sue|d
MalIAaYy weasboud

pue Bujuue|d

ue|d aosueul4 pue
jebpng o16ajens

i Spaau Jauses) Jabie)
salsnes }seq jey) swelboid asoy)
JBAI|2p &M Op Moy pue ‘1axJew

:.—wﬁ:w—mo:
uejd }1onpolid - = —»| 196.1E) 12UM 0] ‘90o1d Jeym je ‘Jalo
am op sweibouid oyoads Jeypn
ue|d Juawabeuen sBunay weiboid

juawyjjoiuy —
oi6ejens

_ iswisiueyosl Jajsued) Jipalo
um_mnmcco_wwﬂum pue ‘Buljenuapalo sjeudoidde
oibajens ‘sdiysiauped oibajelis ‘uonepunoy
i ue|d dlwapedy R WNN2LLUND ‘uoieanpa jo Ajenb

‘ssauaAjoaye Buiyoes) aulyep
oM Op MO ‘9A0QE 8y} UBAIS)

ue|d -]
yuawdojarad MH ABajes)g olwepedy
19)se ww_u__p_%_h ¢ S48YJ0 WoJj Jusiaylp aq
:.m_n_ | uonNISuUl 8y} pINoyYs Moy pue aAlas

1seq uoinijsul ay} pinoys oy
Buluonisod o16ajens

XA

ue|d
19)Sep jeuonjednp3y

19)sey ABojouyoa)

o ——— — — — e

.:o_uo..q pajeulploon pue Jualsisuo) ‘aea|) ojul :o_uwo.__o
oibajel)g ay) ajejsueu] djaH o3 sue|d jo Ayosieiai JHID

[2PON
Buluue|d



[4

spual] oydeiBowaq/oILOU09.
Aoeden.
$S900NG/UONUBIOY«
S9I101|0d SUOISSIWIPY/»
JUSWISSOSSY/.

ue|d juawabeuepy
JuswdojaAa(] |BUOISSB)J0Ide

uoNo8|eS.
ue|d juawdojarag ¥H

ue|d 19)sey ABojouyosay

JoNpoIds
SUOIIOWO.d/SUOHEDIUNLULLIO ).
Juswabeuey pueig. sisAjeuy |eloueu) 4.
aoualpny jabie) « SJUSWIIE]S [elouBUl . UO}B)IPaI0dYY s
yosessay. | Siuswsiels eullod Old. ainjonJjselu| sdiysiauped oibejens.
uejd yoseanynQ SPaaN [eloueuld. | B ‘'saulleping ‘Buiseyds SSauaAloay g Buiyoes) «
pue Bupayep sibajens Ue|d adueuld | JuswsSsassy safj|loed. Juswdojeasqg
. pue jabpng o16ajeng weiboid 1eisep. Q. MBIASY WN|NJLLIND).
ue|d JoJSEe\. ue|d olwapesy
’ ue|d J)sely sap|1oey \
UBoS |ejuswuolAug ‘Aeang Ajunwiwon) s|eoo ‘sen|ep
1LOMS ‘Aeaing aakojdwz ‘Aeaing Juspms UOISIA ‘UoISSI|N
ue|d J9)se|\ jeuonesnpy

sue|d o169jens

[9PON
Buiuueld



>

€

sndwes ey o sjool ABojouyse) meu Bupg.
uBlWUQIAUS
BUUD THD BY) JO @SN JBSN-PUs JO) Sesseonud
pue ‘sauljepind ‘suuou slEPdn pue ys|qels3.
Aunwiues sy pue ssakojdws
‘sjuepnis Joj aba)jo2 By} JNOGE UONBLLGHU) JUBLIND
jo swnos Aewud sy sjis qam abajjod syl sxepy.
UDBASIUIWDY pUB S321/3S JUSpniS
‘uoonisy| Joj uoddns ABOIOUYSS] SUILO SPIACIs
Ajunwwos sy pue saakoidws
'SUepnis 0) seunosal ABojouyDal 2i58q SplAtid.
AuAnoeuL0d yiomiau ssajam Buipnjau|
BIMONUISELUI SUDTEIUNWILLOD S]] SIUBLUT.
Spaau amny pue juesaid poddns
0} SUOGYIRY SUOHEILINWWOD Bulsixe S| UiBIUEY.

ue|d J9)sey ABojouysa]

Jead sad 967 Ag siolealpul Ayanonpoid 1ebie

pue Wweuno usamiaq ded ay) Busod Ag Ajlagonpold asealou).
sJuad £ o) Jeak yous 901 Aq seeiBap/saeayes

mswesbosd M@dwod oym SIUBENIS 0 § BY) BSERIDUJ.
suonendod Juepnis peddeun joeme o) swelbasd meu Ajiuep|s
sieah £ Joj Jead yoee % Ag @Rl souslsisied aseRudu|.

sieak ¢ Joj Uead y wo.mm Aq sjes uouBla) SSEAIIU|.

sigak ¢ 1) ead yoes 9%pg Aq £31 4 aseaudU|.

ue|d
juswabeueyy Juawjjoiul o16ajens

ueld yoseanngQ pue - -
Bupeyse ‘ueld uewdojaaag HH ‘veld

ajueu
pue j9Bpng diBajens ‘Ueld djwapesy ‘popodN

weibaid uojieanpe [EUBWdoBARD

OHO 84l jo uswssasse o)Ewa)sAs Buobuo uEisng.
SB)ARDE JEnoLINa-00 pue ‘Buy@suncd pue

Buisiape (euosiad 'Joddns feuoyny BupelBsl ‘swaned
pue suo(ido esiNod jo AJBUBA B iiM ‘sjuspnis

S||148 Djseq Joj Awspesy ssa00y Juspns e dojeaa(].
weiboid uoieanpa (EusLdoEARP Byl INoYBNoI)
sBuyayo Aunwiwos Buiwes| BunesBaiu ‘sanenu)|
fiunwwion Bujwea DHO 8y UEISNS pue dof@aags
wesbalq uofieanp3 [ElusWdo@AR(] PIIBUIPIOCD
AyBiy ‘agewelshs ‘BAsSUBYRIDWOD B BlEBID.

ywoib

pue Aijjiqixalj mojje 0} BinonAsELU| B joMslel) [edisiyd
sleasn ‘waydsowne ay|-yed uEuew ‘Ywmolb sepowwiosoe
1ewy sBuiping Le-al)-jo-alels ajeal) E#Eaﬁﬁnm _.mc:aaau
uoneayuspl 9 ‘A L_.mﬁaauum ‘uopebireu

anoudw ‘eced Aue ‘soed Aue ‘awr Aue, epjacid 'SedABS
puUE 's82uN0sal ‘oju| o) ssadoe Ases Bpinnig ‘E5959Y.

spesu Ajjunuwiwed Buleaw sanioe) spinosd

usluucaue Bugiaugl siesu Anuep soleyuy AUNMWOS.
ewdoesap weibod mau pue uc_c_g

‘uoljsesaiu) Bupoddns ausudsowle apiaaud :

sBuuayo esinod y UIO

ysinBugsip ‘syods jouy, as8a10U] "UOKEINPa BuEIs|p yBnouy)

Bujuies diysiapes| do@aag.
sseood Buuueld aul aacasdw.

saunpoddo @auNosal [BuUsiXe dojasp PUB Haas.
suofenbal

BiE1S Y eoueidwod pue Ajqes |eosy aaosdw|.
sasseond Juswabeuew

pue Bujwes] ‘Buiyoes] Joj UEMIOS PUB SUBMPIEL
seindwos o] ssaooe pue Aljjige)ese asoiduwl.
Bunjew

uoisiap SO} Blep O} Ssad0e pue Aj|iqe|eas sacsdul.
Bujuies pue uoneanpa w Asuauna ABojouysal
ulEUiEW puR ajenieas Wweaweidun ‘ubisaq.
|eacidde JuswAodws

0} UonEJyNUSP| uoised uejd ssa2ans _Em
uopusias ‘Buly ‘Yoesano ojdisa ue doje,

$5820N8 pue

Bujuiea) wepn)s aouRApe of UoiBau ey Ul sjuswbas
|EUONEINPD JALRO Wi SHoye 1ol Em__mhm.

sajhis

Buiies| pue spuncuByoeg asueap jo sapoddns
pUE USdD JUSWUCIAUS [BUO|IEINDS PUE BIBRID.
Apopd 1sayBiy ey Bues| exew ey seanoed
aaneaoull pue sweiboud ‘saiod juswaeydiul.
§5990ng § 'UOpUBjay S8a00y UBPNIS ¢

1ou1S|p Ino jo sfEw| SANSOd BUl MOID.

SJUBPN|S JOj SSE20NS PUB 558008 puedxd.

puewap soe|diayiew

jesw o) sdiysiauped mau sBio) pue sisuped
AUnNWWoD pue ssauisng yim sdiysuoie)sy saiso-.
sa{ousiedwod pue Alges

|e2s5Y 'seiousiolye ‘sseusnioaye seiealb o) pes| eyl

B|GE)IEAR SIEINA0 SSBAIOU| ‘Bjl| [BI120S pug 9| B SAISaY00
m___u_w U_mﬂmjmm _ e Buipiaouid ‘siuspnis uiess pue __Euwﬂvwo BIT IUSpMIS. 58553200 MB|ASI SSIUBANISYS uﬁEBm\ﬁ dojsrsQe
ue|d Jajse|y sajljioe mw>=m._mnE_ pieog
uopesedesd Jojsurl) pue $100480 S92jAIBS Yeay pue Aaes aignd Jof 8bajjos Aunuwiuos sejwaid oy ag (UOISIA
JuewuosAue Bujuses) Ajjenb e u) SIUGPIYS JO SSAIINS PUE UOHBRINDS DY) BIURAPY UOISSIN
sefljunpoddo Buwies

peseasou| pue ‘ewdojesep ‘Bujuey yBnoiy

saspues poddns pue juewdo@aap
safqedens s uoneziuebio ey ascudw) 'g

|[Buosiad o) sanunuoddo ‘Bujues)
soum|s|sied Ajjenb yBnouy) S5a29N6 JUSPNIS BSBWOU| '§

pue ‘uonusias ‘yoeaano ‘Bugensew Buipuny pue *ABojoulds) "aimaniselu) ‘sanioe)
“uswynuos yBnouyy aBew) Jno asueyul ‘y ‘Buyeys Buipnjou| Ayoedes atinosal do@seq ‘2

ue|d 19)sej\ |euojeonpy

INOUIM pUe iy sdiysseuned Bupesin.

pue ‘saanosal Buisnog) pue ‘Buubye ‘BuEnuold.

‘spaau Anuap| 1ey) eep BupAeue pue BupoaloD.
A sweibBoud dojansp pue puedxs |

(60/L1/2) SIEOD JuaLINg — Sue|d 16ajens

|SPON
Buiuue|d



NJ, Charlie

From: Ng, Charlie

Sent: Thursday, January 15, 2009 12:57 PM

To: Strong, Michael; Rea, Maricela; Heemstra, Diana; Gimple, Tina; Hansen, James L.
Subject: Balanced Scorecard

The basic premise of the Balanced Score Card (BSC) is that financial results alone cannot capture value-creating activities
(Kaplan & Norton, 2001). In other words, financial measures are lagging indicators and, as such, are not effective in
identifying the drivers or activities that affect financial results. Kaplan and Norton (1992) suggested that organizations,
while using financial measures, should develop a comprehensive set of additional measures to use as leading indicators,

or predictors, of financial performance. They suggested that measures should be developed that address four
perspectives:

1. The financial perspective. Measures in this perspective should answer the question, "How should we appear to our
stakeholders?"

2. The customer perspective. These measures should answer the question, "How should we appear to our students?"

3. Internal business processes perspective. Measures in this perspective should answer the question, "What processes
must we excel at?"

4. Learning and growth perspective. These measures should answer the question, "How can we sustain our ability to
change and improve?"

A critical factor for an effective BSC is the alignment of all the measures in the four perspectives with the organization's
vision and strategic objectives. The BSC allows managers to track short-term financial results while simultaneously
monitoring their progress in building the capabilities and acquiring the intangible assets that generate growth for future
financial performance (Kaplan & Norton, 1996). Thus, the BSC enables managers to monitor and adjust the
implementation of their strategies and to make fundamental changes in them.

These results are similar to those that the Baldrige Criteria require for the business sector and clearly represent a
balanced scorecard. However, some of the perspectives in the education sector are clearly different from those in the
business sector. In Table 1, we summarize the measures expected in the BSCs in business and in education.

Although the financial and market results are the "bottom line" or lagging indicator in the business sector, the bottom

line or lagging indicator in the education sector is the student learning results. All other results are considered to be
leading indicators or drivers of student learning.

The budgetary, financial, and market results in education differ substantially from those in the business sector. In
education, the expected measures are primarily internal efficiency measures, whereas in business they are the bottom
line or lagging indicators. The remaining results reflect for the most part the same perspectives in business and in
education, although the specific measures may differ considerably.

Under the customer perspective, the student- and stakeholder-focused results focus primarily on satisfaction with
educational programs, whereas the customer-focused results focus primarily on satisfaction with products and services.
Under the learning and growth perspective, the human resource results in business and the faculty and staff results in
education would include very similar measures. Under the internal business perspective, the organizational

effectiveness results in business would use primarily internal efficiency measures, whereas in education they make use
of measures of factors that affect student performance and development.



The governance and social responsibility results for both business and education represent a new perspective added to
the criteria in 2003 in light of the increased importance of ethical practices after the recent ethics-related collapses of
giant corporations and the continuing serious ethical violations--prima rily in the athletics area-—-in educational
institutions. Both the business and education criteria rely on similar measures.

TABLE 1. Baldrige Criteria for Education and Business: Comparison of Expected Measures

1. Student learning results: Customer-focused results
Results should be based on a customer satisfaction measurements - product and service should reflect the
organization's specific features, variety of assessment methods, delivery, relationships, overall mission and

improvement, transactions that bear upon objectives, and together should represent the students' future actions and
holistic appraisals of student learning.

2. Student-and-stakeholder-focused - Product and service results

Key measures or indicators of student and stakeholder satisfaction - measurements that are important to the customers
educational program and service about specific features, delivery, interactions, and transactions that bear upon student
development and learning and the students' and stakeholders' future actions

3. Budgetary, financial: Financial and market results
Return on investment, asset use, instructional and general administration expenditures per student, operating margins,
profitability, liquidity, value added per tuition and fee levels, cost per employee

academic credit, resources redirected to education from other areas, scholarship growth product and service
performance

4. Faculty and staff results: Human resource results
Innovation and suggestion rates; courses or educational programs completed; learning; on-the-job performance
improvements; cross-training rates; measures and indicators of work system performance and effectiveness;

collaboration and teamwork; knowledge and skill sharing across work functions, locations and units; employee well-
being, satisfaction, and dissatisfaction

5. Organizational effectiveness: Organizational effectiveness results including key internal operations performance
measures

Capacity to improve student performance - Productivity, cycle time, supplier and partner performance, student
development, education climate, measures or indicators of accomplishment of organizational stakeholder needs,
responsiveness to student needs, accomplishment of organizational strategy and action plans

6. Governance and social responsibility results

Fiscal accountability, both internal and external measures or indicators of ethical behavior and of stakeholder trustin
the governance of the organization; regulatory and legal compliance; organizational citizenship
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COLLEGE
Acsire

Strategies, Indicators and Outcome Measures 2002/03 2003/04 2004/05 2005/08
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!-_r.- AEeNoOn: Khete L1OT

1.2 Persistence: Term Persistence Rates

e Ll A

1.2 Success: Basic Skills Successful Course Completion Rates @ @ ®

1.2 Success: SRTK Transfer Rate

@ @ ® O A

1.2 Access: Financial Aid Recipient Rate

\ESatisfaction Overall Ratings -

1.3 Satisfaction/Perception: Community Perception Overall Ratings NA NA NA NA NA

1.2 Employability: VTEA Core Indicator - Retention © e ® (3]
2.1 Program & Service Quality: No. of Program Reviews Completed 0 ® € ® [}
2.3 Campus Safety: SRTK Crime Statistics (No. of Offenses) (=) ) O (o) NA

4.1 Productivity: FTES-Technology-Mediated Courses (@) 9] @)

4.1 Efficiency: Fill Rates

<alio of’Actual Expendil

4.2 Facilities Planning: Capital Improvement Expenditures o) [=) ) € ©

1.1 Program & Service Enhancements: Prent. Technology-Mediated Instruction (=) @ € e 1]

1.1 Grant Procurement: Amount of Grant Allocations e @ &) [:)

Filled Circle = Meets or exceeds benchmark. Half-Fil'sd Circle = Slightly below benchmark. Open Circle = Well below benchmark. NA = Data not available.
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Figure 4-1

Step Four

MTC’s Matrix of Critical Success Factors and
Indicators of Institutional Effectiveness

CRITICAL
SUCCESS
FACTORS INDICATORS OF INSTITUTIONAL EFFECTIVENESS
-A- A1 A2 A-3 A4
Accessible, Access and Equity Achievement in Assessment Sucocessful
Comprehensive General of the Articulation/
Programs Education Academic Major Transfer
of High Guality
-B- B-1 B2 B-3 B4
Student Accurate Entry Retention to Student Assessment of
Satisfaction and Testing and Course Achievernent of Satisfaction Student Services
Retention Placement Student Goals
-C- c1 c2 c3
Post-Education Graduate Employer Alurmni
Satisfaction and Employment/ Satisfaction with Satisfaction
Success Continuing Graduates and Support
Education
-D- D1 D-2
Economic Education in Positive Cornmunity
Development and Support of and College
Community Economic Interaction
Involvernent Development
-E- E-1 E-2 E3
Sound, Effective Acquisition of Facility Distribution of
Resource Public/Private Adequacy, Use, Resources
Management Resources and Condition
-F- F1 F-2 F3
Dynamic Ongoing Affirmative Action Support for Equity in
Organizational Professional Plan Employee
Involvement and Development of Salary/Benefits
Development Commission,

Faculty, and Staff
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Book review: Core Indicators of Effectiveness for Community Colleges By Richard Alfred,
Christopher Shutts, and Jeffrey Seybert Community College Press, Washington, D.C., 2007, 74
pp. with index, $33.00”sup USD* ($26.00"sup USD” for MCC members), soft cover.

In an update to their 1999 second edition, authors Alfred, Shults, and Seybert provide a
realistic and manageable approach to implementing an outcome evaluation process in a
community college setting. In the new edition, the authors discuss the effects of changing
markets, globalization, and advanced technology on colleges performance expectations.

Related Results

Short Term Energy Monitoring: A Road To Long Term Energy Savings?
NCS-Omnicare: The New Landscape For M&A

Cloud Computing Also Hit by IT-Spending Cutbacks

Ohio's Health House Provides Asthma-Free Indoor Living

Agistix's On-Demand Solution Gives Maxim Centralized Logistics Control

Chapter three is the core of Core indicators. Each of sixteen essential indicators identified by
the authors is linked to a specific aspect of overall mission. The indicators encompass both
objective (e.g., transfer rates) and subjective (e.g., student satisfaction) measures. For each
indicator, statistics, frequency of data collection, and methods are described. Of all the
chapters, this one is the most immediately useful and-for those eager to get started-could serve
as a stand-alone "how to" manual for answering some of the most commonly-asked question
about college or program effectiveness.

Each of the book's five chapters provides a different focus on evaluation. In the first chapter,
"The Changing Context for Effectiveness," the authors outline current and emerging challenges
to community colleges, including growing competition from proprietary schools, the effects of
globalization, the impact of rapidly advancing technology, and external calls for greater
accountability, especially as it relates to use of public funds.

The second chapter, "Assessing Effectiveness,” provides an overview of effectiveness and its
relationship to mission. As the authors note, "The heart of any definition of institutional

http://findarticles.com/p/articles/mi_qa4057/is_200804/ai_n27900171 3/17/2009
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effectiveness remains the ability of an institution to match its performance to the purposes
established in its mission and vision statements” (p. 9). The chapter also includes a noteworthy
section on "assessment using a stage model," with the admonition to consider a college's
"capacity” for evaluation, composed of three factors: "difficulty-extent and degree of rigor
associated with measuring specific indicators; resources-funds, staff, and technology available
for assessment; capability-expertise among staff to carry out assessment"” (p. 18).

Chapter four provides insights into "Effectiveness Assessment and Accountability." It includes
suggestions on evaluating an institution's progress, not only by adding non-traditional
instructional delivery modes but also through allocating a reasonable proportion of the budget
to research and development.

Chapter five, "Tomorrow's Playing Field," consists of a short, hypothetical example of a
community college in the year 2012. Projections for the future of evaluation in the colleges are
made in the form of three "lessons" to be learned from the example.

Given its clear writing style, the specific recommendations for measuring a variety of
indicators, and its brevity, this book would likely be useful to a variety of college professionals,
especially those who act as "lay" researchers. While it may not provide enough depth for a
professional evaluator or an institutional researcher, it could be very helpful to someone at the
faculty or program management level. It would likely also prove useful to someone who has
been designated to carry out a first-time effort at institutional evaluation. In examining the
authors' credentials, one of the three, Jeffrey Seybert, is a director of institutional research; the
other two have impressive credentials in a variety of areas related to higher education, bringing
a generalist perspective to the topic.

The overall strengths and weaknesses of the book are two sides of the same coin. On the one
hand, it is concise and provides an easy reference on a variety of topics that are critical to
college assessment. On the other hand, being brief, it lacks real-life illustrations related to the
indicators and their measurement, and its in-text research citations are limited.

The major weakness of the book is its self-referential quality. Of the eleven sources in the
reference list, five were written by the primary author of this text. In addition, while the book
devotes extensive space to discussion of globalization and other trends affecting colleges,
specific advice for measurement in these areas is lacking. It is decidedly difficult to evaluate the
effectiveness of community colleges in a global context, so specific advice in that area would
have been welcome.

This book is recommended for college staff whose primary duties lie outside of the institutional
research arena and who are looking for immediate guidance in implementing an evaluation
process. For that purpose, the book seems highly useful. It appears to be instructive not only
for institutionallevel evaluation but also for assessment of specific programs within colleges. It
could also serve as a college text for relevant education courses if it were required alongside a
more research-oriented book. Students who move into jobs in higher education may find
themselves referring to this book long after class has ended.
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