
 
 
  

 
 
 
CHAIR:   Joi Lin Blake 
MEMBERS:  Michelle Barton, Colleen Bixler, Lisa Carmichael, Dan Dryden, Kelly Falcone, Adrian 
Gonzales, Laura Gropen, Aaron Holmes, Chris Hopp, Greg Larson, Teresa Laughlin, Shannon Lienhart, 
Connie Moise, Zeb Navarro, Ron Perez, Travis Ritt, Shayla Sivert, Justin Smiley, Dan Sourbeer, Brian 
Stockert, Rich Talmo, Sherry Titus, Chris Wick 
RECORDER:  Cheryl Ashour                  Exhibits   
         

A. MINUTES                      2 min 
1. Approve Minutes of October 4, 2016 

 
B.  ACTION ITEMS/SECOND READING       
  1.  Strategic Plan 2019    Exhibit B1  2 min 
  2.  SSEC Council    Exhibit B2  2 min 
     
C.  ACTION ITEMS/FIRST READING       
  1.  Professional Development Committee    Exhibit C1  15 min 
     
D.  INTEGRATED PLANNING MODEL      10 min 

1. Review of 2016‐2017 SPC Timeline 
2. Action Plan Update 
3. SPPF Update 

 
E.  DISCUSSION/INFORMATION 
  1.  Student Payment Plans    Exhibit E1  10 min 
  2.  Revised PRP form for IPC      2 min 
  3.  Cancelled Classes      25 min 
  4.  Enrollment Management      25 min 
    a.  Task Force       
    b.  Strategic Plan Goals and Priorities    Exhibit E4b 
    c.  Communications/Marketing Update  Exhibit E4c 
   
F.  ACCREDITATION      2 min 

1. Accrediting Commission Actions and Policy Updates 
2. Palomar Accreditation Update       

 
G.  REPORTS OF PLANNING COUNCILS                  2 min 
  1.  Finance & Administrative Services Planning Council – Ron Perez 
  2.  Human Resource Services Planning Council – 
  3.  Instructional Planning Council – Dan Sourbeer 
  4.  Student Services Planning Council – Adrian Gonzales   
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H.  REPORTS OF CONSTITUENCIES                  2 min 
  1.  Administrative Association – Justin Smiley 
  2.  Associated Student Government –  
  3.  CCE/AFT –Dan Dryden 
  4.  Confidential/Supervisory Team – Zeb Navarro  
  5.  Faculty Senate – Greg Larson 
  6.  PFF/AFT – Shannon Lienhart 
 
I.  OTHER ITEMS 
 



  
 
A regular meeting of the Palomar College Strategic Planning Council scheduled October 18, 2016, was held in 
AA‐140.  President Joi Blake called the meeting to order at 2:30 p.m. 
 
ROLL CALL 
Present:  Michelle Barton, Colleen Bixler, Joi Blake, Lisa Carmichael, Kelly Falcone, Adrian Gonzales, Laura Gropen, 

Aaron Holmes, Chris Hopp, Greg Larson, Teresa Laughlin, Shannon Lienhart, Connie Moise, Ron Perez, Travis 
Ritt, Shayla Sivert, Justin Smiley, Dan Sourbeer, Brian Stockert, Rich Talmo, Sherry Titus, Chris Wick 

Absent:  Dan Dryden, Zeb Navarro 
Guests:  Carmen Coniglio, Kendyl Magnuson 
Recorder:    Cheryl Ashour 
 
A. MINUTES 

1. Approve Minutes of October 4, 2016 
MSC (Holmes/Sourbeer): The minutes for October 4, 2016 were approved and accepted into the record     
 

B.  ACTION ITEMS/SECOND READING 
1.  Strategic Plan 2019 (Exhibit C1) 

MSC (Holmes/Sourbeer): The motion to approve the revisions to the Strategic Plan 2019 were approved and 
accepted in the record. 
 

2.  Student Success and Equity Council (Exhibit B2) 
MSC (Holmes/Sourbeer): The motion to approve the revisions to the Student Success and Equity Council 
were approved and accepted in the record. 

 
C.  ACTION ITEMS/FIRST READING 

1.  Professional Development Committee (Exhibit C1) 
Kelly Falcone discussed revisions to the Professional Development Committee membership, as 
recommended by the Faculty Senate:  a Human Resource Services representative and an additional 
Administrative Association member were added.  The Senior Administrator member was changed to Dean. 
This item will return for action/second reading at the next SPC meeting. 
 

D.  INTEGRATED PLANNING MODEL 
1.  Review of 2016‐2017 SPC Timeline 

Michelle Barton stated that there are no changes to the 2016‐2017 SPC Timeline. 
   
  2.  Action Plan Update 

Michelle Barton reported that the project steps and objective outcomes are being developed for the Action 
Plan Year 1. 
 

3.  SPPF Update 
Michelle Barton reported that there is money set aside in the budget for SPPF. Discussion will continue at 
the next meeting. 
 

E.  DISCUSSION/INFORMATION 
1.  Student Payment Plan (Exhibit E1) 

Carmen Coniglio gave a presentation of the Student Payment Plan, run through Nelnet, a company that 
specializes in student payment plans. She reviewed the timeline, history and details of how the payment 
plan is set up.  Ms. Coniglio stated that the plan’s launch date is targeted on the first day of Spring 
registration. The fee payments will be divided into several payments depending on the plan selected; 
students will not be charged interest; transactions will be in real time (payments recorded instantly); a third 
party can make payments to the account; and there is a $35 down payment required and a $25 fee to Nelnet  
to set up the plan, which will bring the first payment to a minimum of $60.00.   She reviewed the four‐
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month, three‐month, and two‐month payment options. The plan is presently being tested, staff is being 
trained, and marketing is being set up.  

 
2.  Revised PRP from IPC 

Dan Sourbeer discussed the revised PRP form that was approved at IPC. He stated the new format allows for 
authentic reflection and feedback. 

 
3.  Cancelled Classes  

Joi Blake led a discussion on the class cancellation process in the faculty contract. She stated the Governing 
Board will receive a report as well. 
 

4.  Enrollment Management 
a.  Enrollment Management Task Force 

Joi Blake reported that the Enrollment Management Task Force (EMTF) is being resurrected. Travis 
Ritt and Margie Fritch will co‐chair the task force. Discussion ensued. The guiding principles of the 
EMTF will be: 

 Scheduling practices 

 Marketing and communication of programs 

 Facilities usage and management 

 Technology solutions and enrollment management software tools throughout the 
infrastructure of the institution 

 Human resources regarding staffing 

 Support services 

 Community partnerships with K‐12, contract, and community education 

 Budget 
 

b.  Integration of Strategic Goals and Campus Short‐Term Initiatives (Exhibit E4b) 
Joi Blake distributed and discussed a document listing the Strategic Plan 2019 goals and the 
initiatives that support the goals. Other campus priorities will continue to be worked on as well; it is 
up to the departments to prioritize their work lists. The campus focus is on enrollment. 

 
c.  Palomar College Competitor Review by Interact (Exhibit E4c) 

Laura Gropen distributed and discussed the competitor review document from Interact.  The first 
impressions, threats, and opportunities at Palomar, CSUSM, Mira Costa, and Miramar were 
compared, and recommendations made. Ms. Gropen reviewed the Spring 2017 marketing strategies 
and activities. 

 
F.  ACCREDITATION 

1.  Accrediting Commission Actions and Policy Updates 
There was no report. 
 

2.  Palomar Accreditation Update 
Dan Sourbeer reminded everyone that the Accreditation Site Visit is scheduled for Monday. He asked 
everyone to be prepared to answer questions on the recommendations. 
 

G.  REPORTS OF PLANNING COUNCILS 
1.  Finance and Administrative Services Planning Council 

Ron Perez updated SPC members on the progress of the Veterans Center and Finance and Administrative 
Services departments move to the remodeled A building. 
 

2.  Human Resource Services Planning Council 
Ron Perez reported that he will oversee the Human Resource Services department until the permanent Vice 
President is hired. Adrian Gonzales will chair the VPHRS hiring committee. 
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3.  Instructional Planning Council 

Dan Sourbeer reported that IPC is working on PRPs and goals.  
 

4.  Student Services Planning Council 
Adrian Gonzales reported that SSPC is revising its PRPs.  Mr. Gonzales discussed a newly formed Behavioral 
Intervention Team, from the following four areas: Counseling, Police, Student Affairs, and Behavioral Health.  
The team will work together in a crisis. The short‐term and long‐term activities and goals were discussed. 

 
H.  REPORTS OF CONSTITUENCIES 

1.  Administrative Association 
There was no report. 
 

2.  Associated Student Government 
There was no report. 

 
3.  CCE/AFT 

There was no report. 
 
4.  Confidential/Supervisory Team 

There was no report. 
 
5.  Faculty Senate 

Travis Ritt reported that the Faculty Senate is excited about the return of Campus Explorations. They hope 
everyone will get involved, including staff. 
 

6.  PFF/AFT 
Shannon Lienhart reported that the PFF is working on Prop 55 and supporting some board candidates for the 
upcoming election. 
 

J.  Other 
Teresa Laughlin encouraged everyone to attend the Political Economy Days, especially the session with Ian 
Ruskin in the HBT at 12:45 pm on Wednesday, October 26.  
 
Michelle Barton reported that this fall Palomar College will be partnering with the SDSU Community College 
Equity Assessment Lab (CCEAL) on the Minority Male Community College Collaborative (M2C3) project.  Palomar 
will be administrating the Community College Survey Measure (CCSM), a survey focusing on students' academic 
participation, campus involvement, and use of campus support services.  The survey will be randomly selected; 
she encouraged everyone to participate if interested or requested. 
 
Kelly Falcone reported that there are only eleven tickets left for the Active Learners Conference scheduled 
October 29. 
 
Joi Blake reported that there will be a retirement reception for Governing Board trustee Nancy Chadwick on 
November 3 at the Lakehouse Hotel in San Marcos. It is an opportunity to recognize her for her work and 
commitment to the District. 
 

I.  ADJOURNMENT 
There being no remaining items, the meeting was adjourned at 3:57 p.m. 
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STRATEGIC PLAN 2019 
Vision 
Learning for Success 
 

Mission 
Our mission is to provide an engaging teaching and learning environment for students 
of diverse origins, experiences, needs, abilities, and goals. As a comprehensive 
community college, we support and encourage students who are pursuing transfer-
readiness, general education, basic skills, career and technical training, aesthetic and 
cultural enrichment, and lifelong education. 
We are committed to helping our students achieve the learning outcomes necessary to 
contribute as individuals and global citizens living responsibly, effectively, and 
creatively in an interdependent and ever-changing world. 

 
Values 
Palomar College is dedicated to empowering students to succeed and cultivating an 
appreciation of learning. Through ongoing planning and self-evaluation we strive for 
continual improvement in our endeavors.  In creating the learning and cultural 
experiences that fulfill our mission and ensure the public’s trust, we are guided by our 
core values of 

 Excellence in teaching, learning, and service 
 Integrity as the foundation for all we do 
 Access to our programs and services 
 Equity and the fair treatment of all in our policies and procedures 
 Diversity in learning environments, philosophies, cultures, beliefs, and people 
 Inclusiveness of individual and collective viewpoints in collegial decision-making 

processes 
 Mutual respect and trust through transparency, civility, and open communications 
 Creativity and innovation in engaging students, faculty, staff, and administrators 
 Physical presence and participation in the community 
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DRAFT	GOAL	AND	OBJECTIVES		

	
Goal	1:		Implement	instructional	strategies	that	strengthen	and	connect	
teaching	and	learning	across	the	college.		
	
Objective	1.1:	Reintroduce	Campus	Explorations,	a	campus‐wide	learning	
community,	to	promote	interdisciplinary	dialogue	and	instruction	on	a	topic	of	
importance	in	society.	
	
Objective	1.2:	Engage	in	a	campus‐wide	examination	of	the	college’s	
interdisciplinary	Institutional	Learning	Outcome:	Knowledge	of	Human	Cultures	
and	the	Physical	and	Natural	World.		
	
Objective	1.3:		Using	the	results	and	discussions	of	the	Institutional	Learning	
Outcomes	assessment	project	on	Intercultural	Competency,	identify	strategies,	
including	professional	development	opportunities,	to	strengthen	and	promote	
cultural	fluency	across	the	college.	
	
Goal	2:	Strengthen	efforts	to	improve	outreach,	persistence,	and	student	
success.		
	
Objective	2.1:	Identify	and	implement	targeted	recruitment	strategies	for	college	
programs.		
	
Objective	2.2:		Establish	clear	educational	pathways	with	integrated	student	support	
services.		
	
Objective	2.3:	Strengthen	and	implement	strategies	to	facilitate	student	completion	
of	basic	skills	coursework	within	their	first	30	units.	
	
Objective	2.4:	Implement	user‐friendly	technology	tools	that	allow	students	to	easily	
enroll,	persist,	and	complete	their	studies.	
	
Objective	2.5:		To	better	meet	the	needs	of	internal	and	external	stakeholders,	revise	
and	strengthen	integrated	program	review	and	planning	processes	across	the	
institution.		
	
Objective	2.6:		To	address	opportunity	gaps	among	the	college’s	diverse	student	
body,	strengthen	existing	programs	focused	on	persistence	and	student	success	
such	as	FYE,	Summer	Bridge,	Learning	Communities,	Village	Mentoring,	and	STEM	
Scholars.		
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Goal	3:	Strengthen	the	college’s	message	to	our	community.		
	
Objective	3.1:	Evaluate	our	current	marketing	and	messaging	strategies	and	
implement	an	integrated	communications	plan	that	reflects	Palomar’s	value	and	
presence	in	the	community.		
	
Goal	4:		Maintain	and	support	a	diverse	workforce.	
	
Objective	4.1:	Identify	and	address	areas	with	critical	staffing	needs	in	relation	to	
achieving	enrollment	growth	strategies.	
	
Objective	4.2:		Evaluate	and	improve	recruiting,	hiring,	and	professional	
development	processes	to	increase	diversity	in	hiring	and	ensure	faculty	and	staff	
are	prepared	to	serve	the	college’s	diverse	student	body	and	community.		
	
Objective	4.3:	Develop	and	implement	a	comprehensive	Professional	Development	
Plan	for	all	staff.	
	
Goal	5:		Ensure	the	fiscal	stability	of	the	college	and	increase	enrollments.	
	
Objective	5.1:		Increase	course	offerings	in	the	southern	portion	of	the	district	while	
maximizing	enrollment	on	the	main	campus.	
	
Objective	5.2:	Increase	course	offering	in	the	northern	portion	of	the	district	while	
maximizing	enrollment	on	the	main	campus.	
	
Objective	5.3:		Strengthen	existing	relationships	(such	as	STEM	scholars	and	
concurrent	enrollment)	and	establish	new	relationships	with	local	high	schools	and	
universities	through	partnerships	and	programs	that	facilitate	access	and	seamless	
transfer.			
	
Objective	5.4:		Taking	into	account	that	the	college	is	in	stability,	develop	an	action	
plan	to	balance	the	budget	such	that	ongoing	expenditures	align	with	ongoing	
revenue.		
	
Objective	5.5:	Develop	and	implement	an	enrollment	management	plan	that	
enhances	access	and	success,	supports	intentional	scheduling,	and	is	integrated	with	
budgetary	planning.	
 
Objective	5.6:	Explore	alternative	revenue	streams	that	align	with	the	college’s	
mission	such	as	international	education	and	contract	education.	
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Request submitted by:   Adrian Gonzales Date: 10/04/2016 

Proposed Name of Requested Group: Student Success and Equity Council

X Council  Committee  Subcommittee  Task Force 

Action Requested:  Add  Delete X Change 

Role: 
The Student Success and Equity Council (SSE) will serve as a steering committee that leads the development of the 
Student Success and Support Program (3SP) and Student Equity Plan for the District.   
 
The SSE Council will assist in preparing the 3SP and Student Equity Plan, monitoring the District’s progress toward 
meeting the goals in each plan, and review and update each plan as needed.  The SSE Council will coordinate its 
activities with those of the other Planning Councils, Curriculum Committee, Registration Committee, EEO Advisory 
Committee, Basic Skills Committee and other District committees as necessary. 
 
Products:  

 Student Equity Plan 
 Student Success and Support Plan

Reporting Relationship: Strategic Planning Council 

Meeting Schedule:  Second and Fourth of Friday from 9:00 – 11:00 am 

Chairs:   
Faculty Senate President, Vice President for Instruction, Vice President for Student Services 
 
Members:  
2 faculty members as appointed by Basic Skills Committee 
2 faculty members as appointed by Instructional Planning Council 
2 faculty members as appointed by Student Services Planning Council 
1 faculty member from Reading Department as appointed by the Faculty Senate 
1 faculty member from Math Department as appointed by the Faculty Senate 
1 faculty member from English Department as appointed by the Faculty Senate 
1 faculty member from ESL Department as appointed by the Faculty Senate 
1 faculty member from Disability Resource Center as appointed by the Faculty Senate 
21 faculty counselor as appointed by the Faculty Senate 
1 faculty member at-large (instruction) as appointed by the Faculty Senate 
1 faculty member at-large (student services) as appointed by the Faculty Senate 
2 faculty senators as appointed by the Faculty Senate 
1 Student Equity Counselor 
1 AA representative as appointed by the Administrators Association 
1 CAST representative as appointed by the CAST 
2 Classified staff representatives as appointed by CCE 
1 Dean - Student Services 
2 Deans – Instruction 
1 Assessment Supervisor 
1 Senior Director of Institutional Planning and Research 
1 3SP Coordinator 
1 Manager of Orientation and Follow-up Services 
2 Student representatives as appointed by the ASG

GOVERNANCE STRUCTURE GROUP REQUEST 



 
Request submitted by:   Kelly Falcone and Mike Popielski Date:  9/16/16 

Proposed Name of Requested Group:  
 
Professional Development Committee 
 

 Council x Committee  Subcommittee  Task Force 

Action Requested: x Add  Delete  Change 

Role:  Identify and assess faculty and staff development and training needs, recommend funding, 
review outcomes and ensure all PD aligns with Ed Code and Title 5.  
 
Products:  
Develop the Human Development Resource Plan. 
Ensure the college is providing learning opportunities for all employees. 
Oversee the reporting and tracking of learning from all employee groups. 
Oversee the budget and expenditures for all PD.   

 

Reporting Relationship:  
 
PD Coordinator reports to Instructional Planning Council 
VPHR reports to Human Resources Planning Council 

Meeting Schedule:   
 
2nd and 4th Tuesday 3-4:30pm 

Chair:   
 
Co-Chair:  VPHRS 
Co-Chair: PD Coordinator 
 
Members:  
 
● One Senior Administrator 
● Eight Faculty Members: one from each Instructional Division, one from Student 

Services Faculty, one from the Library, and one Adjunct Faculty 
● One Administrative Association representative appointed by AA 
● One Confidential and Supervisory Team representative appointed by CAST 
● One Two Classified Unit Employee representative appointed by CCE/AFT 
● Two representatives from the Professional Growth Committee  
● One PFF representative appointed by PFF 

 
 
 
 
 
 
 
 
 

 
Approved by PAC:  10/2/01 



 



Formation of the 
Professional Development 

Committee (PDC)
Got an idea for a better name?

Professional Development for All!
You can provide feedback by leaving comments on this presentation.  Go to: http://tinyurl.com/PalPDC



Palomar College Professional Development http://www2.palomar.edu/pages/pd/

The start of AB 2558

On March 2, 2014, California Community Colleges State Legislative Update newsletter stated, 
“AB 2558 bill is the Board of Governors sponsored legislation to revitalize professional 
development for both faculty and staff as directed by recommendations from the Student 
Success Task Force and the Professional Development Committee which concluded its work in 
September 2013. Specifically, AB 2558 updates outdated statute to reflect a renewed focus on 
professional development; authorizes the use of state money for professional development 
activities if it becomes available through the state budget; and clarifies that all employees, 
classified staff and administrators as well as faculty, be eligible to receive professional 
development opportunities from participating districts.”
 
(See  http://extranet.cccco.edu/Portals/1/ExecutiveOffice/Board/2014_agendas/March/attachment_State_Update.pdf)

http://extranet.cccco.edu/Portals/1/ExecutiveOffice/Board/2014_agendas/March/attachment_State_Update.pdf)
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Palomar College Believes in the Importance of Professional 
Development for All Employees:
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AB 2558: Signed in 2014
Now part Ed Code Section 87150

Community College 
Faculty and Staff 
Development Fund

Community College 
Professional 
Development Program 
(CCPDP)

REQUIREMENTS according to Ed Code:
(a) A statement that each campus within the community college district has an advisory committee, 
composed of administrators, faculty, and staff representatives, which has assisted in the assessment of 
the faculty and staff development needs and in the design of the plan to meet those needs.
(b) A campus human development resources plan has been completed for the current and subsequent 
fiscal years.
(c) A report of the actual expenditures for faculty and staff development for the preceding year.

Became the:



Palomar College Professional Development http://www2.palomar.edu/pages/pd/

CCPDP Requirements & Possible Palomar Actions

(a) A statement that each campus within the community college district has an 
advisory committee, composed of administrators, faculty, and staff representatives, 
which has assisted in the assessment of the faculty and staff development needs and 
in the design of the plan to meet those needs.

● Develop a college-wide Professional Development Committee (PDC)
● Merge the PD Advisory Board and the Staff Training and Development 

Committee
○ Possible Co-Chairs: PD Coordinator and VPHR
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CCPDP Requirements & Possible Palomar Actions

(b) A campus human development resources plan has been completed for the current 
and subsequent fiscal years.

● Create a Campus Human Development Resource Plan
○ The newly formed Professional Development Committee (PDC) can work on 

this plan.
Example of plan:  
https://dms.scc.losrios.edu/alfresco/d/d/workspace/SpacesStore/9be158ae-c655-47f4-bbfb-cfc10ef6ab83/2015-16%20Staff%20Dev%20Progra
m%20Plan.pdf 

https://dms.scc.losrios.edu/alfresco/d/d/workspace/SpacesStore/9be158ae-c655-47f4-bbfb-cfc10ef6ab83/2015-16%20Staff%20Dev%20Program%20Plan.pdf
https://dms.scc.losrios.edu/alfresco/d/d/workspace/SpacesStore/9be158ae-c655-47f4-bbfb-cfc10ef6ab83/2015-16%20Staff%20Dev%20Program%20Plan.pdf
https://dms.scc.losrios.edu/alfresco/d/d/workspace/SpacesStore/9be158ae-c655-47f4-bbfb-cfc10ef6ab83/2015-16%20Staff%20Dev%20Program%20Plan.pdf
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CCPDP Requirements & Possible Palomar Actions

(c) A report of the actual expenditures for faculty and staff development for the preceding year.

● Report on all PD offered to all employees with expense and time.
● Need a common reporting/tracking program.

○ Some possible software programs are:
■ MyLearningPlan
■ Cornerstone learning 
■ Enterprise Learning Management

○ The PDC can review software programs and make a selection based on the needs of all groups.
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From the governance structure book & Senate Website

Current Structure



Palomar College Professional Development http://www2.palomar.edu/pages/pd/

The Role of the PDC

Role of the Professional Development Review Board or Advisory 
Board:  The Professional Development Review Board reviews all 
professional development contracts. The board determines whether all 
proposed activities of a staff member conform to section III.B of the 
Professional Development plan and notifies the staff member of its 
assessment. The board also reviews the evaluation that is part of the 
completion section of the contract form.

Staff Development and 
Training Committee:  Identify 
and assess staff development 
and training needs, recommend 
funding and review outcomes

Role of the PDC:

Identify and assess faculty and staff development and training needs, recommend funding, and review 
outcomes.  Ensure all PD aligns with Ed Code and Title 

Should this role be adjusted?
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Blend Members from PDAB and SDTC
Professional Development Review (Advisory) Board:  
Chair: PD Coordinator
Members:

● Coordinator, Professional Development (non-voting)
● One Senior Administrator
● Eight Faculty Members: one from each Instructional 

Division, one from Student Services Faculty, one 
from the Library, and one Adjunct Faculty

Staff Development and Training Committee:  
Co-Chairs:
Coordinator, Faculty Professional Development, Co-chair
Vice President, Human Resource Services, Co-chair
Members
•Two representatives from the Professional Development Review Board
•Two representatives from the Professional Growth Committee
•One Senior Administrator from the Professional Development Review Board
•One Administrative Association representative appointed by AA
•One Confidential and Supervisory Team representative appointed by CAST
•One Classified Unit Employee representative appointed by CCE/AFT

Co-Chairs:
● Coordinator, Faculty Professional Development, Co-chair
● Vice President, Human Resource Services, Co-chair

Members:
● One Senior Administrator
● Eight Faculty Members: one from each Instructional Division, one from Student Services Faculty, one from the Library, 

and one Adjunct Faculty
● One Administrative Association representative appointed by AA
● One Confidential and Supervisory Team representative appointed by CAST
● One Classified Unit Employee representative appointed by CCE/AFT
● Two representatives from the Professional Growth Committee 

Should this membership  
be adjusted?
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Roles of the members:
Member Role on the Committee

PD Coordinator Oversee all PD offered on the campus.  Ensure PD is provided for all employees.  Oversee the 
tracking and reporting on college-wide program to the state.  Ensure faculty are completing their PD 
requirement as per Title 5.

VPHR Oversee PD for staff and administrators.  Oversee any specific PD obligations for staff or admin.

One Senior Administrator Ensure the PD program is following the title 5 and Ed Code requirements.

Eight Faculty Members: one from each 
Instructional Division, one from Student Services, 
one from the Library, and one Adjunct Faculty

Ensure PD is offered that supports each instructional area

One Administrative Association representative 
appointed by AA

Ensure PD is offered that supports AA

One Confidential and Supervisory Team 
representative appointed by CAST

Ensure PD is offered that supports CAST

One Classified Unit Employee representative 
appointed by CCE/AFT

Ensure PD is offered that supports CCE/AFT.  Ensure the PD program is adhering to the union 
contract for staff.

Two representatives from the Professional Growth 
Committee

Ensure PD is offered that supports the goals of the professional growth program. 
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Reporting Relationship of PDC
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Identify the Reporting Relationship of PDC

Currently, the PD Coordinator reports directly to the VP of instruction, there is no 
other reporting relationship.

Suggestion:

● PD Coordinator reports on PD for Faculty to IPC
● VPHR reports on PD for Staff/Admin to HRSPC (this is the current reporting 

relationship for SDTC).
● PD Coordinator and VPHR sit on SPC and can report on the college-wide 

program

What should the reporting relationship be?
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October 2016 Create Professional Development Committee
● Senate approval
● SPC approval
● New governance structure

October/November 
2016

Newly created Professional Development Committee Begins meeting.  Goals:
● Create the Campus Human Development Resource Plan
● Identify software needs and review possible choices (for example: MyLearningPlan, Cornerstone, 

Enterprise Learning Management)
● Identify unique needs of each employee group

December 2016 Choose a software program
Begin planning for implementation of the software program with Staff and Admin for Spring 2017
Find workshops facilitators to provide workshops for the needs identified for Staff and Admin

Spring 2017 Begin using the new software program with staff and admin
Begin providing PD specific to the needs of staff and admin along with our faculty focused PD.
Revise the PD Needs Assessment to be valuable to assess the college-wide program.
Survey staff and admin on their use of the chosen software program

Fall 2017 All employees use the new software program and we begin a common program for all.

Possible timeline
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What types of activities qualify as Professional Development?

Title 5
(A) course instruction and evaluation;
(B) staff development, in-service training and 
instructional improvement.
(C) program and course curriculum or learning 
resource development and evaluation;
(D) student personnel services;
(E) learning resource services;
(F) related activities, such as student advising, 
guidance, orientation, matriculation services, and 
student, faculty, and staff diversity;
(G) departmental or division meetings, 
conferences and workshops, and institutional 
research;
(H) other duties as assigned by the district;
(I) the necessary supporting activities for the 
above"

Ed Code
(a) Improvement of teaching.
(b) Maintenance of current academic and technical 
knowledge and skills.
(c) In-service training for vocational education and 
employment preparation programs.
(d) Retraining to meet changing institutional needs.
(e) Intersegmental exchange programs.
(f) Development of innovations in instructional and 
administrative techniques and program effectiveness.
(g) Computer and technological proficiency programs.
(h) Courses and training implementing affirmative action 
and upward mobility programs.
(i) Other activities determined to be related to educational 
and professional development pursuant to criteria 
established by the Board of Governors of the California 
Community Colleges, including, but not necessarily 
limited to, programs designed to develop self-esteem.
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Our faculty have identified three main reasons why PD is important:
1. Faculty know that, in order to provide the finest education for students of Palomar College, they must be 

current in their fields and have opportunities for general intellectual growth. However, time and other 
constraints limit the fulfillment of these essential professional needs. Faculty and students alike benefit in 
the classroom when this professional vitality is maintained.

2. The reputation of Palomar College as an excellent educational institution is enhanced by the prominence 
of faculty members’ activities within their professional areas. We cannot expect to cultivate such 
excellence consistently without systematic attention to professional development.

3. Effective communication on campus, and thus the efficiency of the institution, depends not only on formal 
structures, but also on productive familiarity between people, allowing for the free expression of divergent 
perspectives and opinions. The respect for others that facilitates this openness can be developed as 
people work together on productive and fulfilling projects. The development of these relations is valuable 
within departments and programs; across disciplinary lines; and between administrative, faculty and 
classified elements on campus

We need to identify why PD important for all of our employees!

Why is PD important to us?
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Comments from groups

● From HRSPC:
○ How would the Professional Growth program fit with PD?
○ Will there be a requirement for Classified Staff?

■ Jenny Vastola noted staff get 4 hours release time each week to participate in on-campus 
activities (need to find this information)

○ Recommendation to adjust membership: Add another classified staff and a PFF represetnative



Professional Development Ed Code and Title 5 
These are current as of 9/26/16 
 

EDUCATION CODE SECTION 87150-87154 (CCCPDP) 
 
87150.  There is hereby established the Community College Professional Development Program, to be administered 
by the board of governors, the purpose of which is to provide state general funds to community colleges for supporting 
locally developed and implemented faculty and staff development programs. 
 
87151.  The board of governors shall annually allocate funds, when appropriated for purposes of this article, only to a 
community college district whose chief executive officer has submitted to the chancellor an affidavit that includes all of 
the following: 
   (a) A statement that each campus within the community college district has an advisory committee, composed of 
administrators, faculty, and staff representatives, which has assisted in the assessment of the faculty and staff 
development needs and in the design of the plan to meet those needs. 
   (b) A campus human development resources plan has been completed for the current and subsequent fiscal years. 
   (c) A report of the actual expenditures for faculty and staff development for the preceding year. 
 
87152.  (a) Any funding appropriated for purposes of this article shall be allocated to the community college districts 
that provide professional development opportunities to both faculty and staff. Funding shall be disbursed in 
accordance with rules and regulations adopted by the board of governors. 
   (b) Community college districts that receive funding pursuant to this section shall include the employee's time used 
participating in the Community College Professional Development Program in the employee's contractually obligated 
hours. 
 
87153.  The authorized uses of funds allocated under this article shall include all of the following: 
   (a) Improvement of teaching. 
   (b) Maintenance of current academic and technical knowledge and skills. 
   (c) In-service training for vocational education and employment preparation programs. 
   (d) Retraining to meet changing institutional needs. 
   (e) Intersegmental exchange programs. 
   (f) Development of innovations in instructional and administrative techniques and program effectiveness. 
   (g) Computer and technological proficiency programs. 
   (h) Courses and training implementing affirmative action and upward mobility programs. 
   (i) Other activities determined to be related to educational and professional development pursuant to criteria 
established by the Board of Governors of the California Community Colleges, including, but not necessarily limited to, 
programs designed to develop self-esteem. 
 
87154.  This article shall be operative during any fiscal year only if funds are provided therefor in the annual Budget 
Act for that fiscal year or other legislation. 
 
 
 



Title 5 
Note: Title 5 does not currently include reference to Ed Code 87150-87154 which are specific to the new legislation. 
 
5 CCR § 55720 
§ 55720. Operating Under Flexible Calendar; Accountability of Employees; Activities. 
(a) Subject to the approval of the Chancellor pursuant to section 55724, a community college district may designate an 
amount of time in each fiscal year for employees to conduct staff, student, and instructional improvement activities. 
These activities may be conducted at any time during the fiscal year. The time designated for these activities shall be 
known as “flexible time.” 
(b) A district with an approved flexible calendar may designate as flexible time for an employee not more than 8.57 
percent of that employee's contractual obligation for hours of classroom instruction which are eligible for state 
apportionments in that academic year, exclusive of any intersessions. 
(c) Under no circumstances may a district operate a flexible calendar program which results in an academic calendar 
which would be inconsistent with the requirements of subdivision (b) of section 55701. 
Note: Authority cited: Sections 66700, 70901 and 84890, Education Code. Reference: Sections 70901 and 84890, 
Education Code. 
 
§ 55722. Schedule Configurations. 
A flexible calendar is a community college calendar and course scheduling plan pursuant to Section 84890 of the 
Education Code and Section 55720 of this Part which may include, but is not limited to, the following scheduling 
configurations: 
(a) 4-1-4 calendar comprised of two 16-week semesters with an intersession; 
(b) traditional semester or quarters with some or all courses scheduled irregularly with respect to the number of times 
the course meets per week or the number of hours the courses meet during the scheduled days; 
(c) modular scheduling for all or part of the courses within the traditional semester, quarter, or academic year; 
(d) courses scheduled for student enrollment on an open entry-open exit basis: 
(e) courses scheduled independently of any term configuration; or 
(f) a combination of any one or more of the configurations in subdivisions (a) through (e). 
Note: Authority cited: Sections 66700, 70901 and 84890, Education Code. Reference: Sections 70901 and 84890, 
Education Code. 
 
§ 55724. Request for Approval. 
(a) The governing board of a district wishing to conduct a flexible calendar pursuant to this article shall obtain the 
advance approval of the Chancellor. The request for approval shall be on a form provided by the Chancellor, and shall 
address at least the following: 
(1) A complete description of the calendar configuration. 
(2) The number of days of instruction and evaluation which will meet the requirements of the 175-Day Rule (Section 
58120 of this part). 
(3) The number of days during which instructional staff will participate in staff, student, and instructional improvement 
activities in lieu of part of regular classroom instruction. 
(4) The activities which college personnel will be engaged in during their designated staff, student and instructional 
improvement days. Activities for college personnel may also include, but need not be limited to, the following: 
(A) course instruction and evaluation; 
(B) staff development, in-service training and instructional improvement. 
(C) program and course curriculum or learning resource development and evaluation; 
(D) student personnel services; 
(E) learning resource services; 



(F) related activities, such as student advising, guidance, orientation, matriculation services, and student, faculty, and 
staff diversity; 
(G) departmental or division meetings, conferences and workshops, and institutional research; 
(H) other duties as assigned by the district; 
(I) the necessary supporting activities for the above; 
(5) A certification that all college personnel, as defined, will be involved in at least one of the activities authorized in 
subsection (4). For the purposes of this section, “all college personnel” shall include any district employee specified by 
the district in its approved plan to participate in such activities; and 
(6) A certification that the district will fully implement the provisions of Section 55730, as well as a description of the 
current status of such implementation, and a timetable for completion of the initial implementation. 
(b) The Chancellor shall approve a request which is found to be complete and meets the requirements of law. 
Note: Authority cited: Sections 66700, 70901 and 84890, Education Code. Reference: Section 84890, Education 
Code. 
 
§ 55726. Activities During Designated Days. 
(a) For each instructor specified by the district to participate in staff, student, and instructional improvement activities in 
lieu of classroom instruction the district shall enter into an agreement with such employee specifying the particular 
activities during the designated days which the instructor will perform in lieu of classroom instruction. The agreement 
shall also specify the number of classroom hours which are being substituted with such activities, and the number of 
hours the instructor is required to spend carrying out the in-lieu-of instruction activities. The required hours of in-lieu-of 
instruction activities must at least be equal to the sum of the classroom hours from which the instructor is released 
plus those out-of-classroom hours of responsibilities which will no longer need to be performed as the result of being 
released from classroom instruction. 
(b) For each employee specified by the district to participate in staff, student and instructional improvement activities 
during the designated days the district shall also maintain records on the type and number of activities assigned, and 
the number of such employees participating in these activities. 
Note: Authority cited: Sections 66700, 70901 and 84890, Education Code. Reference: Section 84890, Education 
Code. 
 
§ 55728. Flexible Calendar Attendance Reporting. 
(a) On forms provided by the Chancellor, districts with approved flexible calendar operations shall report at least the 
following: 
(1) the total hours of classroom assignments (teaching time) which instructors specified in the district's approved plan 
were required to teach; 
(2) of the total in Subsection (a)(1), the total faculty contact hours of instruction for which staff, student, and 
instructional improvement activities are being substituted. This total of faculty contact hours shall further be reported in 
terms of credit and noncredit faculty contact hours of instruction; and 
(3) the number of faculty contact hours of instruction for which instruction during the designated days is being 
substituted. Such instruction during the designated days meeting the attendance accounting standards may be 
claimed for apportionment; and the faculty contact hours shall not be eligible for adjustment pursuant to Section 
55729. 
(b) Districts with approved flexible calendar operations shall also report such additional data as deemed necessary by 
the Chancellor including any data necessary to compute the FTES adjustment specified in Section 55729. 
Note: Authority cited: Sections 66700, 70901 and 84890, Education Code. Reference: Section 84890, Education 
Code. 
 
§ 55729. Full-Time Equivalent Student (FTES) Units; Adjustments to Reflect Activities; Computation by 
Multiplier Factor. 
(a) The Chancellor's Office shall adjust the actual units of full-time equivalent student of a district operating under a 
plan approved in accordance with this article to reflect the conduct of staff, student, and instructional improvement 



activities in lieu of scheduled instruction during flexible time. The adjusted units of full-time equivalent student shall be 
computed by multiplying the actual units of full-time equivalent student in the academic year, exclusive of any 
intersessions, computed pursuant to section 58003.1, by a factor which does not change the full-time equivalent 
student which would have otherwise been generated if the time for the improvement activities had not been permitted 
and scheduled instruction had instead taken place. 
(b) For courses other than those described in subdivision (b) of section 58003.1, the multiplier factor shall equal the 
sum of the following: 
(1) 1.0; and 
(2) the total of all the actual hours of flexible time of all instructors pursuant to section 55720 in the fiscal year, divided 
by the total of all the actual hours of classroom instruction of all instructors in the academic year, exclusive of any 
intersessions. 
(c) For those courses described in subdivision (b) of section 58003.1, this multiplier factor shall equal the term length 
multiplier applicable to the district. 
(d) The Chancellor shall also withhold the appropriate amount of state aid whenever there is a final audit finding that 
an instructor did not spend at least as much time performing staff, student, and instructional improvement activities as 
the amount of time he or she was released from classroom instruction. 
Note: Authority cited: Sections 66700 and 70901, Education Code. Reference: Section 70901, Education Code. 
 
§ 55730. Ongoing Responsibilities of Districts. 
A district conducting an approved flexible calendar shall do all of the following to ensure effective use of resources 
during flex days: 
(a) conduct and annually update a survey of the most critical staff, student, and instructional improvement needs in the 
district; 
(b) develop and carry out a plan of activities to address the critical needs; 
(c) maintain records on the description, type and number of activities scheduled and the number of district employees 
and students participating in these activities; 
(d) evaluate annually the effectiveness of conducted activities and update the plan to reflect needed changes; 
(e) appoint and hold regular meetings of an advisory committee composed of faculty, students, administrators and 
other interested persons to make recommendations on staff, student, and instructional improvement activities; and 
(f) provide, upon request of the Chancellor, copies of documents and information specified in Subsections (a) through 
(d), inclusive. 
Note: Authority cited: Sections 66700, 70901 and 84890, Education Code. Reference: Section 84890, Education 
Code. 
 
§ 55732. Ongoing Responsibilities of the Chancellor. 
The Chancellor shall: 
(a) Adjust state aid for districts with approved flexible calendar operations in accordance with the provisions of section 
55729; 
(b) Periodically review documentation from selected districts to determine whether they are in compliance with the 
provisions of sections 55720, 55726, 55728, and 55730, and to determine whether they are conducting their flexible 
calendar operations in a manner consistent with the approved requests. Districts which are found to be out of 
compliance shall be notified and be given an opportunity to respond; and 
(c) Terminate approval of any flexible calendar operation if it is found that the district has, without good cause: 
(1) failed to conduct its flexible calendar operation in a manner consistent with its approved request; 
(2) failed to comply with the requirements of section 55720; 
(3) failed to carry out the responsibilities specified in section 55726; or 
(4) failed to meet its ongoing responsibilities as specified in section 55730. 
Note: Authority cited: Sections 66700, 70901 and 84890, Education Code. Reference: Section 84890, Education 
Code. 
 















 
 

 
 

Integration of Strategic Goals and Campus Short-Term Initiatives 
 
 
 

  Goal 1  
Implement instructional strategies that strengthen and connect teaching and learning across the college. 

 
Initiative: Development of a comprehensive staff development program that includes all constituent 

groups 
 

Goal 2  
Strengthen efforts to improve outreach, persistence, and student success. 

 
Initiative: Schedule management, concurrent/dual enrollment, expansion of distance education, opening 

of South and North Education Centers, Palomar Promise, Starfish software 
 

Goal 3  
Strengthen the college’s message to our community. 

 
Initiative: Integrated marketing campaign to increase community visibility 

 
Goal 4  

Maintain and support a diverse workforce. 
 

Initiative: Complete all classification studies, recruitment and hiring of classified, faculty and 
administrators. 

 
Goal 5 

 Ensure the fiscal stability of the college and increase enrollments. 
 

Initiative: Schedule management, concurrent/dual enrollment, expansion of distance education, opening 
of South and North Education Centers, Palomar Promise 
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EXECUTIVE SUMMARY 

Overview 

Knowing Your Competitors 

When it comes to communicating with new and potential students, first impressions are important. 
Not only are effective communications practices crucial to enrollment and retention efforts, they can 
also influence the general reputation of a college in comparison to its competitors.  

Facing competition from four-year institutions and private career colleges, it is common for a 
community college to tout its accessibility: Smaller, sleeker and more focused than the big local 
university or boasting a richer campus life than the local, “get-it-done-quick” corporate career 
institute. But accessibility doesn’t just mean simpler admissions process – it’s also the ease with 
which students can access the appropriate staff, services and information. 

Knowing how your competitors communicate in print, in-person and online is key to developing an 
effective messaging strategy. The purpose of this research is to review the communications processes 
of top competitors, as selected by Palomar College, and examine their ability to respond to student 
inquiries. The study also analyzes Palomar College’s own processes and determines how they 
compare to its competitors. 

 

Methodology 

By “spoofing” each college’s intake process from the perspective of individuals in the prospect stream, 
we gathered information on the quality, efficiency, and ultimately, the effectiveness of the college’s 
communications efforts. This information was used to make recommendations on how Palomar 
College might improve its own communication process and exploit competitors’ weaknesses in those 
areas. 

The study was conducted during August and September 2016, from the perspective of an English-
speaking potential student. The researcher placed telephone calls requesting admissions information 
to each college, using the contact numbers provided on their respective websites, completed online 
form inquiries and sent email messages to admission and outreach contacts.   

Adopting a pre-determined persona, the researcher called Palomar College and its competitors, 
seeking general information about the college as a potential student, undecided in their field of study. 
The caller recorded details about the conversation and requested an information packet to be mailed 
out to a postal mailing address.  

The researcher also attempted to find information on each college’s website from the perspective of a 
potential student (including entering the application process, when necessary). 

The following report is an analysis and summary of those contact attempts, a review of the materials 
that were received as a result of those attempts, and identification of other issues noted as a result of 
the research. Also included is a comparison of competitors’ statistics, available through analysis of 
their respective websites and other cited data sources. 
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General Results and Impressions 
 
The research highlights both the strong and weak points of competitors’ communication processes. 
Overall, it suggests that Palomar College has consistent customer service via telephone and online, 
however the college could be doing more to improve its own website messaging, while taking 
advantage of competitors’ shortcomings. 

 

 Phone Contact – Many colleges are tasked with the difficult challenge of determining how to 
best utilize today’s technology to route telephone calls. Frustrations can emerge when being 
routed to yet another menu to navigate and select. First-time students may not possess the 
correct terminology to determine what their options are. User-friendly, access-driven 
solutions keep prospects from spending several minutes on the phone navigating menus.  

 Consistency and Accuracy of Staff – While the staff members answering each college’s 
inquiries most often rated as polite and friendly, each college had at least one inquiry in 
which the staff member was brisk, hurried or disinterested. Some calls lacked thoroughness 
and consistency of information. In many cases, contacts did not introduce themselves, ask 
for contact information from the caller, or supply information beyond the caller’s specific 
inquiry. This is an area in which Palomar College (and most of its competitors) struggle. 
 

 Mailed Packet – This option is a marketing tactic of a bygone era. None of the colleges 
contacted were willing to mail information, and when pressed to do so due to lack of 
materials online, admitted they had no promotional items to mail. The alternative suggested 
was to come to campus for appointments. 

 Systems to capture and communicate with prospects have not been widely implemented, 
though CSU-SM did have a system in place to cultivate a relationship with the applicant. This 
type of system is more fitted to that institution, though it could be refined and scaled to fit 
the community college model.  

 Email response times fell within a 48-hour window in cases where email inquiries were made 
to general message addresses or published personal addresses. Each response was 
complete, covering all requested information and leaving the prospect with another point of 
contact. 

 
Each of the above issues affects the all-important “first impression,” and potentially puts Palomar 
College at an advantage when compared to its competitors. By addressing perceived problems with 
consistency of customer service experience on telephone calls and fortifying prospect web and mobile 
web experience, Palomar College has the potential to improve its student inquiry system in 
comparison to competing colleges. 
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Recommendations 

1) Continue current training protocol for staff on how to talk to prospective students 

• All staff members (especially those employees responsible for admissions, advising, information and 
recruiting) should be coached on proper etiquette, protocol, and follow-through for any prospective 
student contact attempt that they receive. A brief script of standard questions to ask a prospective 
student should be issued to all staff, preferably on a small card or sheet that they could have easily 
accessible during point of contact.  

2) Promptly follow up on all prospective student inquiries  

• Ideally, all prospective contacts would be reported to the appropriate department for follow-up 
contact attempts as soon as possible, whether they are through phone calls, email, social media, 
face-to-face contacts or regular mail. All potential student contacts need to be followed up in a 
timely manner. 

• Cultivate the application portal to engage prospects at predetermined time intervals of inactivity 
and upon any additional login or interaction.  This could be a simple email to say “We haven’t heard 
from you, how can we help?” or “Is there additional information you might need from us to 
complete your application/profile?” or even a reminder that “Registration begins soon – the first 
step to becoming a student is to complete your application.”   

3) Have a plan for handling prospective students with special needs 

• A review of protocol for inquiries from non-English-speaking, limited English-speaking, or disabled 
potential students is recommended, whether they come from phone calls, emails or other methods 
of contact. 

4) Always give your name and contact information, and request their information 

• Never talk to a prospective student in person or over the phone without first introducing yourself, 
providing your contact information (or the person that they should be contacting next), and finding 
out their name and contact information as the first thing you ask (not the last thing). 
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    COLLEGE OVERVIEWS 

   Palomar College  

First Impressions 

• When reaching the college for the first time, the phone tree greeting offers an extension to call in 
case of emergency as the first option. Phone tree navigation felt a little too time-consuming, when 
simply seeking information about the college. 

• Upon selecting the Admissions phone menu, the user is met with a disjointed and distorted 
transition to the new menu.  

• There was wide variation in the attitude and helpfulness of Admissions staff persons reached via 
telephone.  

• When going online, the prospect needed only one click to find the Admissions application. There is 
also an area designated for New Students to assist with steps for enrollment. 

• The website offers the essential information for prospective students, but is missing a “wow factor.” 

• The admissions application was easy to access and did not require creation of a username. This 
application was the easiest to find and the easiest to begin. 

• When requesting information via email, the responses were received in a timely manner. 

 

Threats 

• Not all phone tree menus provide the best service to a potential student. In Palomar College’s case, 
the caller spends more than two minutes listening to recorded messages before getting the 
opportunity to speak with a representative. 

• Some other local colleges are proactively making changes to their websites to create a more 
seamless experience between desktop and mobile experiences. MiraCosta College and CSU-San 
Marcos appear as though they have recently updated their top level website pages. This is a good 
practice, when considering the growth in technology of mobile devices and access. 

• Additionally, competitors are utilizing other web tools such as prospect portal (CSU-SM) and online 
access to professional-looking, printable promotional materials (MiraCosta). Further development 
and refinement of these tools will continue to provide an advantage in those areas. 

 

Opportunities 

• Palomar College has a wide range of programs across many disciplines and more prevalent 
opportunities for student leisure (i.e. sports and club offerings) than competitor schools. 

• Although the college has 50% more students than the competitors reviewed, the personal attention 
provided when contacting the college by phone and via web tools felt on par with what might be 
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expected at a smaller institution. The school should continue to emphasize customer service, even 
in times of larger traffic volumes. 

• Palomar College’s annual in-state tuition is comfortably within $200 of the nearest community 
college competition, and nearly $6,000 less expensive than the nearby four-year institution.  

• Development and implementation of a prospect form and email communication templates and/or e-
brochures would help manage and convert inquiries.  
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MiraCosta College 

First Impressions 

• During high-volume call times, callers may expect to navigate multiple phone tree menus and 
spend two to three minutes dialing menus and holding for assistance.  

• The Admissions Office was accessible, in that the caller was eventually able to reach a real person. 
However, the nature of customer service provided to the caller was not consistent between 
representatives. One responder, in particular, recommend calling the satellite campus with 
additional enrollment questions. 

• The college did provide additional accessibility by having the phones staffed after normally expected 
hours. 

• MiraCosta’s website has the look and feel of a University, with a polished, professional appearance, 
an area for future students, and an area designated for gathering digital information. This is helpful, 
as all callers are directed to visit the website. 

• The website also provides two ways to easily access the college application. However, the college 
does utilize the Open CCC format, which is slightly cumbersome. 

• Email responses were received in a timely manner. 

 

Threats 

• MiraCosta College appears to offer a vibrant campus community with athletic opportunities and 
other ways to become involved, giving prospects a potential alternative to four-year institutions.  

• MiraCosta College’s hours for admission services are listed 8 am to 7 pm, Monday through 
Thursday, and limited hours on Friday. This generous window likely provides greater opportunity for 
the non-traditional student to access the services they need. 

• MiraCosta College boasts a well-designed and well-organized website, featuring mobile optimization 
at the top levels. Because all callers are directed to the website, the college is investing time and 
effort into its look and accessibility.  

 

 

Opportunities 

• Frustration regarding long wait times (by phone) may lead to missed student opportunities or cause 
the student to inquire elsewhere. If this is the case, it is important that Palomar College work to 
maintain consistent customer service, and to go the extra mile, when possible. 

• Palomar College should consider adding online tools to give prospects a richer web experience. 
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San Diego Miramar College 

First Impressions 

• The caller was able to navigate the Admissions menu in just over 30 seconds. This was the shortest 
phone tree encountered. 

• The level of customer service provided by Admissions representatives was not uniform. Some calls 
were assisted by impatient representatives, while others were handled by helpful, friendly and 
outgoing staff members. 

• The college lacks a strong web presence and was the least developed for mobile users, among the 
colleges reviewed. 

• The admissions application is relatively easy to access, but must be selected from a menu. It is not 
accessible directly from the main web page. 

• Finding contact information is simple, as the new student pages all have the information listed 
along the right margin. 

• The admission application was specifically for the San Diego Community College District, and did 
not utilize Open CCC. 

• Email responses were received in a timely manner. 

 

Threats 

• Miramar College’s hours for admissions services are listed from 8 am to 7 pm Monday through 
Thursday, with limited hours on Friday. This time window is generous, and likely provides greater 
access for the non-traditional (working) student. 

• Miramar College responded to email inquiries the same day. While this may not always be realistic 
for Palomar staff, it is important to respond to inquiries as quickly as possible.  

 

Opportunities 

• Palomar College currently boasts a more friendly and approachable experience when contacting by 
phone. Continuing to respond to requests in a friendly and conversational manner will assist in 
winning over prospects. 

• Palomar College also has a slight edge over Miramar College with regard to online presence and 
ease of application access. This margin, however, is slight and could be expanded. 
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Cal State – San Marcos 

First Impressions 

• A live operator, who was cordial, professional, and businesslike, was reached on one ring during 
normal office hours. In some cases, this was the only person reached.  

• This college was only reachable during business hours, with no system for voicemail routing in 
place. 

• The college has a refined and sophisticated online presence. 

• There is a well-developed, designated area for prospective students on the college’s website, in 
addition to a prospect portal experience that can be tailored to student specifics. This is 
understandable and expected, as the college may be marketing to students nearly a year before 
they can even apply.  

• CSU-SM’s online experience evokes a unique feel of exclusiveness, compared to the other colleges 
reviewed. 

• Online inquires were handled in a timely manner. 

• Access to the college application required several clicks. Only then was it revealed that there is a 
specific time window and requirement to create another user profile and password to access the 
application. 

 

 

Threats 

• CSU-SM online tools are well-developed and mobile friendly. They allow the college to continue 
open communication with the prospective student, and to engage in ongoing messaging without 
extensive staff service. 

• CSU-SM students can retrieve valuable program and student life information within their 
personalized student portal area. 

 

 

Opportunities 

• As a four-year institution, CSU-San Marcos (CSU-SM) does not provide anywhere near the access 
that community colleges are expected to provide. Students may be frustrated early in the process, 
if they are unaware of how application work at a four-year college. Additionally, the college charges 
an application fee and does not have an open door policy. 

• The theme of access also rings true in making contact with the college. The limited office hours 
made it difficult to reach a person when calling this institution. 

• Tuition rates are significantly higher at CSU-SM. A resident student could complete two full years at 
Palomar College for less than the cost of one year at CSU-SM. 
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    APPENDIX A – COMPETITOR DATA 

Summary of Competitors 
Name of 
College/University/ 
Institution 

Palomar College 
(San Marcos, CA) 

MiraCosta College 
(Oceanside, CA) 

San Diego Miramar College 
(San Diego, CA) 

Cal State – San Marcos 
(San Marcos, CA) 

Branding Statement(s) (CW) Learning for Success Shaping Minds for Success College Degrees. Great Ca-
reers. Get There. Start Here. 

Imagine the Possibilities 
“Tukwut Life” (Student Life) 

Forward Together (Campaign) 

Market Position (CB) 
 
 

Medium-sized two-year public 
community college; coed, small 

city*, suburban setting, commuter 
campus; offers certificates and 

associate degrees 

Medium-sized two-year public 
junior and community college; 

coed, large city*, suburban 
setting, commuter campus; offers 
certificates, diploma and associate 

degrees 

Medium-sized two-year public 
community college; coed, very 
large city*, suburban setting, 

commuter campus; offers 
certificates and associate 

degrees 

Medium-sized four-year public universi-
ty; coed, large town*, suburban set-

ting, commuter campus; offers bache-
lors and masters degrees 

*Please note that the College Board website uses Federal Government data to describe the location of the college within its community. It does not use the definition of cities and towns 
mandated by California law. The descriptive terms used by the website are meant as a comparative tool only. For example, large towns are considered smaller than small cities according to 
the website, though these distinctions are not accurately defined. Therefore, some colleges and universities that are located in close proximity to one another geographically have communi-
ties that are defined differently by this website. When comparing Palomar College to Cal State – San Marcos, the variation in description of the community size most likely relates to the 
minute difference in population density between the two locations in the same city or other data. These descriptive terms do not imply that they are located in a differently sized city or town. 

Unique College Features (Google 
Maps/CB/CW) 

37 miles from San Diego 
 

Arboretum, Observatory 
 

35 miles from San Diego 
 

bioprocessing training facility, 
Music Recording Studio 

 

9 miles from downtown San 
Diego 

 
biotechnology, advanced 

transportation & all buildings 
LEED certified 

34 miles from San Diego 
 

10 miles to “best beaches” 
Campus housing with “resort like feel 

Only 25 years old 

Key Program(s) (CS) 
(programs with highest percent-
age of enrollment, in order) 

Liberal Arts and Sciences, General 
Studies and Humanities (35%) 

Social Sciences (17%) 
Health Professions and Related 

Programs (7%) 
Business, Management, Market-

ing, and Related Support Services 
(7%) 

Multi/Interdisciplinary Studies 
(7%) 

Liberal Arts and Sciences, General 
Studies and Humanities (41%) 
Health Professions and Related 

Programs (13%) 
Business, Management, Market-

ing, and Related Support Services 
(10%) 

Multi/Interdisciplinary Studies 
(6%) 

Family and Consumer Scienc-
es/Human Sciences (5%) 

Homeland Security, Law 
Enforcement, Firefighting and 
Related Protective Services 

(18%) 
Mechanic and Repair Technol-

ogies/Technicians (15%) 
Social Sciences (12%) 
Business, Management, 

Marketing, and Related Sup-
port Services (12%) 

Biological and Biomedical 
Sciences (7%) 

Social Sciences (20%) 
Business, Management, Marketing, and 

Related Support Services (15%) 
Family and Consumer Sciences/Human 

Sciences (9%) 
Health Professions and Related Pro-

grams (8%) 
Liberal Arts and Sciences, General 

Studies and Humanities (8%) 

Other programs (CS) 
 
(CN, HED, CW) 

Architecture and Related Services, 
Biological and Biomedical Scienc-

es, Business, Management, 
Marketing, and Related Support 

Services, Communication, Journal-
ism, and Related Programs, 
Communications Technolo-

gies/Technicians and Support 
Services, Computer and Infor-
mation Sciences and Support 
Services, Construction Trades, 

Education, Engineering, Engineer-
ing Technologies and Engineering-
Related Fields, English Language 

and Literature/Letters, Family and 
Consumer Sciences/Human 

Sciences, Foreign Languages, 
Literatures, and Linguistics, Health 
Professions and Related Programs, 
Homeland Security, Law Enforce-

ment, Firefighting and Related 
Protective Services, Legal Profes-
sions and Studies, Liberal Arts and 

Sciences, General Studies and 
Humanities, Library Science, 
Mathematics and Statistics, 

Mechanic and Repair Technolo-
gies/Technicians, Mul-

ti/Interdisciplinary Studies, Parks, 
Recreation, Leisure, and Fitness 
Studies, Physical Sciences, Preci-

sion Production, Psychology, 
Public Administration and Social 

Service Professions, Social Scienc-
es, Transportation and Materials 
Moving, Visual and Performing 

Arts 

Agriculture, Agriculture Opera-
tions, and Related Sciences, 

Architecture and Related Services, 
Biological and Biomedical Scienc-

es, Business, Management, 
Marketing, and Related Support 

Services, Communication, Journal-
ism, and Related Programs, 
Communications Technolo-

gies/Technicians and Support 
Services, Computer and Infor-
mation Sciences and Support 

Services, Engineering Technolo-
gies and Engineering-Related 
Fields, English Language and 
Literature/Letters, Family and 
Consumer Sciences/Human 

Sciences, Foreign Languages, 
Literatures, and Linguistics, Health 
Professions and Related Programs, 
History, Homeland Security, Law 

Enforcement, Firefighting and 
Related Protective Services, 

Liberal Arts and Sciences, General 
Studies and Humanities, Mathe-
matics and Statistics, Mechanic 

and Repair Technolo-
gies/Technicians, Mul-

ti/Interdisciplinary Studies, Natu-
ral Resources and Conservation, 
Parks, Recreation, Leisure, and 
Fitness Studies, Personal and 

Culinary Services, Physical Scienc-
es, Psychology, Public Administra-

tion and Social Service Profes-
sions, Social Sciences, Visual and 

Performing Arts 

Biological and Biomedical 
Sciences, Business, Manage-
ment, Marketing, and Related 
Support Services, Communica-
tion, Journalism, and Related 

Programs, Computer and 
Information Sciences and 

Support Services, Engineering, 
Engineering Technologies and 
Engineering-Related Fields, 

English Language and Litera-
ture/Letters, Family and 

Consumer Sciences/Human 
Sciences, Foreign Languages, 
Literatures, and Linguistics, 

Health Professions and Related 
Programs, History, Homeland 
Security, Law Enforcement, 

Firefighting and Related 
Protective Services, Legal 
Professions and Studies, 
Liberal Arts and Sciences, 

General Studies and Humani-
ties, Mathematics and Statis-

tics, Mechanic and Repair 
Technologies/Technicians, 

Multi/Interdisciplinary Studies, 
Parks, Recreation, Leisure, and 

Fitness Studies, Physical 
Sciences, Psychology, Public 

Administration and Social 
Service Professions, Social 

Sciences, Transportation and 
Materials Moving, Visual and 

Performing Arts 

Area, Ethnic, Cultural, Gender, and 
Group Studies, Biological and Biomedi-
cal Sciences, Business, Management, 
Marketing, and Related Support Ser-

vices, Communication, Journalism, and 
Related Programs, Computer and 
Information Sciences and Support 

Services, English Language and Litera-
ture/Letters, Family and Consumer 
Sciences/Human Sciences, Foreign 

Languages, Literatures, and Linguistics, 
Health Professions and Related Pro-

grams, History, Liberal Arts and Scienc-
es, General Studies and Humanities, 

Mathematics and Statistics, Mul-
ti/Interdisciplinary Studies, Parks, 

Recreation, Leisure, and Fitness Stud-
ies, Physical Sciences, Psychology, 

Social Sciences, Visual and Performing 
Arts 

Type(s) of Programs Offered 
(HED) (CW) 

Occupational, 2-Year 
Associates 

Occupational, 2-Year 
Associates 

Occupational, 2-Year 
Associates Bachelors, Masters 

Highest Degree Offered (CW) Associates Associates* Associates Masters 

*Note: MiraCosta recently added a Biomanufacturing Bachelors Degree with upper degree courses starting fall 2017 that is not yet offered at the time of the writing of this report 

Accreditations (CN) 

Western Association of Schools 
and Colleges, Senior College and 

University Commission; Accredita-
tion Commission for Education in 
Nursing, Inc.; American Dental 

Association, Commission on 
Dental Accreditation 

Western Association of Schools 
and Colleges, Senior College and 

University Commission 

Western Association of Schools 
and Colleges, Senior College 
and University Commission 

Western Association of Schools and 
Colleges, Senior College and University 

Commission; American Speech-
Language-Hearing Association, Council 
on Academic Accreditation in Audiology 

and Speech-Language Pathology; 
Commission on Collegiate Nursing 

Education; National Council for Accredi-
tation of Teacher Education 
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Name of 
College/ University/ 
Institution 

Palomar College 
(San Marcos, CA) 

MiraCosta College 
(Oceanside, CA) 

San Diego Miramar College 
(San Diego, CA) 

Cal State – San Marcos 
(San Marcos, CA) 

Student Life     

Sports (CB) 
(M=Men’s) 
(W=Women’s) 

Member: PCAC 
Intercollegiate: Baseball (M), 

Basketball (M-W), Beach Volleyball 
(W), Cross Country (M-W), Foot-
ball (M), Golf (M), Soccer (M-W), 
Softball (W), Swimming (M-W), 
Tennis (M-W), Track and Field 

(M), Volleyball (M-W), Water Polo 
(M-W), Wrestling (M) 

Also, other Intramural and Club 
sports 

Member: PCAC 
Intercollegiate: Basketball (M-W), 
Beach Volleyball (W), Soccer (M-

W), Volleyball (W);  
Also, other Intramural & Club 

sports 

Member: PCAC 
Intercollegiate: Basketball M, 

Soccer W, Volleyball (M),Water 
Polo (M-W) 

 
Also, other Intramural & Club 

sports 

Member: NCAA DII 
Baseball (M), Basketball (M-W), Golf 
(M-W), Soccer (M-W), Softball (W), 

Track (M-W), Volleyball (W) 
Also, other Intramural & Club sports 

       Mascot 
 
      Newspaper 

Comets 
 

Telescope Student Newspaper 

Spartans 
 

Chariot Student Newspaper 

Jets 
 

Miramar Sage Newspaper 

Cougars 
 

The Chronicle Newspaper 

Student Demographics  
(Source CN 2015 unless stated) (All students) (All students) (All students) (All Students) 

Total Enrollment 23,482 15,062 13,008 12,793  

Men  54% 43% 56% 39% 

Women  46% 57% 44% 61% 

Attendance Status: Full Time 33% 35% 18% 84% 

Student Age: % Traditional (age 
24 & under)  66%  63% 54% 82%  

Student Average Age All Stu-
dents / Full Time (CB) 24 / 21 26 / 22 25 / not provided 22 / 22 

American Indian/Alaskan Native  1% 0% 0% 0% 

Asian  6% 6% 21% 10% 

Black/African American  3% 3% 5% 3% 

Hispanic/Latino  41% 36% 26% 42% 

Native Hawaiian/Pacific Islander  0% 0% 1% 0% 

White (Non-Hispanic) 40% 44% 38% 30% 

Multiracial/Two or more races 5% 7% 6% 5% 

Race/Ethnicity Unknown  3% 2% 2% 5% 

Non-resident Alien/International  1% 2% 0% 3% 

College Statistics  
(Source CN 2015 unless stated)     

Total Full-Time Faculty 254 187 119 341 

Total Part-Time Faculty 876 563 294 377 

Student to Faculty Ratio 26 to 1 25 to 1 30 to 1 24 to 1 

Financial 
(Source CN 2015 unless stated)     

Affiliation/Control State/Local State/Local State/Local State/Local 

In-State/Out-of-state  
Annual Tuition and Fees (CN)     

2013-2014 $1,328 / $5,472 $1,148 / $5,588 $1,142 / $5,702 $6,649 / $17,809 

2014-2015 $1,336 / $5,648 $1,152 / $5,784 $1,142 / $5,774 $7,169 / $18,329 

2015-2016 $1,338 / $7,078 $1,152 / $5,952 $1,142 / $4,670 $7,269 / $18,429 

Percentage Change  
2014-2015 to 2015-2016  +0.1% / +25.3% +0.0% / +2.9% +0.0% / -19.1% +1.4% / +0.5% 

 
Percentage Receiving Financial 
Aid 2014-2015 
 

60% 61% 65% 80% 

Source of Aid and Percentage of 
Students Receiving Each Type of 
Aid (Avg Amt Recvd)  
 
(Federal = grants, State/Local 
and Institutional = grants and 
scholarships, Loans = federal 
and other student loans) 

Federal 36% ($4,556) 
 

State/Local 58% ($1,489) 
 

Institutional 0% ($0) 
 

Loan 1% ($3,289) 

Federal 42% ($4,521) 
 

State/Local 58% ($1,430) 
 

Institutional 0% ($0) 
 

Loan 3% ($6,086) 

Federal 43% ($4,492) 
 

State/Local 63% ($1,510) 
 

Institutional 0% ($0) 
 

Loan 3% ($3,827) 

Federal 49% ($5,016) 
 

State/Local 60% ($2,305) 
 

Institutional 43% ($5,128) 
 

Loan 43% ($5,555) 

Cohort Default Rates (CN)     

Default rate (FY 2012/2011) 31.6% / 31.3% 9.4% / 11.2% 16.8% / 21.0% 4.9% / 6.4% 

Number in default (FY 
2012/2011) 97 / 83 15 / 15 46 / 44 90 / 97 

Number in repayment (FY 
2012/2011) 306 / 265 158 / 133 273 / 209 1,824 / 1,503 
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Name of College/University/Institution Palomar College 
(San Marcos, CA) 

MiraCosta College 
(Oceanside, CA) 

San Diego Miramar College 
(San Diego, CA) 

Cal State – San Marcos 
(San Marcos, CA) 

Success Measures 
(Source CB Fall 2015 unless stated)     

Application Fee No No No $55 

# Applicants - - - 13,718 

# Admitted - - - 7,408 

% Admitted - - - 54% 

# Admitted Who Enrolled - - - 2,222 

% Admitted Who Enrolled - - - 30% 

Retention Rate for Full-time/Part-time First-
time Students who began Fall 2014 and 
returned Fall 2015 (CN) 

72% / 45% 70% / 46% 70% / 46% 81% / 60% 

     

Data Codes: 
- = data not reported 
 
Data Sources: 
 
(CS) US Department of Education – College Scorecard: https://collegescorecard.ed.gov/ 
 
(CW) Palomar College website: www.palomar.edu 
(CW) MiraCosta College website: www.miracosta.edu 
(CW) San Diego Miramar College website: www.sdmiramar.edu 
(CW) Cal State – San Marcos website: www.csusm.edu 
 
(CN) Institute of Education Sciences/College Navigator: http://nces.ed.gov/collegenavigator/ 
(CB) The College Board/Big Future website; http://bigfuture.collegeboard.org/  
(HED) Higher Education Directory/HED-Connect website: http://ehes.hepinc.com/  
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APPENDIX B – RATING PHONE CALLS 

Summary of Contacts Using Subjective and Objective Qualitative Assessment Ratings 
Rating Scale: 1=poor/ not helpful 2=fair/ not mentioned 3=average/ basic 4=good/ helpful 5=excellent/ beyond expectations 

 

 
Contacted Institution 

 

Palomar 
College  

MiraCosta 
College 

San Diego 
Miramar 
College 

Cal State -  
San Marcos Questions Posed to Callers About Information Noted During the Contact   Average Rating 

 

Who did you reach through the attempted contact? 
Did you reach a person, a voicemail, another method of contact, or no one?  4 4 4 3  3.75 

When mailed information was requested, what did they say they would send?  3 3 3 3  3.00 

What was your first impression of the people that talked to you? How friendly and 
helpful were they?  5 4 4 3  4.00 

Did the contact give their name and number?  4 3 3 2  3.00 

Did they direct you to a web site?  4 4 4 2  3.50 

Did they mention information specific to the application process?  5 4 4 3  4.00 

Did they mention financial aid?  5 2 2 2  2.75 

Did they ask which semester you were planning on attending?  5 4 4 2  3.75 

Did they mention any information about registration?  5 4 4 2  3.75 

Did they ask about what program you were interested in?  4 3 3 2  3.00 

Did they ask if you were interested in transferring after graduating?  2 2 2 2  2.00 

Did they talk about tuition rates or reciprocity?  4 2 2 2  2.50 

Did they mention housing options?  2 2 2 2  2.00 

Did they mention public transportation options?  2 2 2 2  2.00 

Did they offer any information about the community?  2 2 2 2  2.00 

Did they talk about residency requirements?  4 2 2 2  2.50 

Did they mention times/days that were available for contacting them again?  2 2 3 2  2.25 

What stood out to you as the most important details of the contact?  4 4 3 2  3.25 

What was the length of the contact?  4 4 4 2  3.50 

What is your overall opinion of how positively or negatively the contact went?  5 4 4 2  3.75 

What date was the packet received on, and what was the postmark date? 
Or, was it not received?  2 2 2 2  2.00 

What did the packet contain, and what was the condition of the contents? 
Or, was it not received?  2 2 2 2  2.00 

 

 Palomar 
College  

MiraCosta 
College 

San Diego 
Miramar 
College 

Cal State -  
San Marcos  Average 

Total points (out of a possible 110)  79 65 65 48  64.25 

Average score (of all 22 ratings)  3.59 2.95 2.95 2.18  2.92 
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APPENDIX C – PHONE CALL DATA 

Contact #1 – Palomar College 

The researcher used a false name with a real 
mailing address while posing as a potential 

student that is requesting information.  
 
 

Researcher Alias: Anne Taylor  
Language: English 
Semester interested in attending: Spring 2017 
Current Street Address: 1742 Kirtley Dr 
City/State/Zip: Brandon, FL 33511 
Background Information: Possibly moving to CA & looking for general information about the college to begin 
attending in the spring. If directed to a website, the researcher responded that she is currently without 
internet access and would prefer printed information to be mailed directly to her. 

Rating Scale: 

1=poor/not helpful, 

2=fair/not mentioned, 

3=average/basic, 

4=good/helpful, 

5=excellent/beyond 

expectations   Contact Method: Call 1: Direct Phone Call to 760-744-1150 
Call 2: Direct Phone Call to 760-744-1150 then x2164 for Admissions Extension 
Call 3: Direct Phone Call to 760-744-1150 then x2164 for Admissions Extension 
Call 4: Direct Phone Call to 760-744-1150 then x2164 for Admissions Extension 
Call 5: Direct Phone Call to 760-744-1150 

Questions to Answer Following a Contact: Description/ Notes/ First Impressions: Rating (1-5) 

When was the contact attempt made (date & 
time), how many attempts were made before 
making contact, and was a person, phone 
tree, voicemail, or email reply received? (for 
each attempt) 

Call 1: 8:38 am PDT 08/19/16 – Reached recorded message phone tree for “Main Campus – San Marcos” 
and states you can enter known extension at any time. For campus emergency, given extension. x2289 
campus police (0:40) Main Phone tree with Admissions as option 2 (0:50) keep listening and after 1:11 
suggests pressing 0 for operator. When selecting 2 for Admissions, caller receives Admissions phone tree 
options, press 2 (1:13) for application and registration information. Listen to recorded message about open 
admissions & admissions categories and finding the application online. (2:30) Option to speak with Repre-
sentative. (2:58) Answered by professional & friendly sounding male.  
 
Call 2: 10:36 am PDT 08/26/16 – Recorded message main phone tree, input Admissions extension (0:29), 
Admissions menu (0:36) listened to recorded admissions messages (2:04) pressed 0 to speak with repre-
sentative. (2:12) additional recorded message running through credit costs, amount of programs available, 
late start enrollment options, admissions extension & (3:31) message stating college is experiencing high 
call volumes and to be patient on the line for an admissions rep. (4:25) Answered by a professional & friend-
ly sounding male, possibly same as first call.  
 
Call 3: 6:53 pm PDT 09/01/16. Reached recorded message stating that the admissions menu was not 
available. (0:24) Given option to leave a message after the tone. 
 
Call 4: 4:02 pm PDT 09/06/16 – Phone trees as previous calls. (2:30) Answered by professional sounding 
female.  
 
Call 5: 5:39 pm PDT 09/12/16 - Phone trees as previous calls. (2:27) Pressed 0 to speak with rep. (3:02) 
Answered by professional sounding female who was not very friendly. Seemed surprised to be asked general 
admission questions. 

4 

When mailed information was requested, 
what did they say they would send? 

Call 1: The college does not have information available to mail. Everything is available online or you may 
come into the office in person. Also offered to send an email with helpful/relevant links. 
Call 2: No mailed information was requested, directed to online college catalog for requested specifics about 
technical programs available. 
Call 3: No mailed information was requested, did not reach staff after hours. 
Call 4: No mailed information was requested, inquired about dates and deadlines. 
Call 5: No mailed information was requested, inquired about registration timelines. 

3 

What was your first impression of the people 
that talked to you? 
How friendly and helpful were they? 

Call 1: Conversation very positive, upbeat, friendly and helpful.  Provided lots of information verbally & took 
particular interest in situation presented offering information far beyond what was expected. 
Call 2: Impression very positive. Admission representative was open, friendly and helpful. It was obvious 
that the office was very but the representative handled the call well giving caller undivided attention and did 
not rush caller. 
Call 3: No one reached. After hours handled as expected. 
Call 4: Positive impression, staff member helpful and polite assisting with all information. 
Call 5: Slightly positive impression, 

5 

Did the contact give their name and number? Call 1: Yes – name but difficult to catch; No – did provide admissions extension when requested by caller. 
Call 2: Yes, no. 
Call 3: Not applicable. 
Call 4: No, no. 
Call 5: No, no. 

4 

Did they direct you to a web site? 
 

Call 1: Yes. 
Call 2: Yes. 
Call 3: Not applicable. 
Call 4: Not applicable. 
Call 5: Yes. 

4 

Did they mention information specific to the 
application process? 

Call 1: Yes. Walked through major steps to completion. 
Call 2: Yes. Gave idea for deadlines and timeline to make application. 
Call 3: Not applicable. 
Call 4: Not applicable. 
Call 5: Yes. 

5 

Did they mention financial aid? Call 1: Yes. Encouraged to fill out application right away. 
Call 2: No. 
Call 3: Not applicable. 
Call 4: Not applicable. 
Call 5: No. 

5 

Did they ask which semester you were 
planning on attending? 

Call 1: Yes.  
Call 2: Yes. 
Call 3: Not applicable. 
Call 4: Yes. 
Call 5: Yes. 

5 

Did they mention any information about 
registration? 

Call 1: Yes, mentioned application timeline and fulfilling enrollment steps in time to have an earlier registra-
tion appointment for the spring semester.  
Call 2: Yes. Recommended applying ASAP for the possibility of still being able to take courses yet this fall to 
get in a late start course. 
Call 3: Not applicable. 
Call 4: Not applicable. 
Call 5: Yes, specifics about registration timeframes & requirements for best registration appointments. 

5 
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Did they ask about what program you were 
interested in? 

Call 1: Yes. Stated most available at San Marcos campus. 
Call 2: Yes. Offered information about number and type of programs; referred to catalog for specifics. 
Call 3: Not applicable. 
Call 4: Not applicable. 
Call 5: No. 

4 

Did they ask if you were interested in trans-
ferring after graduating? 

Call 1: No. 
Call 2: No. 
Call 3: Not applicable. 
Call 4: Not applicable. 
Call 5: No. 

2 

Did they talk about tuition rates or reciproci-
ty? 

Call 1: Yes. Explained difference between resident and non-resident tuition and clarified the decision of 
residency. 
Call 2: No.  
Call 3: Not applicable. 
Call 4: Not applicable. 
Call 5: No. 

4 

Did they mention housing options? Call 1: No. 
Call 2: No. 
Call 3: Not applicable. 
Call 4: Not applicable. 
Call 5: No. 

2 

Did they mention public transportation 
options? 

Call 1: No. 
Call 2: No. 
Call 3: Not applicable. 
Call 4: Not applicable. 
Call 5: No. 

2 

Did they offer any information about the 
community? 

Call 1: No. 
Call 2: No. 
Call 3: Not applicable. 
Call 4: Not applicable. 
Call 5: No. 

2 

Did they talk about residency requirements? Call 1: Yes. Provided information at length when requesting information be mailed out of state. 
Call 2: No. 
Call 3: Not applicable. 
Call 4: Not applicable. 
Call 5: No. 

4 

Did they mention times/days that were 
available for contacting them again?  

Call 1: No.  
Call 2: No. 
Call 3: Not applicable. 
Call 4: Not applicable. 
Call 5: No. 

2 

What stood out to you as the most important 
details of the contact? 

Call 1: Enthusiastic and helpful staff person who anticipated questions and was quick and ready with re-
sponses. Slightly frustrating to spend as much time navigating the phone system. 
Call 2: Similar feel to first call, Enthusiastic and helpful staff person who anticipated questions and was quick 
and ready with responses. Slightly frustrating to spend as much time navigating the phone system. 
Call 3: Appreciative of the option to leave a message without navigating frustrating phone trees after hours. 
Call 4: Helpful and polite, reaching a person even thought it was later in the day. 
Call 5: Staff member reached felt caught off guard answering what felt like basic admission questions. 

4 

What was the length of the contact? 
 

Call 1: 9 minutes and 5 seconds total. Most of the call was spent talking to an Admissions representative 
providing helpful/requested information. 
Call 2: 6 minutes and 56 seconds total. Most of the call was spent listening to recorded messages and 
waiting on hold however once reaching a representative that person provided helpful/requested information. 
Call 3: 34 seconds total. After hours, given option to leave a message. 
Call 4: 2 minutes and 54 seconds total. Most of the call was navigating recorded messages. (2:30) spoke 
with admissions/financial aid representative. 
Call 5: 5 minutes and 14 seconds total. Half spent navigating phone tree, other half spent gathering info. 

4 

What is your overall opinion of how positively 
or negatively the contact went? 

Call 1: The call was very positive leaving the caller confident that questions had been answered and that it 
would be okay to call back with any additional questions.  
Call 2: The call felt positive and informational. Encouraging for the caller to continue seeking information. 
Call 3: As expected when calling after hours. 
Call 4: Positive, questions were answered efficiently. 
Call 5: Somewhat positive, all information gathered, representative could have been more friendly. 

5 

What date was the packet received on, and 
what was the postmark date? 
(Alternately, note if packet was not received) 

Call 1: Packet requested but the school does not have packet materials available to mail. 
Call 2: No packet requested. 
Call 3: No packet requested. 
Call 4: No packet requested. 
Call 5: No packet requested. 

2 

What did the packet contain, and what was 
the condition of the contents? 
(Alternately, note if packet was not received) 

Call 1: No packet received. 
Call 2: No packet requested. 
Call 3: No packet requested. 
Call 4: No packet requested. 
Call 5: No packet requested. 

2 

Total points (out of a possible 110) 79 

Average score (of all 22 ratings) 3.59 
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Competitor College #1 – MiraCosta College 

The researcher used a false name with a real 
mailing address while posing as a potential 

student that is requesting information.  

Researcher Alias: Anne Taylor  
Language: English 
Semester interested in attending: Spring 2017 
Current Street Address: 1742 Kirtley Dr 
City/State/Zip: Brandon, FL 33511 
Background Information: Possibly moving to CA & looking for general information about the college to begin 
attending in the spring. If directed to a website, the researcher responded that she is currently without 
internet access and would prefer printed information to be mailed directly to her. 

Rating Scale: 

1=poor/not helpful, 

2=fair/not mentioned, 

3=average/basic, 

4=good/helpful, 

5=excellent/beyond 

expectations   Contact Method: Call 1: Direct Phone Call to 760-757-2121.  
Call 2: Direct Phone Call to 760-757-2121. 
Call 3: Direct Phone Call to 760-795-6620. 
Call 4: Direct Phone Call to 760-757-2121. 

Questions to Answer Following a Contact: Description/ Notes/ First Impressions: Rating (1-5) 

When was the contact attempt made (date & 
time), how many attempts were made before 
making contact, and was a person, phone 
tree, voicemail, or email reply received? (for 
each attempt) 

Call 1: 9:03 am PDT 08/19/16. Reached recorded message phone tree and states you can enter known 4-
digit extension at any time. You can reach the operator at end of message (0:20) Press 1 for admissions. 
(0:27) Press 1 again for Admissions; (0:39) Press 1 for Oceanside Campus. (0:56) press 2 for enrollment 
questions. (1:34) another phone tree  automated responses (1:53). 2:14 wait for next available representa-
tive. (2:32) answered by slightly disinterested and rushed female. 
 
Call 2: 10:43 am PDT 08/26/16. Reached recorded message phone tree and states you can enter known 4-
digit extension at any time. You can reach the operator at end of message (0:20) Press 1 for admissions. 
(0:27) Press 1 again for Admissions; (0:39) Press 1 for Oceanside Campus. (0:55) press 2 for enrollment 
questions. (1:34) another phone tree  automated responses (1:53). hold for next representative, listened to 
hold music until (3:18) Answered by younger sounding female, helpful and cheerful. 
 
Call 3: 6:55 pm PDT 09/01/16. Reached admissions menu directly. (0:22) press 2 for enrollment, additional 
phone tree, option to speak with representative at end of recorded messages. (1:38) Answered by profes-
sional sounding male. Helpful. 
 
Call 4: 5:49 pm PDT 09/12/16. Reached recorded message phone tree and states you can enter known 4-
digit extension at any time. You can reach the operator at end of message (0:22) Press 1 for admissions. 
(0:27) Press 1 again for Admissions; (0:35) Press 1 for Oceanside Campus. (1:10) press 2 for enrollment 
questions. (1:34) another phone tree  automated responses (1:53). 2:11 call answered right away by helpful 
male . 

4 

When mailed information was requested, 
what did they say they would send? 

Call 1: Everything is online. All admissions procedures are completed online, find the application there and all 
acceptance and next steps are delivered via email. All contact is done via email. Nothing available to send. 
Call 2: Everything is online. Counseling office may have things to look at on paper if you meet with them 
after application but the Admissions Office doesn’t have anything they are able to mail. 
Call 3: Application & information are all online on miracosta.edu 
Call 4: Application & information are all online on miracosta.edu 

3 

What was your first impression of the people 
that talked to you? 
How friendly and helpful were they? 

Call 1: Representative was mildly helpful, but slightly annoyed with questions. When asked about the other 
campus, she said that they could help with enrollment questions (giving the impression to stop bothering her 
with such inquiry) but the assessment piece needed to be done at main campus. 
Call 2: Younger female, very enthusiastic and helpful for caller situation, tried to provide as much infor-
mation as possible in short amount of time. 
Call 3: Staff member provided the basic service expected and was kind and accommodating. The caller felt 
confident that he would have been able to assist if conversation was extended. 
Call 4: Likely the same male representative as Call 3. Helpful with information on application process. 

4 

Did the contact give their name and number? Call 1: No name, provided an extension number when asked but extension did not work.  
Call 2. Yes, no but gave other numbers for assistance later in the process. 
Call 3: Yes, no. 
Call 4: No, no. 

3 

Did they direct you to a web site? Call 1: Yes, college website, everything is there. 
Call 2: Yes, college website, everything is there. 
Call 3: Yes, college website, everything is there. 
Call 4: Yes, college website, everything is there. 

4 

Did they mention information specific to the 
application process? 

Call 1: Yes, to keep an eye on email for next steps after making application & complete steps. Not available 
yet for spring. 
Call 2: Yes, application opens up opportunity for additional assistance and appointments.  
Call 3: Yes, applications processed within 2-3 days and then be able to register. Not available yet for spring.  
Call 4: Yes, applications not available yet for spring. 

4 

Did they mention financial aid? Call 1: No. 
Call 2: No. 
Call 3: No. 
Call 4: No. 

2 

Did they ask which semester you were 
planning on attending? 

Call 1: Yes, indicated it was not too late for fall but there was little available or possibly to utilize waitlist 
option and it was still too early for spring & the timelines weren’t available yet. 
Call 2: Yes. 
Call 3: Yes. 
Call 4: Yes. 

4 

Did they mention any information about 
registration? 

Call 1: Yes. Don’t have timeline yet from the college, appointments set based upon enrollment checklist. 
Call 2: Yes, must apply first before being able to schedule an appointment with counseling. 
Call 3: Yes, could work with professor to get signature for late start. 
Call 4: Yes. Don’t have timeline yet from the college, appointments set based upon enrollment checklist. 

3 

Did they ask about what program you were 
interested in? 

Call 1: No. 
Call 2: Yes. Caller was specifically inquiring about certificate programs initially. 
Call 3: No. 
Call 4: No. 

2 

Did they ask if you were interested in trans-
ferring after graduating? 

Call 1: No. 
Call 2: No. 
Call 3: No. 
Call 4: No. 

2 

Did they talk about tuition rates or reciproci-
ty? 

Call 1: No. 
Call 2: No. 
Call 3: No. 
Call 4: No. 

2 

Did they mention housing options? Call 1: No. 
Call 2: No. 

2 
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Call 3: No. 
Call 4: No. 

Did they mention public transportation 
options? 

Call 1: No. 
Call 2: No. 
Call 3: No. 
Call 4: No. 

2 

Did they offer any information about the 
community? 

Call 1: No. 
Call 2: No. 
Call 3: No. 
Call 4: No. 

2 

Did they talk about residency requirements? Call 1: No. 
Call 2: No. 
Call 3: No. 
Call 4: No. 

2 

Did they mention times/days that were 
available for contacting them again? 

Call 1: No. 
Call 2: No. 
Call 3: No. 
Call 4: No. 

2 

What stood out to you as the most important 
details of the contact? 

Call 1: Representative was most interested in getting through the call as quickly as possible, not particularly 
interested in the caller’s situation or how to help; satisfied providing just the basic customer service. 
Call 2: Younger sounding representative willing to go the distance & assist as much as possible with caller 
situation. 
Call 3: Caller able to receive enough assistance to get started on application & know expectations for time-
line of application. Unable yet to know when to apply for spring though. 
Call 4: Helpful representative stressed importance of fulfilling the enrollment checklist to receive opportunity 
for priority enrollment appointment. 

4 

What was the length of the contact? Call 1: 7 minutes and 05 seconds total. 2 minutes and 32 seconds of that was spent on hold or listening to 
recorded messages. 
Call 2: 7 minutes and 38 seconds total. 3 minutes and 18 seconds spent on hold with remainder spent 
talking to an Admission recruiter. 
Call 3: 3 minutes and 51 seconds total. Length of call was shortened by dialing direct to admissions menu. 
Call 4: 4 minutes and 16 seconds total. 2 minutes and 11 seconds spent navigating phone tree. 

4 

What is your overall opinion of how positively 
or negatively the contact went? 

Call 1: Slightly negative, Initially felt like the call was an inconvenience to contact reached & felt as though 
she went as far as suggesting caller utilize other campus for enrollment questions. 
Call 2: Positive, representative was helpful and concerned with situation, went to extra steps to recommend 
additional offices on campus for assistance and provided contact information for those options. 
Call 3: Call was positive experience, especially calling later in the day not necessarily expecting to reach a 
person. Contact was helpful, kind and polite. 
Call 4: Positive experience providing helpful information in a brief amount of time although the registration 
window was not yet open & it felt like there were a lot of things to complete prior to registration. 

4 

What date was the packet received on, and 
what was the postmark date? 
(Alternately, note if packet was not received) 

Call 1: Packet requested but the school does not have packet materials available to mail. 
Call 2: No packet requested. 
Call 3: No packet requested. 
Call 4: No packet requested. 

2 

What did the packet contain, and what was 
the condition of the contents? 
(Alternately, note if packet was not received) 

Call 1: No packet received. 
Call 2: No packet received. 
Call 3: No packet received. 
Call 4: No packet received. 

2 

Total points (out of a possible 110) 65 

Average score (of all 22 ratings) 2.95 
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Competitor College #2 – San Diego Miramar College 

The researcher used a false name with a real 
mailing address while posing as a potential 

student that is requesting information. 

Researcher Alias: Anne Taylor  
Language: English 
Semester interested in attending: Spring 2017 
Current Street Address: 1742 Kirtley Dr 
City/State/Zip: Brandon, FL 33511 
Background Information: Possibly moving to CA & looking for general information about the college to begin 
attending in the spring. If directed to a website, the researcher responded that she is currently without 
internet access and would prefer printed information to be mailed directly to her. 

Rating Scale: 

1=poor/not helpful, 

2=fair/not mentioned, 

3=average/basic, 

4=good/helpful, 

5=excellent/beyond 

expectations   Contact Method: Call *: Direct Phone Call 619-388-7800 – Main Campus Line 
Call 1: Direct Phone Call 619-388-7800 
Call 2: Direct Phone Call 619-388-7800 
Call 3: Direct Phone Call 619-388-7844 
Call 4: Direct Phone Call 619-388-7800 

Questions to Answer Following a Contact: Description/ Notes/ First Impressions: Rating (1-5) 

When was the contact attempt made (date & 
time), how many attempts were made before 
making contact, and was a person, phone 
tree, voicemail, or email reply received? (for 
each attempt) 

Call *: 9:36 a.m. PDT 08/19/16 – 3 touch tone sounds; calling from a rotary dial stay on the line; if an 
emergency press 0 for operator; if you know 4-digit extension enter now, press 0 for phone number or 
voicemail   (0:37). press 1 for admissions options through 8 for campus directions. No selection, then the 
call is disconnected after 1:00 minute total time. (no further details or ratings for this call) 
Call 1:  9:41 a.m. PDT 08/19/16  same as above, selecting admissions option (0:50) - admission rep press 
1, wait on line (1:23) answered by impatient male representative. 
Call 2: 10:56 am PDT 08/26/16 - * (0:39) select 1 for admissions rep, wait on line (1:13) answered by 
helpful female. 
Call 3: 7:01 pm PDT 09/01/16 - 3 touch tone sounds; recorded message about office hours & location, 
accessing grades, application timelines, registration. Recorded loop with no options. 
Call 4: 5:49 pm PDT 09/12/16 - * (0:33) select 1 for admissions rep, wait on line (1:00) answered by helpful 
but slightly disinterested male. 

4 

When mailed information was requested, 
what did they say they would send? 

Call 1: Caller was informed that there is nothing available to mail. All information is online. The other option 
is to come into the office & provided office hours. 
Call 2: Caller was instructed to visit the website to find information for all degree programs and to apply to 
the college. 
Call 3: No. Representative not reached, no options for caller.  
Call 4: Must apply online to start the enrollment process. 

3 

What was your first impression of the people 
that talked to you? 
How friendly and helpful were they? 

Call 1: Interaction made caller wonder if everyone on campus was as impatient and uninterested as the 
admissions representative. Seemed annoyed and bothered by having to respond to caller inquiries. 
Call 2: Admissions representative was different than first call and much warmer and friendlier. Went out of 
way to look up information on specific questions. 
Call 3: No representative reached. 
Call 4: Admissions representative was helpful but not warm or friendly. More focused on simply providing the 
information as quickly as possible. 

4 

Did the contact give their name and number? 
 

Call 1: No, no. 
Call 2: No, provided direct admission line when requested. 
Call 3: No representative reached. 
Call 4: No, no. 

3 

Did they direct you to a web site? 
 

Call 1: Yes.  
Call 2: Yes. 
Call 3: No representative reached. 
Call 4: Yes.  

4 

Did they mention information specific to the 
application process? 

Call 1: Yes, to start immediately, must come in to office. Must wait until October for spring. 
Call 2: Yes, could still start with add from professor. Apply immediately taking 15 minutes & would have ID 
number within one hour. 
Call 3: No representative reached. 
Call 4: Yes, apply now for best selection of classes.  

4 

Did they mention financial aid? 
 

Call 1: No. 
Call 2: No. 
Call 3: No representative reached. 
Call 4: No. 

2 

Did they ask which semester you were 
planning on attending? 

Call 1: Yes. 
Call 2: Yes. 
Call 3: No representative reached. 
Call 4: Yes. 

4 

Did they mention any information about 
registration? 

Call 1: Yes, for semester underway. 
Call 2: Yes, for semester underway. 
Call 3: No representative reached. 
Call 4: Follow all steps outlined in acceptance email to get a priority spot for January. 

4 

Did they ask about what program you were 
interested in? 

Call 1: No. 
Call 2: Yes, caller presented specific questions about technical programs. 
Call 3: No representative reached. 
Call 4: No. 

3 

Did they ask if you were interested in trans-
ferring after graduating? 

Call 1: No. 
Call 2: No. 
Call 3: No. 
Call 4: No. 

2 

Did they talk about tuition rates or reciproci-
ty? 

Call 1: No. 
Call 2: No. 
Call 3: No. 
Call 4: No. 

2 

Did they mention housing options? 
 

Call 1: No. 
Call 2: No. 
Call 3: No. 
Call 4: No. 

2 

Did they mention public transportation 
options? 

Call 1: No. 
Call 2: No. 
Call 3: No. 
Call 4: No. 

2 

Did they offer any information about the 
community? 

Call 1: No. 
Call 2: No. 
Call 3: No. 
Call 4: No. 

2 
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Did they talk about residency requirements? 
 

Call 1: No. 
Call 2: No. 
Call 3: No. 
Call 4: No. 

2 

Did they mention times/days that were 
available for contacting them again? 

Call 1: Yes. Gave office hours. 
Call 2: No. 
Call 3: Recorded message provided office hours. 
Call 4: No. 

3 

What stood out to you as the most important 
details of the contact? 

Call 1: Office hours were provided to let caller know there were options for times to go to campus. The 
website address is hard to understand when spoken because it contains an “s” and “d” at the front of 
Miramar. The staff member was not warm or pleasant, slight turn off. 
Call 2: Female staff person was friendly, helpful and accommodating. She gave the impression that the 
caller’s concerns and situation were important. 
Call 3: No option to leave a message, only option to listen to recorded loop of information. 
Call 4: The staff member was helpful but left impression with the caller that the questions seemed 
basic/unnecessary. Provided a good deal of useful information. 

3 

What was the length of the contact? 
 

Call 1: 3 minutes and 04 seconds total. Admissions is first phone tree option which helps to minimize wait & 
navigation times. 
Call 2: 3 minutes and 53 seconds total.  
Call 3: 2 minutes and 32 seconds total. Recorded message loop for after hours. 
Call 4: 4 minutes and 11 seconds total.  

4 

What is your overall opinion of how positively 
or negatively the contact went? 

Call 1: Information was received but caller could have been made to feel more important with a friendlier 
approach from admissions representative. 
Call 2: Overall the contact was positive. Staff member was very knowledgeable, friendly, helpful & was an 
excellent resource and very willing to help.  
Call 3: Recorded message was informational, caller would know when to try to reach again. 
Call 4: Contact was positive and informative. There was a slight tone of surprise with the inquiry content but 
questions were still handled in a very polite manner. 

4 

What date was the packet received on, and 
what was the postmark date? 
(Alternately, note if packet was not received) 

Call 1: Packet requested but the school does not have any information available to mail. 
Call 2: No packet requested. 
Call 3: No packet requested. 
Call 4: No packet requested. 

2 

What did the packet contain, and what was 
the condition of the contents? 
(Alternately, note if packet was not received) 

Call 1: No packet received. 
Call 2: No packet received. 
Call 3: No packet received. 
Call 4: No packet received. 

2 

Total points (out of a possible 110) 65 

Average score (of all 22 ratings) 2.95 
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Competitor College #3 – Cal State – San Marcos 

The researcher used a false name with a real 
mailing address while posing as a potential 

student that is requesting information. 

Researcher Alias: Anne Taylor  
Language: English 
Semester interested in attending: Spring 2017 
Current Street Address: 1742 Kirtley Dr 
City/State/Zip: Brandon, FL 33511 
Background Information: Possibly moving to CA & looking for general information about the college to begin 
attending in the spring. If directed to a website, the researcher responded that she is currently without 
internet access and would prefer printed information to be mailed directly to her. 

Rating Scale: 

1=poor/not helpful, 

2=fair/not mentioned, 

3=average/basic, 

4=good/helpful, 

5=excellent/beyond 

expectations   Contact Method: Call 1: Direct Phone Call 760-750-4000 
Call 2: Direct Phone Call 760-750-4000 
Call 3: Direct Phone Call 760-750-4000 
Call 4: Direct Phone Call 760-750-4848 

Questions to Answer Following a Contact: Description/ Notes/ First Impressions: Rating (1-5) 

When was the contact attempt made (date & 
time), how many attempts were made before 
making contact, and was a person, phone 
tree, voicemail, or email reply received? (for 
each attempt) 

Call 1: 10:02 a.m. PDT 08/19/16 – Live person operator, how may I direct your call? Admissions please - 
0:30 results in Admissions phone tree, press 1 for Admissions/Enrollment information; provides automated 
information and directs to online application. $55 application fee. Female voice talking quickly with option to 
repeat information. Slight high pitched screeching/crackling/interference on the line. Held for assistance 
(2:10) hold music and crackling. Disconnected call after more than 3 minutes of hold for representative 
(5:42). 
Call 2: 11:04 am PDT 08/26/16 – same operator/phone tree as call 1 until (2:28), answered by polite female 
representative. 
Call 3: 7:06 pm PDT 09/01/16 – immediate pick-up with recorded message stating operator available only 
M-F, extension known can enter at any time. Call ended at (0:47). 
Call 4: 6:03 pm PDT 09/12/16 – “you have reached enrollment services”; (0:18) press 1 for admissions; 
recorded message about application; 2:02 ends recoded messages and allows to return to previous menus;  
states the office is open until 5 and to call back again when we are open. 

3 

When mailed information was requested, 
what did they say they would send? 

Call 1: Not representative reached. 
Call 2: Directed online to make request for information & create an applicant portal. 
Call 3: No representative reached. 
Call 4: No representative reached. 

3 

What was your first impression of the people 
that talked to you? 
How friendly and helpful were they? 

Call 1: No representative reached & extensive amount of effort put in waiting. 
Call 2: Friendly, polite and kind. The representative was happy to help but wanted to complete the call 
quickly. Offered brief overview of application timeline but did not open conversation for extended questions. 
Call 3: No representative reached. 
Call 4: No representative reached. 

3 

Did the contact give their name and number? 
 

Call 1: No.  
Call 2: Yes, no. 
Call 3: No. 
Call 4: No. 

2 

Did they direct you to a web site? 
 

Call 1: No.  
Call 2: No. 
Call 3: No. 
Call 4: No. 

2 

Did they mention information specific to the 
application process? 

Call 1: No.  
Call 2: Yes, it has a limited window and is selective. 
Call 3: No. 
Call 4: No. 

3 

Did they mention financial aid? 
 

Call 1: No.  
Call 2: No. 
Call 3: No. 
Call 4: No. 

2 

Did they ask which semester you were 
planning on attending? 

Call 1: No.  
Call 2: No. 
Call 3: No. 
Call 4: No. 

2 

Did they mention any information about 
registration? 

Call 1: No.  
Call 2: No. 
Call 3: No. 
Call 4: No. 

2 

Did they ask about what program you were 
interested in? 

Call 1: No.  
Call 2: No. 
Call 3: No. 
Call 4: No. 

2 

Did they ask if you were interested in trans-
ferring after graduating? 

Call 1: No.  
Call 2: No. 
Call 3: No. 
Call 4: No. 

2 

Did they talk about tuition rates or reciproci-
ty? 

Call 1: No.  
Call 2: No. 
Call 3: No. 
Call 4: No. 

2 

Did they mention housing options? 
 

Call 1: No.  
Call 2: No. 
Call 3: No. 
Call 4: No. 

2 

Did they mention public transportation 
options? 

Call 1: No.  
Call 2: No. 
Call 3: No. 
Call 4: No. 

2 

Did they offer any information about the 
community? 

Call 1: No.  
Call 2: No. 
Call 3: No. 
Call 4: No. 

2 

Did they talk about residency requirements? 
 

Call 1: No.  
Call 2: No. 
Call 3: No. 

2 
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Call 4: No. 

Did they mention times/days that were 
available for contacting them again? 

Call 1: No.  
Call 2: No. 
Call 3: No. 
Call 4: No. 

2 

What stood out to you as the most important 
details of the contact? 

Call 1: Long wait times and frustration of never reaching anyone to speak with. 
Call 2: Polite and kind representative assisted on call but information provided let caller know current term 
or spring term were not options for entry. 
Call 3: No options to reach anyone unless phone extension was known. 
Call 4: Unable to reach anyone to speak with. Office must have limited hours to assist applicants. 

2 

What was the length of the contact? 
 

Call 1: 5 minutes and 42 seconds total. Originally reached live operator then spent too much time waiting on 
hold. 
Call 2: 4 minutes and 03 seconds total.  2:28 navigating phone tree & waiting on hold. 
Call 3: 0 minutes and 47 seconds total. Message that college is closed and no operator is available, option 
for access only if known extension. 
Call 4: 2 minutes and 02 seconds total. Mostly enrollment services messages and menu with final message 
to call back when office is open & disconnects. 

2 

What is your overall opinion of how positively 
or negatively the contact went? 

Call 1: Frustrating spending so much time pressing numbers and waiting on hold, especially since initial 
phone call was answered by a live operator. 
Call 2: Slightly positive as representative was friendly and upbeat, however the responses indicated that 
there was no option to enter until one full year later. 
Call 3: Negative, no option to reach a person via phone or leave a message. 
Call 4: Negative, only provided option to try again when office is open. 

2 

What date was the packet received on, and 
what was the postmark date? 
(Alternately, note if packet was not received) 

Call 1: No packet requested, call disconnected after excessive time on hold. 
Call 2: Can only send information online, must make an online account from outreach department. 
Call 3: No packet requested. 
Call 4: No packet requested. 

2 

What did the packet contain, and what was 
the condition of the contents? 
(Alternately, note if packet was not received) 

Call 1: No packet received. 
Call 2: No packet received. 
Call 3: No packet received. 
Call 4: No packet received. 

2 

Total points (out of a possible 110) 48 

Average score (of all 22 ratings) 2.18 
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APPENDIX D – RATING ONLINE 
 

Summary of Contacts Using Subjective and Objective Qualitative Assessment Ratings 
Rating Scale: 1=poor/ not helpful 2=fair/ not mentioned 3=average/ basic 4=good/ helpful 5=excellent/ beyond expectations 

 

 
Contacted Institution 

 

Palomar 
College  

MiraCosta 
College 

San Diego 
Miramar 
College 

Cal State -  
San Marcos Online Experience   Average Rating 

APPLICATION ACCESS 

Prominence of application access  5 5 3 3  4.00 

Visual appeal of application access  4 4 3 5  4.00 

Clicks to application  5 5 5 3  4.50 

Ability to navigate to contact information  3 4 5 5  4.00 

INFORMATION INQUIRY ACCESS 

Prominence of request form  4 4 4 5  4.25 

Clicks to request form  2 5 2 5  3.50 

Ease of making request  4 5 5 4  4.50 

Initial response to inquiry  4 5 5 4  4.50 

Follow-up response to request  3 5 3 5  4.00 

MOBILE FRIENDLY 
 

Prominence of application access  5 5 3 5  4.50 

Prominence of request form  3 4 4 5  4.00 

EXPERIENCE SUMMARY 
 

What stood out to you as the most important details of the contact?  4 5 4 4  4.25 

What is your overall opinion of how positively or negatively the contact 
went?  4 5 4 4  4.25 

 

 Palomar 
College  

MiraCosta 
College 

San Diego 
Miramar 
College 

Cal State -  
San Marcos  Average 

Total points (out of a possible 65)  50 61 50 57  54.50 

Average score (of all 13 ratings)  3.85 4.69 3.85 4.38  4.19 
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APPENDIX E – ONLINE DATA 
Contact #1 – Palomar College 

 
The researcher used a false name 
with a real mailing address while 

posing as a potential student that is 
requesting information.  

 

Researcher Alias: Andie Owen  
Language: English 
Semester interested in attending: Fall 2016 
Current Street Address: 1506 18th St NW 
City/State/Zip: St Paul, MN 55112 
Phone: 612-633-3833  (non-working number) 
Email: aagot2b@gmail.com 

Rating Scale: 

1=poor/not helpful, 

2=fair/not mentioned, 

3=average/basic, 

4=good/helpful, 

5=excellent/beyond 

expectations 
Contact Method https://www.palomar.edu 

Questions to Answer Following a 
Contact: 

Description/ Notes/ First Impressions: Rating (1-5) 

APPLICATION ACCESS   

Prominence of application access “APPLY” is prominently placed on the institution’s home page. 5 

Visual appeal of application access The college presents a modern, bright and organized home page. It also utilizes Open CCC 
as the application. Up until the Open CCC page, the college creates an appealing, branded 
experience. 

4 

Clicks to application 1-click to access application 5 

Ability to navigate to contact 
information 

Once in the application, the contact information is not available. Application is set to open in 
current tab. 

3 

INFORMATION INQUIRY ACCESS   

Prominence of request form Initially unable to locate request form. Made inquiry to admissions from the contact us linked 
page and sending an email directly to Admissions. 
 
Later found Comment Box at bottom of Contact Us page 
http://www2.palomar.edu/pages/enrollmentservices/comments-or-concerns/ 

4 

Clicks to request form Request form does not appear to be in place as a service for new students 2 

Ease of making request Easy when utilizing direct email address 4 

Initial response to inquiry Auto email response immediately and personalized response within 3 days 4 

Follow-up response to request No additional outreach after initial response 3 

MOBILE FRIENDLY   

Prominence of application access Similar to desktop experience for application. 5 

Prominence of request form Difficult to find contact information and navigate through experience.  3 

EXPERIENCE SUMMARY   

What stood out to you as the most 
important details of the experience? 

Application is front and center – easy to find. The application requires SSN to utilize online. 
It was nice that an explanation of option to not provide SSN would have to be completed on 
paper. Contact us left menu option is placed at the bottom of the page which requires extra 
scrolling on mobile. 

4  

What is your overall opinion of 
online experience? 

The main webpage helps students gain access to the application and other enrollment 
information immediately. Some work has been done to optimize the user mobile experience 
but the entire experience is not yet fully optimized. 

4 

Total points (out of a possible 65) 50 

Average score (of all 13 ratings) 3.85 
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Competitor #2 – MiraCosta College 

 
The researcher used a false name 
with a real mailing address while 

posing as a potential student that is 
requesting information.  

 

Researcher Alias: Andie Owen  
Language: English 
Semester interested in attending: Fall 2016 
Current Street Address: 1506 18th St NW 
City/State/Zip: St Paul, MN 55112 
Phone: 612-633-3833  (non-working number) 
Email: aagot2b@gmail.com 

Rating Scale: 

1=poor/not helpful, 

2=fair/not mentioned, 

3=average/basic, 

4=good/helpful, 

5=excellent/beyond 

expectations 
Contact Method https://www.miracosta.edu 

Questions to Answer Following a 
Contact: 

Description/ Notes/ First Impressions: Rating (1-5) 

APPLICATION ACCESS   

Prominence of application access “APPLY” has a place at the top menu bar on the institutions home page. 5 

Visual appeal of application access The college presents a modern, bright and organized home page. It also utilizes Open CCC 
as the application. Up until the Open CCC page, the college creates an appealing, branded 
experience. 

4 

Clicks to application 2-clicks to access application system 5 

Ability to navigate to contact 
information 

Admission Office information appears on the right side bar of every admissions menu page. 
It provides a phone number and the office hours. 

4 

INFORMATION INQUIRY ACCESS   

Prominence of request form Through the “future students” area, a wealth of information can be requested as PDF. There 
is also a Feedback form in the footer of the page found by selecting “Contact Us” 

4 

Clicks to request form 2-clicks to extensive Request Info form 5 

Ease of making request Only contact information required to submit form. 5 

Initial response to inquiry Ability to open pdf immediately without providing contact information 5 

Follow-up response to request No additional outreach after initial response although college indicates they will mail hard-
copies requested at no charge. 

5 

MOBILE FRIENDLY   

Prominence of application access Similar to desktop experience. Website is optimized for mobile on top layers and provides a 
user friendly experience. 

5 

Prominence of request form One in “Request Information” located right on the Future Students page and one more 
difficult to find in the footer of same page  

4 

EXPERIENCE SUMMARY   

What stood out to you as the most 
important details of the experience? 

Experience is uniformly branded, provides user crisp images and clear path for information. 5 

What is your overall opinion of 
online experience? 

Uniform look and message throughout all web marketing materials. Very professional and 
easy to use with all expected tools. Only missing an easy way to contact Admissions directly 
via email, however Admission Inquiry is an option on the Contact Us form. 

5 

Total points (out of a possible 65) 61 

Average score (of all 13 ratings) 4.69 
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Competitor #2 – San Diego Miramar College 

 
The researcher used a false name 
with a real mailing address while 

posing as a potential student that is 
requesting information.  

 

Researcher Alias: Andie Owen  
Language: English 
Semester interested in attending: Fall 2016 
Current Street Address: 1506 18th St NW 
City/State/Zip: St Paul, MN 55112 
Phone: 612-633-3833  (non-working number) 
Email: aagot2b@gmail.com 

Rating Scale: 

1=poor/not helpful, 

2=fair/not mentioned, 

3=average/basic, 

4=good/helpful, 

5=excellent/beyond 

expectations 
Contact Method https://www.sdmiramar.edu 

Questions to Answer Following a 
Contact: 

Description/ Notes/ First Impressions: Rating (1-5) 

APPLICATION ACCESS   

Prominence of application access Accessible from main webpage however not directly out front and center. User must look 
around a bit to find it. 

3 

Visual appeal of application access The college main page has nice large scrolling pictures depicting campus life. The information 
is presented in blocks and the menu bar runs across the top of the page. It feels a bit dated 
to some current web practices. The application access page also has a basic and dated feel.   

3 

Clicks to application 2-clicks to access application system 5 

Ability to navigate to contact 
information 

Admission Office information appears on the right side bar of every admissions menu page. 
It provides a phone number and the office hours. 

5 

INFORMATION INQUIRY ACCESS   

Prominence of request form No request form found for general information, only for requesting campus tour. Contact 
email prominently displayed though in the right sidebar. 

4 

Clicks to request form No form found for general requests 2 

Ease of making request Utilized email from sidebar 5 

Initial response to inquiry Received a personalized email response from Outreach Office the following day 5 

Follow-up response to request No additional outreach after initial response 3 

MOBILE FRIENDLY   

Prominence of application access Website operates on mobile but is not optimized, menus are difficult to read. 3 

Prominence of request form No request form but contact email on sidebar (very small print) 4 

EXPERIENCE SUMMARY   

What stood out to you as the most 
important details of the experience? 

Basic information available as expected. Contact information easy to find to complete inquir-
ies. 

4 

What is your overall opinion of 
online experience? 

All the basics are there and accessible. Lacking dynamic or exciting features to draw a user 
in to the college.  

4 

Total points (out of a possible 65) 50 

Average score (of all 13 ratings) 3.85 
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Competitor #3 – Cal State – San Marcos 

 
The researcher used a false name 
with a real mailing address while 

posing as a potential student that is 
requesting information.  

 

Researcher Alias: Jenny Saylor  
Language: English 
Semester interested in attending: Fall 2017 
Current Street Address: 1742 Kirtley Dr 
City/State/Zip: Brandon, FL 33511 
Phone: 612-633-3833  (non-working number) 
Email: jasaylor@gmail.com 

Rating Scale: 

1=poor/not helpful, 

2=fair/not mentioned, 

3=average/basic, 

4=good/helpful, 

5=excellent/beyond 

expectations 
Contact Method https://www.csusm.edu 

Questions to Answer Following a 
Contact: 

Description/ Notes/ First Impressions: Rating (1-5) 

APPLICATION ACCESS   

Prominence of application access Web page is built to foster a “relationship” with the prospect and the application is not 
prominently displayed for easy access 

3 

Visual appeal of application access The college landing page has a professional look with easy to read information, nice spacing, 
quality photos and soft color palette providing a clean look. The CSU Mentor page is slightly 
bold utilizing red text. 

5 

Clicks to application 6-clicks to create an application log-in to access system 3 

Ability to navigate to contact 
information 

Located on the sidebar with several other Admissions/Outreach submenu options, has 
extensive list of email, phone and social media contacts 

5 

INFORMATION INQUIRY ACCESS   

Prominence of request form Utilizes VIP portal, easily found on sections submenu on left 5 

Clicks to request form One click to create student profile and user login (not same as application login) 5 

Ease of making request Items required marked with asterisk.  Phone number and email both required to submit. 4 

Initial response to inquiry Immediate email response to welcome to VIP Family 4 

Follow-up response to request Three days after first response; recommending campus tour (auto email) 5 

MOBILE FRIENDLY   

Prominence of application access Seamless mobile experience identical to website, no difference in application access.  5 

Prominence of request form No difference in access to VIP portal. 5 

EXPERIENCE SUMMARY   

What stood out to you as the most 
important details of the experience? 

The college is marketing primarily to traditional age students who are planning in advance to 
attend college. 

4 

What is your overall opinion of 
online experience? 

Uniform look and message throughout all web marketing materials. Has the feel expected of 
a four-year university. Access to the application was not prominent as access is not their 
immediate marketing focus. 

4 

Total points (out of a possible 65) 57 

Average score (of all 13 ratings) 4.38 
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APPENDIX F – EMAIL DATA  
PALOMAR COLLEGE 

Sent Wed Aug 24 10:12 am 
 
Recipient: 
admissions@palomar.edu 
 

Subject: 
Admissions Inquiry for Palomar 
College 

Hello, 
I'm wondering if you can help me. Is it too late to start classes this fall? 
If so, when should I begin applying for Spring? 
Do you have housing close to campus & are there any meal plans 
available? 
Where should I go to find a job on campus? 
Thank you, 
Andie 

Initial auto response reply to Admissions Inquiry for Palomar College 
 
Thank you for contacting Palomar College’s Admissions Office!  Due to our unusually high volume of inbound emails, please allow up to 3 
business days for a response to your inquiry.  For more urgent inquiries and requests, please visit the Admissions Office at either the San 
Marcos or Escondido locations.  
  
Please read through the following to see if your question is answered below: 
Many students have reported experiencing issues with Safari and Google Chrome web browsers.  Please only use Internet Explorer or 
Mozilla Firefox when using eServices, or attempting to change your password or retrieve your Palomar ID number. 
  
Enrollment Fees: Enrollment fees are due by midnight on August 15, 2016.  The final drop for non-payment of fees will take place on 
Tuesday, August 16, 2016.  Plan accordingly. 
  
Password Issues:  If you are attempting to reset your password and are receiving the message that there are two or more User ID’s 
assigned to your SSN, try these troubleshooting steps first: 

·         Double check that you typed your ID or SSN correctly 
·         Ensure you are not entering dashes (-) or spaces in your SSN 
·         Only enter your SSN if you do not know your Palomar ID number (Login ID), and only enter it in the box that asks 
for your SSN (not the Login ID box) 

If you have forgotten the answer to your challenge question, please come to the Admissions Office with a government issued photo ID to 
have your challenge question reset. 
  
Residency:  If you are submitting documentation to demonstrate your California resident status, please allow 5 business days before con-
tacting the office to check your status.  If you have recently applied or re-applied and were classified as a nonresident of California, please 
view this webpage, and follow the steps on the bottom half of the page. 
  
Counseling: If you need to schedule an appointment with an Academic Counselor, please call (760) 744-1150 ext. 2179.  Visit the Coun-
seling Department website for more information about their services. 
  
Financial Aid & Scholarships: If you are inquiring about your financial aid, please email finaid@palomar.edu from your Palomar Student 
email (and include your student ID number) with your inquiry.  The Financial Aid Office can only provide student specific information to 
Palomar email addresses, or in-person with a photo ID.  For general information about financial aid, including disbursement dates, please 
visit their website.  If you are a scholarship sponsor and would like your scholarship posted to our website, please forward your request to 
scholarships@palomar.edu. 
  
Tutoring Services: If you are struggling to keep up in a class, or just need help preparing for a test, Palomar College has a robust tutoring 
program on campus.  Click here for more information. 
  
Prerequisites: If you have completed a prerequisite course at another educational institution please read the following.  For English and 
math prerequisite clearance, please contact the Assessment Office at (760) 744-1150 ext. 2383, or email at assessmentdepart-
ment@palomar.edu.  For BIOL, CHEM, CHDV, MICR, PSYC (210, 225 and 230) and ZOO, please complete a Prerequisite Evaluation 
Request Form and submit to the Evaluations Office at  evaluations@palomar.edu. 
  
Transcripts and Verifications of Enrollment: If you need an official academic transcript, or verification of enrollment or non-
enrollment, contact the Records Office at records@palomar.edu.  
  
If your question was not answered above, don’t worry!  We’ll reply to your email within 2-3 business days. 
  
Admissions Office 
Palomar College 
1140 West Mission Road 
San Marcos, CA 92069 
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(760) 744-1150 ext. 2164 
admissions@palomar.edu 

Personalized response received Aug 26 8:19 am (2 days later) 
Good Morning Andie, 
  
     It might be a little difficult to get into classes at this point since the semester started. We will start taking 
Spring 2017 applications in October and then registration for classes usually starts in November. We are a 
community college so we do not offer housing or meal plans. You can contact the Office of Student Affairs to 
look at housing, food options, and jobs. They have boards that people post on in search of all of the above. 
They can be reached at 760-744-1150 ext.2594. 
  
Thank you, 
  
[Name] 
Enrollment Services Specialist 
Enrollment Services 
760-744-1150 ext.2164 

Sent Mon Sept 26 5:22 pm 
 
Recipient: 
Contact Us Comment Box 
 

Subject: 
Admissions Inquiry for Palomar 
College 

Name

  Jenny

Email Address

  jasaylor@gmail.com  

Please enter your comment below.

  

Are spring applications being accepted now? How soon do I need to 
complete the information & enrollment process to receive a priority 
registration date? 
 
Thank you!

Personalized email response received Mon Oct 3 8:46 am (7 days later) 
Hi Jenny, 
  
Yes, applications are being accepted for Spring.  To receive a priority registration appointment, you must apply 
on or before 10/17.  Appointments will be posted to eServices on 10/18. 
  
If you have any questions, please contact Admissions at admissions@palomar.edu. 
  
Best Regards, 
  
[Name] 
Admissions & Enrollment Coordinator 
Palomar College 
1140 West Mission Road 
San Marcos, CA 92069 
(760) 744-1150 ext. 2164 
admissions@palomar.edu 
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MIRACOSTA COLLEGE 

Sent Wed Aug 24 10:12 am 
 
Recipient: 
Contact form from main page of 
website  
 

Subject: 
Admissions Inquiry for MiraCosta 
College 

From: aagot2b@gmail.com [mailto:aagot2b@gmail.com] 
Sent: Wednesday, August 24, 2016 10:12 AM 
To: MiraCosta College Admissions <Admissions@miracosta.edu> 
Subject: Web Feedback Form Submission 
 
From (Name): Andie Owen 
From (Email): aagot2b@gmail.com 
From (SurfID): 
Regarding: Admission Question 
Feedback: Hello, 
I'm wondering if you can help me. Is it too late to start classes this fall? 
If so, when should I begin applying for Spring? 
Do you have housing close to campus & are there any meal plans available? 
Where should I go to find a job on campus? 
Thank you, 
Andie

Personalized email response received  Wed Aug 24 2:18 pm (same day) 
Subject: RE: Web Feedback Form Submission 
Sender: MiraCosta College Admissions <Admissions@miracosta.edu> 
Hello Andie, 
 
Our fall 2016 semester began this week, and the majority of our classes started this week.  We do, however, 
have a few late start classes that begin in September or October that you might be able to enroll in.  The list of 
last start classes can be found by going tohttp://www.miracosta.edu/officeofthepresident/pio/landing/late.html. 
 
Our spring 2017 semester application will be available on our website by late September.  Classes will begin 
January 22nd, and enrollment will begin in November. 
 
MiraCosta College does not offer on campus housing or dorms, however students can get a list of local apart-
ments for rent or roommate wanted information by going to 
http://www.miracosta.edu/studentservices/housing/index.html. 
 
Students who meet requirements can contact the Career Center for information on student employment, and 
further information can be found at http://www.miracosta.edu/instruction/careerservices/forstudents.html. 
 
Please feel free to contact us if you have further questions.  We are happy to assist! 
 
Have a great day! 
 
Admissions & Records 
MiraCosta College 
Oceanside Campus 
1 Barnard Drive 
Oceanside, CA 92056 
Hours: Monday - Thursday 8am - 7pm, Friday 8am - 4:30pm 
P 760.795.6620 
F 760.795.6626 
www.miracosta.edu 
www.facebook.com/miracostacc 
 
*Please note that due to privacy laws, we are not able to provide student specific information via email. Only 
general information is available. 
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SAN DIEGO MIRAMAR COLLEGE 

Sent Wed Aug 24 10:12 am 
 
Recipient: 
name@sdccd.edu 
 

Subject: 
Admissions Inquiry for Miramar 
College 

Hello, 
I'm wondering if you can help me. Is it too late to start classes this fall? 
If so, when should I begin applying for Spring? 
Do you have housing close to campus & are there any meal plans 
available? 
Where should I go to find a job on campus? 
Thank you, 
Andie 

Personalized email reply received Thur Aug 25 1:22 pm (one day later) 
 
Good Afternoon Andie, 
 
You can apply and register for classes until September 2nd, but please keep in mind that open registration has 
begun August 1st so you might be wait-listed for your classes. 
 
If you are interested in starting in spring you can apply now at 
https://applyonline.communitycollege.net/studentappview.cfm. 
 
Our College does not provide dorms for our students, but there are several apartments in the area that can be 
rented for a reasonable price. 
  
If you would be interested in finding a roommate you can try to find one through 
https://sandiego.craigslist.org/search/sha, or post an advertisement on the “News and Advertisement” boards 
located around the campus. 
  
There are no meal plans available, but our cafeteria offers broad variety of international and local cuisine op-
tions. Besides cafeteria we have two coffee shops and a convenient store available for our students. 
 
If you are interested in finding a job on campus I would recommend you to visit our Career Center. The Career 
Center offers; Career assessments available for major and career exploration, information on job search tech-
niques and interview skills, resume & cover letter critiques, just bring a draft of your current resume and/or 
cover letter, job postings for hundreds of jobs on Job Connect and our job board in K1-308.  
 
I hope you find this email helpful and please do not hesitate to contact me for further assistance. 
  
Sincerely 
  
[Name] 
Outreach Ambassador 
San Diego Miramar College 
10440 Black Mountain Road 
San Diego, CA 92126 
Office: K2-101 
PH (619) 388 7357 
FX (619) 388 7359 
outreach ambassador name@sdccd.edu 
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CAL STATE UNIVERSITY – SAN MARCOS 

Sent Wed Aug 24 10:12 am 
 
Recipient: 
apply@csusm.edu 
 

Subject: 
Admissions Inquiry for CSU San 
Marcos 

Hello, 
I'm wondering if you can help me. Is it too late to start classes this fall? 
If so, when should I begin applying for Spring? 
Do you have housing close to campus & are there any meal plans 
available? 
Where should I go to find a job on campus? 
Thank you, 
Andie 

Personalized email response Fri Aug 26 7:44 am (2 days later) 
Hi Andie, 
 
Thank you for your inquiry about admissions.  
California State University San Marcos accepts freshman applications each year between October 1 and No-
vember 30 for admission to the following fall term.  
 
CSU San Marcos will accept applications for the Spring Semester, during the filing period of August 1 - October 
30  for veterans and active-duty military as well as non-California residents. 
 
CSU San Marcos offers on-campus housing and includes two student housing options. Please visit the link below 
for more information:  http://www.csusm.edu/housing/ 
 
For student job inquiries, please visit the Cougar Jobs page: 
http://www.csusm.edu/careers/cougarjobs.html 
 
Sincerely, 
California State University San Marcos 
Admissions & Student Outreach Office 
(760) 750-4848 

Prospect Opportunity for VIP Page: 
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APPENDIX G – ONLINE IMAGES 
Palomar College 
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MiraCosta College 



 

PALOMAR COLLEGE COMPETITOR REVIEW 38 

 



 

PALOMAR COLLEGE COMPETITOR REVIEW 39 

 

 

 

 



 

PALOMAR COLLEGE COMPETITOR REVIEW 40 

 

 

 



 

PALOMAR COLLEGE COMPETITOR REVIEW 41 

 



 

PALOMAR COLLEGE COMPETITOR REVIEW 42 

 



 

PALOMAR COLLEGE COMPETITOR REVIEW 43 

 

 

 

 

 

San Diego Miramar College 
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