEP
Implementation Executive Committee. They will oversee the implementation and provide
guidance when needed to make sure that all constituents are providing the necessary services.
Snead State Community College is committed to the success of the QEP initiative. In
order to support the goals and strategies of the QEP, the College has committed human,
financial, and facility capital to the project. The College has developed a budget that includes the
expenses for the first five fiscal years of QEP implementation. This budget includes the
College’s total financial commitment to the QEP initiative.
Facilities Commitment
Snead State Community College has designated the former Cosmetology Building as the location
of the Academic Support Center. This building was recently vacated when the College
discontinued its Cosmetology program. The inside of the building is a visually-appealing,
comfortable environment that looks less like a classroom and more like a home. The physical
condition of the building helps foster the safe and welcoming environment the College desires to
create in the Academic Support Center.
The building includes 2,417 square feet dedicated to academic support services. The building
will accommodate all modes of tutoring that will be offered as part of the QEP initiative. A room
with 75 square feet of space will be set aside for one-on-one tutoring. A medium size group room
with 253 square feet will be set aside for group study sessions or supplemental instruction. This
room will be furnished with tables that will accommodate small group collaboration. A slightly
larger room with 344 square feet will be dedicated to medium or large group sessions. This room
will be furnished with collaborative tables designed to sit 6 individuals and accommodate group
work.
The Academic Support Center will also contain a space dedicated to large group instruction, for
multiple one-on-one study sessions, or individual study sessions. This room has 737 square feet
and will contain tables, chaise chairs, and sofas. Thus, all modes of study will be possible in this
room. The facility will also have a 1,008 square feet dedicated to a computer lab with 24
computers. Approximately half of the computers will be designed for individual or pair use and
half will be designed for small group collaboration. The building also has two office areas that
will house the offices of the QEP Director and the Coordinator of Career Advising and Tutoring.
There will also be a small space for tutor preparation that will include materials that tutors may
need to carry out their duties.
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Human Capital Commitment
Snead State Community College has committed significant human resources to the success of the
QEP. Dr. Dustin Smith, QEP Director, is an experienced faculty member with a Doctorate in
Higher Education Administration. This position will oversee the day-to-day operations of the
QEP implementation and lead the QEP Implementation Team. This position will be fully
dedicated to oversight of the QEP. Dr. Smith will have an office in the new Academic Support
Center and be actively involved in the daily operations of the center.
Snead State Community College has also hired Ms. Rachel Green as Coordinator of Career
Advising and Tutoring. Ms. Green has over ten years of experience in higher education student
services. This position will directly oversee the tutoring activities of the QEP. Ms. Green’s main
office will be in the Academic Support Center where she will oversee the tutoring process.
As part of the implementation plan of the QEP, the College will recruit and train a core group of
peer tutors. These tutors will be employed as student workers by the College and be required to
attend regular professional development. In addition to the tutors, a qualified group of
supplemental instructors will be recruited and trained. These individuals will undergo rigorous
training and professional development. To support the development of the College’s human
capital, the College has set aside $7,000 for QEP related professional development.
A group of people more indirectly involved in the day-to-day operations of the QEP and more
involved in the planning is the QEP Implementation Team. In addition to the QEP Director and
the Coordinator of Career Advising and Tutoring, this team consists of:

1.
2.
3.
4.

Associate Dean of Academic Planning and Research- Dr. Annette Cederholm
Director of Admissions, Recruiting, and Student Support- Ms. Lesley Kubik
Director of Student Engagement- Ms. Brittany Goble
Assistant to the CAO- Ms. Tonya Clowdus

These individuals dedicate two hours a week to discussing the strategies for QEP implementation
and also support the QEP in their full-time positions. This gives the QEP College-wide status and
representation on the leadership team.
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QEP Five Year Projected Budget

Facilities
Renovations to Existing Building
IT Infrastructure Upgrades
Furnishings
Computer Equipment for Computer
Labs
Sub-Total
Personnel - Salaries & Benefits
Director of the QEP
Coordinator of Career Advising &
Tutoring
Part-time Hourly
Stipends QEP Implementation Team
Members
Tutors
Sub-Total
Operations
Starfish Retention Solutions
Software
SmarThinking Online Tutorial
Services
Materials and Supplies
Professional Development
Marketing and Promotions
Sub-Total
Grand Total

FY
2015

FY
2016

FY
2017

FY
2018

FY
2019

5-Year
Total

35,000
13,000
19,334

NA
NA
NA

NA
NA
NA

NA
NA
NA

NA
NA
NA

35,000
13,000
19,334

24,700

NA

12,500

NA

12,500

49,700

92,034

-0-

12,500

-0-

12,500

117,034

99,450 99,450 99,450 99,450 99,450

497,250

51,528 51,528 51,528 51,528 51,528

257,640

10,000 10,000 10,000 10,000 10,000

50,000

3,000

15,000

3,000

3,000

3,000

3,000

10,000 20,000 20,000 20,000 20,000
173,978 183,978 183,978 183,978 183,978

90,000
909,890

30,000 22,780 22,780 25,000 25,000

125,560

37,500 37,500 40,000 42,000 45,000

202,000

2,000 2,000 2,000 2,000 2,000
7,000 7,000 7,000 7,000 7,000
8,000 8,000 8,000 8,000 8,000
84,500 77,280 79,780 84,000 87,000

10,000
35,000
40,000
412,560

350,512 261,258 276,258 267,978 283,478 1,439,484

The largest financial commitment is in the area of personnel. The College has committed
an initial annual total of $173,978 to the oversight and implementation of QEP strategies and
increases this amount to $183,978 per year after that. Dr. Smith’s position as QEP Director
represents $99,450 of this total amount. Ms. Green’s salary is committed to the QEP and
accounts for $51,528 of the total. The College has allocated $10,000 annually to fund hourly
positions to staff the Academic Support Center. During the 2015 Fiscal Year the College has set
aside $10,000 to fund paid tutors and plans to expand this to $20,000 for Fiscal Year 2016. The
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budget will also include a total of $3,000 in annual stipends each year. This money will be
divided evenly between the Director of Student Engagement, Director of Admissions,
Recruiting, and Student Support, and Assistant to the Chief Academic Officer. Together, the
financial commitment to talented personnel to operate the QEP accounts for over half of the total
QEP Budget.
In addition to financially supporting personnel costs, the QEP budget has also allocated
significant funds for QEP related technology. The College has decided to purchase Starfish
Retention Solutions in order to manage the alerts, communication, and assessment of QEP
activities. The budget allocates $30,000 for the cost of the Starfish license and set-up in Fiscal
Year 2015. This amount will decrease to $22,780 during Fiscal Year 2016 because of the
elimination of start-up costs. The use of SmarThinking, an online tutoring service, will also be
continued at a cost of $37,500 annually. Therefore, the annual technology cost of sustaining the
QEP initiatives is around $65,000. The budget will also allocate $24,700 for the purchase of
twenty-four computers for a computer lab in the Academic Support Center. This will only impact
the budget during Fiscal Year 2015. Together, this represents a $92,206 technology commitment
during Fiscal Year 2015 and a recurring technology commitment of $60,280.
The re-purposing of a cosmetology building into an Academic Support Center requires
that some upgrades/changes be made to the physical structure. These upgrades represent a onetime estimated budget allocation of $64,185. The budget will dedicate $35,000 to the renovations
of the building. These renovations will include an exterior upgrade, lighting, and some small
interior changes necessary to remove cosmetology structures. The increase in student numbers
and internet use will require a network upgrade estimated to cost $13,000. The budget also
dedicates $19,334 to furnishing the Academic Support Center with computer tables and
collaborative tables that will accommodate tutoring functions.
The College also recognizes that in order to sustain the successful implementation of the
QEP, an investment in the development of human resources is essential. The QEP budget
includes $7,000 for professional development each year. These funds will go toward the training
of tutors and QEP staff. The College will also dedicate $8,000 annually to marketing the QEP
strategies, programs, and successes.
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QEP IX. Assessment
Because the College’s Quality Enhancement Plan is closely tied to both the College’s
Strategic Plan and its Enrollment Management Plan, many of the metrics presented here are
based on those documents.
The QEP Management Team has worked with faculty and staff to create a comprehensive
assessment plan for all QEP strategies and initiatives. The following tables include the
procedural goals and measures for the QEP implementation process. The summative assessment
goals follow the procedural goals for each strategy.
Assessment Plan for Attendance Early Alert
Table 1: Formative Assessment Plan of First Week Attendance Early Alert Process
Attendance Early
Target Measures
Data Source
Use of Results
Alert Action Step
Goals
Gateway faculty
100% of faculty teaching Starfish
Evaluate the scope of
members will enter
Gateway courses will
Attendance Data
faculty participation.
attendance data in
participate in the
Starfish during the
attendance alert process.
first two days of
class.
Students who have
100% of students who
Starfish Alert
Evaluate Starfish’s
not logged-into
have not logged-in within Data
Flagging process.
online gateway
48 hours will be flagged
sections within 48
by Starfish.
hours of the course
opening will be
identified.
Students with first
100% of students who
Starfish Contact
Evaluate faculty
week attendance
generate an attendance
Data
participation and speed
alerts will be
flag will be contacted by
of interventions.
contacted by gateway faculty via email within
faculty.
24 hours of the flag.
Online students who
100% of students who
Starfish and
Evaluate the
do not log-in within
have not logged-into
Blackboard
communication
96 hours will be
Blackboard within 96
Attendance Data
between Starfish and
identified.
hours of course opening
Blackboard.
will be flagged by
Starfish.
Online students who
100% of students who
Starfish Alert
Evaluate the
have not logged into
have not logged into
Data and notes
participation of the
Blackboard within 96 Blackboard within 96
from phone
ASC staff and the
hours will be
hours will be contacted
conversations.
feasibility of the
contacted by phone.
by phone.
follow-up process.
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Faculty,
administrators, and
relevant advisors will
be informed of the
results of the phone
conversations.

A summary of 100% of
phone conversations will
be into Starfish notes
page.

Starfish Student
Notes Data

Evaluate the “closing of
the loop” process.

Table 2: Formative Assessment Plan for the Cumulative Attendance Early Alert Process
Attendance Early Alert Target Measures
Data Source
Use of Results
Action Step Goals
Gateway faculty
members will enter
attendance data in
Starfish.
Students with 4
cumulative absences will
be identified.

100% of faculty teaching
Gateway courses will
participate in the attendance
alert process.
100% of students with 4
absences will be flagged by
Starfish.

Starfish
Attendance Data

Evaluate the scope of
faculty participation.

Starfish Alert
Data

Evaluate Starfish’s
Flagging process.

Students with attendance
alerts will be contacted
by faculty in a timely
manner

100% of students who
generate an attendance alert
will be contacted by faculty
with scripted email with 24
hours of the flag.
100% of students who
generate an attendance alert
will be flagged by Starfish.

Starfish Contact
Data

Evaluate faculty
participation and
speed of
interventions.

Starfish and
Blackboard
Attendance Data

Evaluate the
communication
between Starfish and
Blackboard.

100% of students who
generate a second attendance
alert will be contacted by
phone within 24 hours of the
flag.
A summary of 100% of
phone conversations will be
into Starfish notes page.

Starfish Alert
Data and notes
from phone
conversations.

Evaluate the
participation of the
ASC staff and the
feasibility of the
follow-up process.
Evaluate the “closing
of the loop” process.

Students who miss 6
class meetings will be
identified.
Students who generate a
second attendance alert
will receive a phone call
from the Academic
Success Center.
Faculty, administrators,
and relevant advisors
will be informed of the
results of the phone
conversations.
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Table 3: Summative Assessment Plan of the Attendance Early Alert
Attendance Early
Target Measures
Data Source
Alert Goals
Contacted Students
will correct
attendance issues
after faculty contact
email.

50% of students contacted
by faculty will correct
attendance issues and not
generate the second flag.
50% of students contacted
by phone message will
correct attendance issue
and miss no more than 1
additional class or log into
Blackboard.
Students who
Flagged students will
generate a cumulative successfully complete the
attendance alert will
Gateway courses at a rate
successfully
equal to or greater than
complete the class.
the institutional course
average.
Students who
Flagged students will
generate a first-week successfully complete the
attendance alert will
Gateway courses at a rate
successfully
equal to or greater than
complete the class.
the institutional course
average.
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Use of Results

Starfish attendance
and alert data

Evaluate the impact
of email intervention
on attendance.

Notes from phone
conversations and
Starfish attendance
data

Evaluate the impact
of phone
conversations on
attendance.

Starfish alert data
and institutional
course pass rates.

Evaluate the impact
of the cumulative
attendance alert on
course attrition.

Starfish alert data
and institutional
course pass rates.

Evaluate the impact
of the first-week
attendance alert on
course attrition.
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Assessment Plan for Academic Performance Early Alert
Table 4. Formative Assessment Plan of the Academic Performance Early Alert Process
Academic
Target Measures
Data Source
Use of Results
Performance Early
Alert Action Step
Goals
Gateway faculty
100% of faculty teaching
Starfish Data and
Evaluate the scope
members will record
Gateway courses will keep Blackboard Grade
of faculty
grades in Blackboard
an updated working
Center
participation.
Grade Center.
average column in the
Blackboard Grade Center
Students who fall
100% of students with
Starfish Alert Data Evaluate Starfish’s
below the alert criteria averages below 75% in
and Blackboard
Flagging process
will be identified.
Blackboard will be
Grade Center
and communication
flagged by Starfish.
with Blackboard.
Students with
100% of students who
Starfish Contact
Evaluate faculty
academic performance generate a low grade alert and Alert Data
participation and
alerts will be
will be contacted by
speed of
contacted by faculty in faculty with scripted email
interventions.
a timely manner.
within 24 hours of the
flag.
Students who do not
100% of students who do
Starfish Usage Data Evaluate the
seek academic support not seek services within
from the ASC.
participation of the
services will be
one week will be
ASC staff.
contacted a second
contacted by phone.
time.
Faculty,
A summary of the results
Starfish Student
Evaluate the
administrators, and
of 100% of phone
Notes Data
“closing of the
relevant advisors will conversation will be
loop” process.
be informed of the
entered into Starfish notes
results of the phone
page.
conversations.
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Table 5: Summative Assessment Plan of the Attendance Early Alert
Academic
Target Measures
Data Source
Performance Early
Alert Goals
Contacted Students
50% of students contacted Starfish contact data
will promptly seek
by faculty will seek
and ASC usage data.
academic support
academic assistance
services.
within one week.
50% of students contacted Notes from phone
by phone message will
conversations and
seek services within one
ASC usage data.
week.

Students who
generate an academic
performance alert
will successfully
complete the course.
The number of
flagged students who
seek services will
grow each semester.

Flagged students will
successfully complete the
Gateway courses at a rate
equal to or greater than
the institutional course
average.
The number of flagged
students seeking academic
support services will grow
by 3% annually.
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Starfish alert data
and institutional
course pass rates.

ASC usage data and
Starfish alert data

Use of Results

Evaluate the
effectiveness of the
electronic
interventions.
Evaluate the impact
of phone
conversations on
encouraging
students to seek
services.
Evaluate the impact
of the academic alert
on course attrition.

Evaluate the
effectiveness of alert
communication and
logistics of ASC.
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Assessment Plan for At-Risk Early Alert
Table 6. Formative Assessment Plan for At-Risk Early Alert Process
At-Risk Early Alert
Target Measures
Data Source
Action Step Goals
Students who meet the 100% of students who
criteria for At-Risk
meet the At-Risk criteria
will be identified.
will be identified by
Starfish and/or the
Coordinator of Testing.
Students who are
90% of students who are
identified will meet
identified will meet with
initially with a
the At-Risk advisor(s)
designated At-Risk
prior to registration.
advisor.
Students who are
100% of students who
identified as At-Risk
meet with an At-Risk
will develop a
advisor will develop and
“Success Plan.”
record a Success Plan in
Starfish.
At-Risk students will
50% of At-Risk students
be strongly
will enroll in a Gateway
encouraged to take
section with a
Gateway sections with supplemental instructor.
supplemental
instructors.
At-Risk students will
100% of At-Risk students
be followed during the will meet with At-Risk
semester.
advisor once during the
semester.

Starfish Data
and Compass
Data

Starfish Notes
Data

Retention for
At-Risk
Students will be
increased.

At-Risk students who are in
sections with supplemental
instructors will generate fewer
academic performance alerts
than their peers.
The semester and yearly
retention rate for the At-Risk
population will be equal to the
rates of the overall student
population.
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Evaluate the
effectiveness and
feasibility of the
identification
process.
Evaluate the
identification and
advising process.

Starfish Plan
and Notes Data

Evaluate quality of
advising process.

Banner and
Starfish Flag
data

Evaluate the
scheduling and
availability of
supplemental
instructors.

Starfish Flag
Data and Notes
Data

Evaluate student
participation/interest
in follow-up
meeting.

Table 7. Summative Assessment Plan for At-Risk Early Alert
At-Risk Early
Target Measures
Data Source
Alert Goals
Academic
struggles for AtRisk students
will be reduced.

Use of Results

Starfish Alert
Data

Starfish alert
data and
institutional
retention data.

Use of Results
Evaluate the
effectiveness of the
supplemental
instructor
interventions.
Evaluate the impact
of the At-Risk
intervention process
on student attrition.
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Assessment Plan for Academic Success Center
Table 8: Formative Assessment Plan of Academic Success Center
Academic Success
Target Measures
Data Source
Center Procedural
Goals
Students will visit the 30% of students in focus Starfish Usage Data
Academic Support
Gateway courses will
Center for services.
participate in at least 1
academic support
session.
The Academic
100% of tutors will have Tutor Application Data
Support Center will
a 3.0 GPA and completed
recruit quality tutors. a transfer level course in
the respective subject
with a B or higher.
The Academic
100% of tutors will
Tutor Training Data
Support Center will
attend tutor training and
train tutors.
monthly tutoring
professional development
sessions.

Table 9: Summative Assessment Plan of Academic Success Center
Academic Success
Target Measures
Data Source
Center Summative
Goals
Students who attend
Students receiving
Starfish usage data
academic support
academic support services and institutional
sessions will benefit
will successfully complete course pass rates.
academically.
the Gateway course at a
rate equal to or greater
than the course average.
Students who attend
Students attending a
Student skills
student skills sessions student skills session will attendance data and
will benefit
successfully complete the institutional course
academically.
Gateway course at a rate
pass rates.
equal to a greater than the
course average.
Students will be
The average student score Student surveys at
satisfied with quality for the survey question
end of each session.
of support provided.
how satisfied are you with
the academic support
services will be a 3.25 on
a 4 point scale.
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Use of Results

Evaluate the
marketing
strategy and hours
of operation of
the ASC.
Evaluate tutor
recruitment.

Evaluate
participation in
tutor training.

Use of Results

Evaluate the impact
of academic support
services on student
success.

Evaluate the impact
of the first-week
attendance alert on
course attrition.

Evaluate student
perception of
support sessions.
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APPENDIX A

QEP Committee Meeting
Wednesday, Aug. 17, 2011, at 8:30 a.m.
Dr. Miller’s office (Student Success Center)
Committee Members:
Dr. Annette Cederholm, Chair
Dr. Jonathan Watts
Grover Kitchens
Barry Mayhall
Tammy Robinson
I.
II.
III.
IV.

What is the Quality Enhancement Plan (QEP)?
What are the steps for developing the QEP?
Timeline for this committee
Schedule of future meetings
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APPENDIX D

Rank the following topics in the order of
importance for Snead State to pursue for our
Quality Enhancement Plan.
For the item that you feel would be most
beneficial for us as a college use number 1,
and then rank the others from 2 to 5 in order of
how important you feel they are for Snead.

________ Online Student Services
________ Banner – Technology and Student
Responsibility
________ Student Success – Advising and
Career Planning
________ Library Services
________ Student Orientation
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APPENDIX E

Notes on TriO material presented by Marie Smith
Orientation – one hour session that all students accepted into the TriO program must attend that
goes over all aspects of the TriO program.
Educational Action Plan – Staff meets individually with students to discuss their needs, goals,
and strengths. Give KUDER career test and provide academic planning (print off and
explain/follow degree plan), send out progress reports to the instructors of the students in TriO,
and if a student has a “C” or below in any class, they must do tutoring (EARLY ALERT)
Needs analysis is given to each student around the middle of the semester – asks questions about
test anxiety, problems at home, health issues – to identify possible problems or areas where they
can help a student.
Workshops – academic and fun topics – they conduct 1-2 workshops a week on a variety of
topics.
Tutoring – have two full-time, paid student tutors ($7.50 an hour). The full-time paid tutors are
available every day, whether they have scheduled tutoring sessions or not. A student needing
help fills out a tutor request form and is then scheduled for a tutor session. If a student does not
show up for a scheduled tutoring session, after three missed sessions, they are denied tutoring.
Tutors are required to go through training and are monitored through the semester by the
TriO staff. They are also evaluated by the students they tutor.
Other resources for students – resource lounge where students can make copies and print off of
computers. Students can check out laptop computers for two weeks. Students who earn 10 points
(by attending workshops) can borrow up to 3 textbooks per semester (if they don’t return the
books, their account is put on hold and they can’t register for any more classes until they return
the book(s)).
Students have opportunities to go on trips to visit college campuses; they also have the
opportunity to go on other educational and cultural trips throughout the year (this year going to
Amish country)
This summer, the Grant in Aid funding will provide money for students who want to take
summer classes (no pell grant available for summer semester unless they have left over from
fall/spring). In order to qualify for this program, students must have a 2.5 GPA, have earned at
least 10 points and cannot have failed any of the classes they have taken.
Marie also talked about a one week bridging program for incoming freshman who just graduated
from high school; they would stay in the dorm and would attend workshops/sessions to prepare
them for college.
TriO program is active in social media like Facebook.
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APPENDIX F

2005-2006
2005-2006 Persistence Rate: 60% (96 students of the 160 students served) of all participants
served by the SSS project will persist from the 2005-2006 to the 2006-2007 academic year or
graduate and/or transfer from a 2-year to a 4-year institution during the 2005-2006 academic
year.
RESULTS: 72.49% (116 students of the 160 students served persisted)
2005-2006 Good Academic Standing Rate: 70% (112 students of the 160 students served) of all
participants served by the SSS project will meet the performance level required to stay in good
academic standing at the grantee institution.
RESULTS: 95.62% (153 students of the 160 students served were in good academic
standing)
2005-2006 Grade Point Average: 70% (112 students of the 160 students served) will earn an
average GPA of 2.70 or higher.
RESULTS: 72% (115 students of the 160 students served were in good academic standing)

2006-2007
2006-2007 Persistence Rate: 60% (96 students of the 160 students served) of all participants
served by the SSS project will persist from the 2006-2007 to the 2007-2008 academic year or
graduate and/or transfer from a 2-year to a 4-year institution during the 2006-2007 academic
year.
RESULTS: 79% (127 students of the 160 students served persisted)
2006-2007 Good Academic Standing Rate: 70% (112 students of the 160 students served) of all
participants served by the SSS project will meet the performance level required to stay in good
academic standing at the grantee institution.
RESULTS: 98% (156 students of the 160 students served were in good academic standing)
2006-2007 Grade Point Average: 70% (112 students of the 160 students served) will earn an
average GPA of 2.70 or higher.
RESULTS: 72% (115 students of the 160 students served were in good academic standing)
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2007-2008
2007-2008 Persistence Rate: 60% (96 students of the 161 students served) of all participants
served by the SSS project will persist from the 2007-2008 to the 2008-2009 academic year or
graduate and/or transfer from a 2-year to a 4-year institution during the 2007-2008 academic
year.
RESULTS: 90.7% (146 students of the 161 students served persisted)
2007-2008 Good Academic Standing Rate: 70% (156 students of the 161 students served) of all
participants served by the SSS project will meet the performance level required to stay in good
academic standing at the grantee institution.
RESULTS: 98.75% (159 students of the 160 students served were in good academic
standing)
2007-2008 Grade Point Average: 70% (112 students of the 161 students served) will earn an
average GPA of 2.70 or higher.
RESULTS: 80.07% (130 students of the 161 students served were in good academic
standing)
Graduation/Transfer Rate (2-year institutions only): 50% (80 students of the 160 students
served) of 2005-06 New participants only will graduate with associate’s degree or transfer to a
four-year institution by 2007-08.
RESULTS: 53.1% (85 students of the 160 students served graduated with an associate’s
degree or transferred to a four-year institution.

2008-2009
2008-2009 Persistence Rate: 60% (96 students of the 160 students served) of all participants
served by the SSS project will persist from the 2008-2009 to the 2009-2010 academic year or
graduate and/or transfer from a 2-year to a 4-year institution during the 2008-2009 academic
year.
RESULTS: 88% (141 students of the 160 students served persisted).
2008-2009 Good Academic Standing Rate: 70% (156 students of the 160 students served) of all
participants served by the SSS project will meet the performance level required to stay in good
academic standing at the grantee institution.
RESULTS: 99.3% (159 students of the 160 students served were in good academic
standing).
2008-2009 Grade Point Average: 70% (112 students of the 160 students served) will earn an
average GPA of 2.70 or higher.
RESULTS: 87% (139 students of the 160 students served were in good academic standing).
Graduation/Transfer Rate (2-year institutions only): 50% (80 students of the 160 students
served) of 2007-08 New participants only will graduate with associate’s degree or transfer to a
four-year institution by 2008-09.
RESULTS: 60% (96 students of the 160 students served graduated with an associate’s
degree and/or transferred to a four-year institution).
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2009-2010
2009-2010 Persistence Rate: 60% (96 students of the 160 students served) of all participants
served by the SSS project will persist from the 2008-2009 to the 2009-2010 academic year or
graduate and/or transfer from a 2-year to a 4-year institution during the 2008-2009 academic
year.
RESULTS: 73.75% (118 students of the 160 students served persisted).
2009-2010 Good Academic Standing Rate: 70% (156 students of the 160 students served) of all
participants served by the SSS project will meet the performance level required to stay in good
academic standing at the grantee institution.
RESULTS: 100% (160 students of the 160 students served were in good academic
standing).
Graduation/Transfer Rate (2-year institutions only): 50% (80 students of the 160 students
served) of 2008-09 New participants only will graduate with associate’s degree or transfer to a
four-year institution by 2009-10.
RESULTS: 58% graduated with an associate’s degree and/or transferred to a four-year
institution.

2010-2011
2010-2011 Persistence Rate: 80% of all participants served by the SSS project will persist from
one academic year to the beginning of the next academic year or graduate and/or transfer from a
2-year to a 4-year institution during the academic year.
RESULTS: 94.25% (164 of the 174 students served persisted).
2010-2011 Good Academic Standing Rate: 85% of all enrolled participants served by the SSS
project will meet the performance level required to stay in good academic standing at the grantee
institution.
RESULTS: 98.12% (157 of the 160 students of served were in good academic standing).
2010-2011 Graduation and Transfer Rate: (2-year institutions)
A) 40% of new participants served each year will graduate with an associate’s degree or
certificate within four (4) years.
B) 60% of new participants served each year will transfer to institutions of higher education that
offer baccalaureate degrees, with an associate’s degree or certificate within four (4) years.
RESULTS: 43% of the new participants served graduated with an associate’s degree. 40%
of the new participants served transfers with an associate’s degree.
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2011-2012
2011-2012 Persistence Rate: 80% of all participants served by the SSS project will persist from
one academic year to the beginning of the next academic year or graduate and/or transfer from a
2-year to a 4-year institution during the academic year.
RESULTS: 93.75% (150 of the 160 students served persisted).
2011-2012 Good Academic Standing Rate: 85% of all enrolled participants served by the SSS
project will meet the performance level required to stay in good academic standing at the grantee
institution.
RESULTS: 100% (160 of the 160 students served were in good academic standing).
2011-2012 Graduation and Transfer Rate: (2-year institutions)
A) 40% of new participants served each year will graduate with an associate’s degree or
certificate within four (4) years.
B) 60% of new participants served each year will transfer to institutions of higher education that
offer baccalaureate degrees, with an associate’s degree or certificate within four (4) years.
RESULTS: 53% of the new participants served graduated with an associate’s degree. 52%
of the new participants served transfers with an associate’s degree.
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