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Glossary of Acronyms

AA – Associate in Arts 
AACC – American Association of Community 

Colleges 
AAS – Associate in Applied Science 
AAT – Associate in Applied Technology 
ABE – Adult Basic Education 
AC – Assessment Committee 
ADD – Attention Deficit Disorder 
ADHD – Attention Deficit Hyperactivity Disorder 
AELP – Academic English Language Program 
AES – Associate in Engineering Science 
AQIP – Academic Quality Improvement Program 
AS – Associate in Science 
BNEA – Bloomington-Normal Education Alliance 
BOT – Board of Trustees 
CAC – College Advisory Council 
CAREER – Comprehensive Agreement Regard-

ing the Expansion of Educational Resources 
CAS – Curriculum and Academic Standards 
CCSSE – Community College Survey of Student 

Engagement 
CCTV – Closed Circuit Television 
CDL – Child Development Lab 
CDMP – Campus Development Master Planning 

Process 
CE – Continuing Education 
CIA – Council of Instructional Administrators 
CIO – Chief Information Officer 
CIRCLE – Central Illinois Regional Collaborative 

Effort  
CLC – Challenger Learning Center 
CO – Communication student learning outcome 
ComEd – Community Education 
COMPASS –Computer-Adaptive Placement, As-

sessment, and Support System 
CORE – Drug and Alcohol Survey 
CQI – Continuous Quality Improvement 
CRM – Constituent Relationship Management 
CSG – Course Selection Guide 
CSI – Confidential & Sensitive Information 
CT – Critical Thinking 
CT – Customized Training 
CT2 – Critical Thinking 2 
CTE – Career and Technical Education 
CTP - Comprehensive Transition and Postsec-

ondary  
DC – Dual Credit 
DECT – Developmental Education Coordination 

Team 
DI – Diversity student learning outcome 
DSS – Disability Support Services 

EAP – Employee Assistance Program 
EAV – Equalized Assessed Valuation 
EMPC – Emergency Management Planning 

Committee 
EMS – Emergency Medical Services 
ENGL – English 
ERP – Enterprise Resource Planning 
ESL – English as a Second Language 
ES/SS – Enrollment Services/Student Services 
FC – Foundational Commitments 
FISAP – Fiscal Operations Report and Applica-

tion to Participate 
FY – Fiscal Year 
FYEP – First-Year Experience Program 
GDO – Grants Development Office 
GE/Gen Ed – General Education 
GED – General Equivalency Diploma 
GENS – General Studies 
GI – Green Institute 
GPA – Grade Point Average 
GPS – Guided Path to Success 
GRS – Graduation Rate Survey 
HALO – Heartland Academy for Learning Oppor-

tunities.  
HCC – Heartland Community College 
HCCF – HCC Foundation 
HEART – Heartland Employee Activities & 

Recognition Team 
HEIS – Higher Education Insight Survey 
HEN – Heartland Employee Newsletter 
HLC – Higher Learning Commission 
HLC – Heartland Lincoln Center 
HPC – Heartland Pontiac Center 
HR – Human Resource 
IAI – Illinois Articulation Initiative 
IBHE – Illinois Board of Higher Education 
ICCB – Illinois Community College Board 
IDC – Instructional Development Center 
IE – Institutional Effectiveness 
IEP – Individualized Education Plan 
IGEN – Illinois Green Economy Network 
IPEDS – Integrated Postsecondary Education 

Data System 
IRT – Insurance Review Team 
IT – Information Technology 
ISAC – Illinois Student Assistance Commission 
ISU – Illinois State University 
KPI – Key Performance Indicator 
LEED – Leadership in Energy and Environmental 

Design 
LPN – Licensed Practical Nurse 
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MCCA - Mid Central Community Action  
NACADA – National Academic Advising Associa-

tion 
NADE – National Association of Developmental 

Education 
NASPA – National Association of Student Per-

sonnel Administrators 
NCCBP – National Community College Bench-

mark Project 
NJCAA – National Junior College Athletic Asso-

ciation 
NLN – National League for Nursing 
OSR – Office of Student Recruitment 
PERT - Promotion Evaluation Review Team  
PD- Professional Development 
PDC – Professional Development Council 
PN – Practical Nurse 
Pro/Tech – Professional/Technical 
RISE – Respect, Integrity, and Success through 

Education 

PS – Problem Solving 
READ – Reading 
RN – Registered Nurse 
SSI - Student Satisfaction Inventory 
SOAR – Student Orientation, Advisement and 

Registration 
SPOC – Single Point of Contact program 
SS – Student Services 
SWOT – Strengths, Weakness, Opportunities, 

and Threats 
STEM – Science, Technology, Engineering and 

Math 
SYTP – Second-Year Transition Program 
TSS – Technology Support Services 
VA – Veterans Administration 
VARK – Visual, Aural, Read/write, Kinesthetic 
WDC – Workforce Development Center 
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Institutional Overview 

Heartland Community College (HCC) was found-
ed in 1990 and began offering classes in the fall 
of 1991. HCC serves a geographic corridor that 
includes parts of six Central Illinois counties in 
which Bloomington-Normal serves as its popula-
tion center. This area, known as Heartland 
Community College District 540, encompasses 
some 1,863 square miles and serves a popula-
tion of more than 208,000 residents. 

Mission Statement: Heartland inspires lives 
through accessible and personalized student 
support, exemplary innovation, and high expec-
tations for success in teaching and learning. 

Vision Statement: Heartland is an adaptable 
and collaborative community resource, promoting 
life-long learning and exceptional community 
progress.  

Heartland Community College fulfills its mission 
through the following eight Foundational Commit-
ments: Valuing People; Collaborating Effectively; 
Serving as a Community Resource; Creating Ac-
cess to Opportunities; Supporting Student Suc-
cess; Modeling Stewardship and Sustainability; 
Leading Quality Innovation; and Exemplifying 
Teaching and Learning Excellence. 

Numbers and types of students, faculty, and 
staff: In FY 2013, HCC served 9951 undupli-
cated credit students and 14773 unduplicated 
non-credit students. As of Census Day Fall 2013, 
HCC has 5215 credit students enrolled: students 
are 25.2 years of age on average, 43% attend 
full-time; 15% are first-time students and 24% are 
minority students. 

As of Fall 2013, HCC employs a total of 811 fac-
ulty, staff, and administrators. Of 300 full-time 
employees, there are 89 faculty, 92 profes-
sional/technical staff, 52 classified staff and 67 
administrators. The remaining 511 employees 
are part-time and consist of 182 adjunct faculty, 
87 non-credit instructors, 85 student workers, 
and 157 other staff. 

Level and scope of academic offerings: As a 
public comprehensive community college, HCC 
responds to the lifelong learning needs of resi-
dents of District 540 through the following: 

 Associate degrees in Arts, Science and Engi-
neering Science; 

 Associate in Applied Science degrees in 20 
career and technical areas; 

 Basic and expanded certificates in 48 career 
and technical areas; 

 Developmental coursework in Reading, Writ-
ing, and Mathematics; 

 Adult Education, including General Equiva-
lency Diploma (GED) Preparation, English as 
a Second Language (ESL), and non-credit 
employability skills classes; 

 Community education offerings to promote 
personal and professional growth; 

 Continuing education and customized training 
to meet the unique needs of business, indus-
try, non-profit, and government entities; and 
services to fulfill economic, cultural, and rec-
reational needs. 

Campuses and additional instructional loca-
tions: HCC’s main campus is located in Normal, 
IL. HCC also maintains two satellite locations, 
one in Lincoln, IL and the other in Pontiac, IL. 
Additional instructional locations are utilized 
throughout the community, including hospitals 
and nursing homes for clinical studies, high 
schools for dual credit courses, and businesses 
for customized training courses.  

Distance delivery programs: Heartland offers 
course instruction in online and hybrid modes 
and currently offers seventeen degree and cer-
tificate programs recognized by the Higher 
Learning Commission as delivered via distance 
education. In Fall 2012, HCC was approved to 
offer distance-delivered programs in excess of 
20% of its total degree offerings. 

Other key campus programs and resources: 
Heartland is home to one of 50 Challenger 
Learning Centers (CLC) in the United States, 
Canada, and the United Kingdom. The CLC is a 
state-of-the-art educational facility with Mission 
Control and Space Station simulators. HCC 
houses The Green Institute (GI) which supports 
campus initiatives, educational programs, and 
community activities related to sustainability and 
other environmental initiatives and technologies. 
Heartland’s Child Development Lab (CDL) is a 
nationally accredited, inclusive demonstration lab 
school that provides care and education to the 
children of HCC students, faculty and staff. HCC 
participates in intercollegiate athletics as a mem-
ber of the National Junior College Athletic Asso-
ciation (NJCAA), fielding baseball, softball, and 
men’s and women’s soccer teams. 
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Academic Quality Improvement Program 
(AQIP) Action Projects at Heartland Commu-
nity College: Heartland’s initial approach to im-
plementing AQIP Action Projects focused chiefly 
on learner-related issues and needs. The stu-
dent-centered characteristics of Action Projects 
at HCC remain strongly intact and the College 
was pleased to have had this acknowledged dur-
ing the 2011 Quality Checkup. For example, 
Heartland’s Counseling Services Project team, 
which concludes its first phase of work in Fall 
2013, piloted and implemented a needs assess-
ment instrument allowing for clearer articulation 
of students’ mental health needs. A new Action 
Project team’s work will focus on positioning its 
services to meet those needs and adopting 
measurable, comparable service standards for 
ongoing assessment. 

The Academic Integrity Project will also roll off in  
Fall 2013 after having successfully institution-
alized its practices and efforts which are vested 
with the Academic Integrity Committee. Finally, 
HCC’s Guided Path to Success (GPS) initiative 
will conclude as an Action Project in Fall 2013 
after having substantially strengthened the Col-
lege’s relationships with its K-12 systems and 
institutions. This has been done chiefly through 
the implementation of more concerted assess-
ment and advising approaches with those 
schools and through data sharing efforts with the 
district offices. 

Strategic Planning: Heartland has made signifi-
cant progress in the restructuring of its strategic 
planning process and its current 2012-2017 Stra-
tegic Plan. The College has formally adopted re-
defined statements of its Vision, Mission, Values, 
and Foundational Commitments (key organizing 
elements for planning). Furthermore, cross-
functional teams finalized the language of its En-
during Goals and Strategic Focus goals which 
are aligned to HCC’s Foundational Commit-
ments. 

Systems and Process Mapping: Among the 
opportunities identified in the prior Systems Ap-
praisal Feedback were those which highlighted 
the need for the College to exercise greater effort 
toward understanding and implementing, “inten-
tional, ongoing, data-driven” systems through 
which it performs its work. One of the College’s 
responses to these key findings was the initiative 
known as Organizational Systems Mapping. The 
initiative resulted in 24 organizational “maps” de-

picting the relationships that specific HCC enti-
ties, units, or departments have to various key 
work processes that were identified and selected 
for mapping based on AQIP criteria. The systems 
mapping exercise entered its first transition to 
more detailed work process mapping and a focus 
on the development of performance indicators 
aligned with stakeholder needs. 

Data, Information, and Decision Support: A 
recurring theme throughout the Systems Ap-
praisal Feedback was the need for systematic 
data collection, management, and analysis prac-
tices. As such efforts have been ongoing to re-
vamp the architecture of the institutional data 
mart to make better use of up-to-date and more 
powerful analysis and reporting resources. Addi-
tionally, efforts have accelerated to map and 
document integral business processes and to 
create and maintain an institutional data glossa-
ry. Further, as set forth in the College’s Technol-
ogy Strategic Plan, HCC is moving forward with 
the implementation of a formal decision-support 
system to include a data warehouse solution and 
business intelligence platform. Finally, HCC’s 
roll-out of Microsoft SharePoint has now moved 
into its second major implementation phase to 
expand its model of distributed access to infor-
mation across the institution. 

HCC’s Quality Improvement Journey: Heart-
land was accepted as an AQIP college in Octo-
ber 2005, and embraced AQIP through a series 
of campus conversations and the development of 
four Action Projects in Fall 2006. In June 2009, 
Heartland submitted its first Systems Portfolio. 
Since that time, HCC has undergone a major 
transitional period, including the hiring of the Col-
lege’s second-ever President in June 2010, fol-
lowed by the Board appointment of the College’s 
third-ever President in June 2013. In the three 
years of Presidential transition, the College rather 
significantly changed its focus for heavier em-
phasis on career technical program development; 
re-wrote its vision, mission, and values state-
ments; and completely restructured its Cabinet 
and Academic Divisions. In naming its long-time 
Vice President of Business Services as its third 
President, the College is in a period of determin-
ing future direction and strategic focus as it is 
currently evaluating the changes reflected in this 
Systems Portfolio and determining successes, 
failures, and future directions. 
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Category 1 – Helping Students Learn 
Focuses on the design, deployment, and effec-
tiveness of teaching-learning processes that un-
derlie your institution’s credit and non-credit pro-
grams and courses, and on the processes re-
quired to support them. 

 Overview 

Processes for Helping Students Learn are at 
various stages of maturity. Based on the individ-
ual maturity assessments that follow, the cate-
gorical assessment of HCC’s approach to pro-
cesses in Category 1 is best characterized by the 
systematic designation—processes are repeat-
able, proactive, and assessed for continuous im-
provement with an aim toward alignment of pro-
cesses. Two major initiatives, the Cornerstone 
Learning Outcomes Assessment project and 
Heartland GPS define work in this category to 
align and integrate our efforts to help students at 
every stage of the learning process, and to as-
sess their learning in ways that lead to continu-
ous improvement.  

Specific strengths include concerted and inten-
tional efforts at aligning and integrating the spe-
cific processes surrounding the development of 
new credit programs, courses and learning out-
comes through the College’s two complementary 
shared governance committees: the Curriculum 
and Academic Standards (CAS) Committee and 
the Assessment Committee (AC). The well-
defined processes and procedures of these 
committees, and the high level of integration be-
tween the two committees, work to ensure sys-
tematic treatment of key processes (1P1, 1P2, 
1P3, 1P4, 1P13, 1P14 and 1P18). Work remains 
to better integrate the processes of these Com-
mittees with Institutional Research, and as such, 
a newly submitted AQIP Action Project focuses 
specifically on creating processes for ensuring 
the data needs for routinized course and program 
review are met. 

Another area of strength in this Category is the 
launching of Heartland GPS, which led to sys-
temizing key processes and services designed to 
on-board students and provide assistance along 
their individualized learning pathways. Heartland 
GPS has yielded significant improvements in how 
the College helps students identify their interests, 
select appropriate programs of study and career 
pathways, identify their learning preferences and 

needs and utilize College learning supports (1P7, 
1P9, 1P10, 1P15). GPS has also fostered a 
broader view of the many paths that lead stu-
dents to the college. In particular, it has afforded 
the opportunity for staff to develop (consider) 
strategies to align courses in Adult and Continu-
ing Education so that students can more easily 
transition to credit certificate and degree pro-
grams. 

The Cornerstone Learning Outcomes Assess-
ment project has been an ongoing effort to sys-
tematize the College’s learning outcomes as-
sessment practices. Efforts to align and integrate 
these processes were furthered following the 
College’s participation in a Higher Learning 
Commission (HLC) Assessment Workshop in 
February 2013 and the resulting action plan. That 
plan calls for: course-level assessment to expand 
to the program level, institutional data collection 
and analysis and integration between the curric-
ulum and the co-curriculum (1P16, 1P17, 1P18). 

The College also enjoys a thriving shared gov-
ernance committee (PERT - Promotion Evalua-
tion Review Team) that has set clear expecta-
tions for teaching and learning and follows a 
defined and robust process for ensuring faculty 
have the supports necessary to achieve those 
expectations (1P11). 

The College has made significant strides toward 
clearly identifying college-readiness standards, 
providing supports for underprepared students 
and designing curriculum and processes de-
signed specifically to improve success of under-
prepared students (1P5, 1P6 and 1P8). Align-
ment within areas of developmental education is 
sound and the College’s Developmental Educa-
tion Coordinating Team serves to ensure integra-
tion among developmental programs; however, 
developmental education remains largely isolated 
from college-level coursework. Recent efforts at 
embedding developmental education in college-
level coursework and reexamining the College’s 
placement standards for career technical courses 
will serve to better align and integrate develop-
mental education processes and efforts. 

While initial work to create an efficient course 
scheduling process is underway, work remains to 
develop data structures that allow for better de-
termination of the needs of students in order to 
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create a more effective and efficient course de-
livery system. 

 Processes 

1P1: How do you determine which common 
or shared objectives for learning and devel-
opment you should hold for all students pur-
suing degrees at a particular level? Whom do 
you involve in setting these objectives? 

HCC intentionally links its processes to deter-
mine shared learning objectives to the College’s 
strategic plan goals to “design, deliver, and as-
sess high quality curriculum and instruction for 
our diverse programs, supporting relevant career 
pathways for learners” and to “effectively assess 
students’ experiences, creating actionable intelli-
gence applied at key momentum points to im-
prove student learning.” 

Two complementary shared governance com-
mittees (CAS and AC) oversee the development, 
implementation, assessment and systematic re-
view of the College’s shared learning outcomes, 
which were initially developed in 1993 - shortly 
after Heartland’s inception. These outcomes rep-
resent HCC’s General Education Program and 
have been dubbed “the Cornerstones.” The Cor-
nerstones assess student learning in four main 
areas: communication, diversity, problem solving 
and critical thinking. 

Faculty, staff and administration spanning areas 
of learning and student success comprise the 
membership of these two committees and are 
ultimately responsible for determining the shared 
learning objectives of the College. While the AC 
implements and assesses these outcomes, it is 
the CAS Committee that plays the primary role in 
determining these learning outcomes through 
regular review of the rigor and relevance of these 
outcomes. CAS reviews these outcomes sys-
tematically every five years as part of the Col-
lege’s program review process (the outcomes 
have been significantly revised three times since 
1993 as a result of the review process). Multiple 
questions are addressed during this process (de-
tailed in 1P13), but alignment with HCC’s institu-
tional Vision, Mission and Values is a key ques-
tion and thus during the most recent review 
cycle, the College’s learning outcomes were also 
reviewed against the backdrop of the College’s 
new vision statement: “Heartland is an adaptable 

and collaborative community resource, promoting 
life-long learning and exceptional community 
progress.” Assessing the alignment of HCC’s 
outcomes with the learning needs identified by 
local business, industry and education leaders 
during a College visioning process was important 
in determining whether the College was effec-
tively working toward its vision. This visioning ac-
tivity led to discussions in both the CAS and As-
sessment committees to ensure the shared 
learning outcomes of the College were address-
ing identified needs. These included broad-based 
needs in applied analytics, communication, tech-
nology and P-20 curricular alignment (e.g., 
Common Core). These needs informed the re-
view of the outcomes, and were addressed not in 
edits to the outcome statements themselves, but 
in highlighting those needs in the development of 
rubrics for assessing the outcomes. 

The College’s shared learning outcomes are re-
viewed systematically to ensure continued rele-
vance and effectiveness during the program re-
view process described in 1P13. 

1P2: How do you determine your specific 
program learning objectives? Whom do you 
involve in setting these objectives? 

HCC’s processes to determine specific program 
learning objectives are also intentionally linked to 
the College’s strategic plan goals to “design, de-
liver, and assess high quality curriculum and in-
struction for our diverse programs, supporting 
relevant career pathways for learners” and to “ef-
fectively assess students’ experiences, creating 
actionable intelligence applied at key momentum 
points to improve student learning.” 

Faculty Program Coordinators in Learning and 
Student Success, working in conjunction with all 
faculty teaching in the program, have primary re-
sponsibility for determining specific program 
learning objectives. Program Coordinators con-
sult various constituents in the development of 
program learning objectives (e.g., external advi-
sory teams consisting of local employers and ar-
ea experts, P-20 educational partners for curricu-
lar alignment, state, national and regulatory 
accrediting bodies and Illinois Articulation Initia-
tive (IAI) guidelines) and must share that ra-
tionale with the two approving bodies at the Col-
lege (the CAS and Assessment committees). 
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The CAS and Assessment committees also play 
key roles in driving this process across all pro-
grams. When a new program is developed, pro-
gram-level outcomes are identified on the pro-
gram description and are then mapped through-
out the program and embedded on master 
course syllabi. Those outcomes are reviewed by 
the CAS and Assessment committees for rigor, 
relevance, and measurability. While occupation-
ally accredited programs at the College have led 
the way on this process out of necessity (e.g., 
Nursing, Radiography), the CAS and Assess-
ment committees now require all newly devel-
oped programs and those being revised to iden-
tify course program outcomes, the rationale for 
those outcomes and indicators of their coverage 
and assessment on course master syllabi. 

Once developed and approved, program learning 
objectives are reviewed systematically to ensure 
continued appropriateness and effectiveness dur-
ing the program review process described in 
1P13. 

1P3: How do you design new programs and 
courses that facilitate student learning and 
are competitive with those offered by other 
organizations? 

New credit courses and programs are designed 
following a process outlined by the CAS Commit-
tee to ensure the College is developing rigorous 
and relevant courses and programs. That pro-
cess includes the following steps: 

1) Statement of Rationale: Developers are 
asked to address how the course/program 
enhances the current curriculum ; how it 
compares with offerings at other institutions; 
how it will align with transfer and employment 
needs (labor market data is presented); ra-
tionale for any required prerequisites and 
alignment with the College’s shared learning 
outcomes, IAI, accrediting body standards, 
workforce needs, etc. The process focuses 
on ensuring not only the quality of the pro-
gram, but also the need for the program with 
assurance that it will be competitive and suc-
cessful. Labor market data along with focus 
group or advisory council input are essential 
components to determining community need, 
along with analysis of surrounding offerings 
and chargebacks (how many students in 
HCC’s district are currently going outside of 

the district for this program) in order to ensure 
the College is developing competitive pro-
grams; 

2) Presentation of course and program curricu-
lum: developers must present complete copy 
of the program curriculum and outcomes 
along with any new master syllabi (a template 
and directions are provided); 

3) Internal review and approval: developers 
meet with the CAS and Assessment commit-
tees following their review to discuss any 
needed revisions before the final vote on ap-
proval. Approved programs are then sub-
mitted to the College’s Board of Trustees 
(BOT) for review and approval before sending 
programs and courses on for state-level ap-
proval. 

The CAS and Assessment committees review 
requires the course and program developer to 
submit materials electronically to a SharePoint 
workspace. Three reviewers from each commit-
tee review the materials and provide comments, 
which the entire committee then discusses at its 
standing meetings with the course/program de-
veloper. Each committee has a distinct focus: 
CAS reviewers focus on academic matters relat-
ed to content, rigor, relevance, academic policies 
and standards, etc. The Assessment Committee 
reviewers focus on the design of the learning 
outcomes to ensure they are measureable and 
on the assessment methods to ensure they are 
aligned to the outcomes being measured. 

Once developed and approved, courses and 
programs are reviewed systematically to ensure 
continued facilitation of student learning and 
competitiveness during the program review pro-
cess described in 1P13. Non-credit courses are 
designed by program and training coordinators 
working closely with instructors (practitioners), 
area employers, professional organizations, li-
censing bodies. Staff members developing these 
short term training and enrichment courses are 
constantly scanning the local, regional and na-
tional environment to remain competitive with 
other providers. 

1P4: How do you design responsive academ-
ic programming that balances and integrates 
learning goals, students’ career needs, and 
the realities of the employment market? 

Heartland has established the following process-
es and practices to ensure that its academic pro-
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gramming is responsive and that it balances and 
integrates learning goals, students’ career needs 
and the realities of the employment market. 

Embedding shared learning outcomes (Cor-
nerstones) across the Curriculum. Heartland’s 
shared learning outcomes are not limited to gen-
eral education courses and programs, but rather 
are very intentionally embedded throughout the 
curriculum and programs as they are competen-
cies that were developed and are revised and 
reviewed in consultation with external stakehold-
ers, including local employers and educational 
partners. Recent College visioning meetings had 
heavy focus on ensuring that the Cornerstones of 
the Heartland education are in line with what 
HCC students need in order to successfully con-
tinue their education and to be successful in the 
current employment market. 

Integration of Academic and Career and 
Technical Education (CTE) Program and Fac-
ulty. Heartland’s institutional structure places 
emphasis on integrating academic programs and 
faculty with CTE programs and faculty. Recent 
initiatives have also focused on integration of 
learning goals and programming between credit 
programs and continuing education (e.g., stacka-
ble curriculum with embedded industry certifica-
tion). 

Program Approval Process. The program ap-
proval process described in 1P3 also places a 
premium on ensuring that programs developed 
by the College have strong rationale based on 
ensuring student learning and employment needs 
(transferability, labor market data, advisory team 
consultation, etc.). 

Program Review Process. Programs are re-
viewed during the program review process de-
scribed in 1P13 to ensure they continue to in-
tegrate learning goals, students’ career needs 
and the realities of the employment market. 

Visioning Process. In 2011-12, the College en-
gaged in a Visioning Process during which it 
convened nine separate industry-related focus 
groups consisting of community leaders (lead 
administrators, human resource specialists, prac-
titioners, educators, etc.) to gain district-wide in-
put from industries prevalent in HCC’s service 
regions. The goal was to obtain feedback to en-
sure Heartland’s current and future programming 

is meeting the needs of the community. This pro-
cess will continue in the future as the College de-
veloped a new position specifically focused on 
better aligning and integrating HCC’s services 
within the community. 

1P5: How do you determine the preparation 
required of students for the specific curricula, 
programs, courses, and learning they will 
pursue? 

The college utilizes multiple processes to deter-
mine the preparation of incoming students. Stu-
dents complete mandatory assessments in read-
ing, writing and mathematics before enrolling for 
coursework. (Note: a student with an ACT score 
of 21 places directly into college level reading 
and writing courses and a 23 in math places di-
rectly into college level math courses.) Advisors 
also audit transcripts of students who have 
earned college credit at other institutions to de-
termine whether one or more common as-
sessments are needed. In writing, students first 
assess with Computer-Adaptive Placement, As-
sessment, and Support System (COMPASS) 
and, if placed below college-level, then complete 
a required writing sample for more nuanced 
placement into one of two levels of developmen-
tal English.  

Recently, the College made an attempt to sys-
tematize the tracking of students who take devel-
opmental (remedial) courses at the college. 
HCC’s developmental programs in math, reading 
and writing have undergone, or are currently 
completing, program evaluations that are tied to 
certification by the National Association of Devel-
opmental Education (NADE). One result of the 
certification process is the collection of extensive 
baseline data for student success in these cours-
es. The data collection and analysis process is 
now systematized so that programs and process 
owners (e.g., program chairs) will receive yearly 
data reports featuring students success rates, 
demographics, etc. to use for program review.  

Currently, a joint effort involving Enrollment Ser-
vices, the Developmental Education Coordinating 
Team (DECT) and relevant faculty and staff has 
begun to re-examine the current Course Selec-
tion Guide (CSG). The CSG delineates which 
courses students can take if they have not 
reached college level reading, writing or mathe-
matics. While some general education courses 
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are available to students who place below col-
lege-level, a great many courses are not availa-
ble. The current effort to examine the effective-
ness of the CSG is informed by data gathered on 
student success in college level courses based 
on their placement scores. This is a relatively 
new and ongoing effort.  

1P6: How do you communicate to current and 
prospective students the required preparation 
and learning and development objectives for 
specific programs, courses, and degrees or 
credentials? How do admissions, student 
support, and registration services aid in this 
process? 

Heartland developed a comprehensive and sys-
tematic approach to communicating required stu-
dent preparation and learning outcomes as a part 
of the Guided Path to Success (Heartland GPS) 
initiative. Formally, that communication begins 
with the View Book, which provides an overview 
of programs. It continues in the Student Success 
Guide, which provides more details on the Col-
lege’s shared learning outcomes (the Corner-
stones), programs of study, assessment/ place-
ment requirements, student supports and 
services, and outlines the “Choices of Successful 
Students”. The communication becomes even 
more specific in Heartland’s Course Catalog and 
Student Handbook, which outline admissions re-
quirements, placement requirements and course 
and program requirements. Each program has a 
print and web document that identifies what stu-
dents can expect to learn in the program, the oc-
cupational outlook, as well as a detailed curricu-
lum guide, which contains specific course 
descriptions. The documents are currently under 
a major revision process to ensure consistency of 
information across all sources. Requirements are 
further specified in master course syllabi, which 
include the course description, course learning 
outcomes, Cornerstone outcomes and Program 
learning outcomes. 

While print and web information serve as one 
venue of communication, the College also incor-
porates extensive in-person communication re-
garding required preparation and learning objec-
tives. This often begins at Information Nights, 
Recruitment Open Houses and visits, and is fur-
thered during a required (for full-time students) 
orientation and New Student Days where stu-
dents are exposed to the On Course Principles 

(choices of successful students; developing 
strong non-cognitive skills for success) and meet 
with an advisor to discuss their academic goals 
and program and course selections and require-
ments. Follow-up with students is accomplished 
through advisor appointments (now handled 
through the new SARS GRID software), degree 
audits and on-the-spot advising. Instant advising 
is a new process in which advisors go where the 
students are, setting up in hallways, the Café, 
and upon faculty invitation, the classroom. The 
Heartland GPS process continues this communi-
cation in the classroom, where faculty members 
further communicate required preparation and 
learning objectives and faculty program coordina-
tors assist in tracking students’ progress through 
their certificate and degree programs.  

1P7: How do you help students select pro-
grams of study that match their needs, inter-
ests, and abilities? 

A key component of the Heartland GPS initiative 
is helping students identify a pathway that suits 
their needs, interests and abilities. The College 
has developed several processes to accomplish 
this. Initially, the College works with its secondary 
education partners to provide guided pathways 
through the use of Career Cruising software; the 
Road Trip Nation experience, which helps stu-
dents explore their local community and map 
their interests to future pathways in life; and the 
Guided Path to Success workshops, which are 
offered free of charge. These HCC-sponsored 
workshops focus on a number of topics, including 
Exploring Your Strengths and Career Choices, 
Exploring Your Learning Preferences, and Tar-
geting Success. 

Additionally, Enrollment Services and Student 
Success staff members have been trained to 
conduct Strong Interest Inventories for students, 
which can be administered in the high schools, 
during the enrollment process, and at any time 
during a student’s tenure. All new degree-
seeking students are to meet with Advisement 
staff twice in their first semester. The first meet-
ing is to select courses and the second is to 
complete a plan of study for the degree they are 
seeking, which includes use of the myPlanner 
tool. The College also offers Student Success 
courses on campus, including courses on Career 
Choice and on Life Success. These courses are 
available to all students and are required for stu-
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dents who test into two or more areas of devel-
opmental education. The College has enhanced 
its course and program descriptions to clearly 
identify for students what they can expect to 
learn. The career options associated with each 
pathway help students to select a pathway that 
aligns with their identified needs, interests and 
abilities. Finally, the faculty role in Heartland GPS 
is to continue to link courses and programs of 
study to life and career interests within the class-
room. 

1P8: How do you deal with students who are 
underprepared for the academic programs 
and courses you offer? 

Students are placed into classes at their ability 
level so they can be successful. Multiple 
measures are used to place students into reading 
and writing classes.  

Spring 2013 marked the first semester of re-
quired enrollment in GENS 105 (Life Success) for 
students who place into two or more develop-
mental education courses. Life Success courses 
are taught by faculty and staff who have attended 
the intensive On Course Workshop. Additionally, 
there is an ongoing effort to infuse On Course 
principles and strategies across the college.  

Developmental English, reading and math pro-
grams have undergone significant curricular 
change in the last several years.  

English. The developmental English program 
redesign resulted in the creation of a new course, 
ENGL 099, as part of an accelerated learning 
program (ALP). In Fall 2013 the course and 
structure were fully implemented. The accelerat-
ed program enables students who have placed 
below college level on the writing assessment, 
but at a relatively higher level, to enroll in ENGL 
101 with required co-enrollment in ENGL 099. 
ENGL 099 is a support course with distinct learn-
ing objectives that emphasize non-cognitive 
skills, including time and project management, 
attitude and motivation.  

Reading. Ongoing and intentional efforts to im-
prove communication between lecture and lab 
components of READ 070, 090 and 091 have 
made it easier to monitor students’ overall at-
tendance patterns and intervene appropriately. 
Ongoing collection and analysis of data by the 
program enables continuous monitoring of stu-

dent success and data-driven decision making at 
the most basic of levels: improvement of stu-
dents’ attitude toward reading and students’ im-
proved reading comprehension.  

Math Success Center. Students may progress 
through modules at their own pace, working as 
quickly or slowly through the content as they 
need. The program also prevents students from 
having to return to material that has previously 
been mastered. If students do not reach the rec-
ommended milestone for progress at the end of 
the semester, they do not “start over” at the be-
ginning of the next semester, rather, their pro-
gress is saved and the student is able to continue 
where he/she left off in the content. 

Adult Education. Adult Education serves indi-
viduals who lack basic literacy skills needed for 
college level course work. Adult Basic Education 
is available for native English speakers and the 
Academic English Language Program (AELP) is 
designed for non-native English speakers. AELP 
completers are automatically placed into college 
level English/writing courses. They may also uti-
lize an open math lab to prepare for math place-
ment prior to enrolling in credit courses.  

Counseling Center. The establishment of a new 
Counseling Center promotes persistence by of-
fering the student the opportunity to use problem-
solving to change habits that are barriers to daily 
academic success. 

Tutoring Services. Tutoring Services achieved 
advanced National Association of Developmental 
Education (NADE) certification in February 2013.  

Early Warning. The College implemented an 
Early Warning request available to instructors for 
students who are at risk of failure (lack of attend-
ance or progress, disruptive behavior, personal 
problems). Instructors are encouraged to submit 
Early Warning forms within the first 21 days of 
the semester—a timeframe deemed crucial for 
student success. The forms are submitted to the 
Division of Student Success and then forwarded 
to Enrollment Services, where an advisor will 
make contact with the student. This contact al-
lows advisors to direct students to relevant col-
lege supports (such as tutoring).  

Heartland Academy for Learning Opportuni-
ties (HALO). HALO staff review each Individual-
ized Education Plans (IEPs) and psychological 
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report to determine academic and social-emo-
tional readiness. Further, the program requires 
letters of recommendation for students applying 
to the program and uses this information to eval-
uate social-emotional readiness for the program. 

GPS workshops. The GPS Workshop Series is 
a carefully selected assortment of workshops de-
signed to help students with study skills, life skills 
and college and career readiness. There are 
three separate topic areas for workshops, each 
focusing on a different area of success: Person-
al/Life Success, Academic Success and Career 
Success. High schools can customize the work-
shop series to make it a meaningful experience 
for their students. In the 2012-2013 school year, 
participating high schools offered students the 
option of simply attending the GPS workshops for 
the learning experience, or completing the after-
assignments required to earn free college credit. 

During the pilot year, Enrollment Services and 
Student Success did not have a process in place 
to measure the overall effectiveness of the work-
shops. However, those divisions did track the 
students’ progress on their after-assignments 
throughout the year to be able to assess the level 
of progress being made in understanding and 
mastering the concepts. The workshop facilita-
tors also issued random student surveys every 
four weeks allowing students to self-report on the 
usefulness of the workshop session. 

Project RISE (Respect, Integrity and Success 
through Education). Project RISE, a TRIO pro-
gram, exists to help students remain in college, 
graduate, and transfer to their chosen four-year 
educational institution. Project RISE offers a 
number of services created to increase success 
for students at HCC. These services include cus-
tomized assistance in the following areas: finan-
cial literacy counseling, academic counseling, 
career counseling, transfer counseling, a college 
course for first-year college students and a col-
lege course for transferring college students. In 
addition, the program offers other supports nec-
essary for success in college such as mentoring, 
college skills workshops, priority registration, vis-
its to in state four-year institutions and educa-
tional cultural enrichment activities. 

1P9: How do you detect and address differ-
ences in students’ learning styles? 

The College has implemented various processes 
to ensure that students and instructors are able 
to identify and address differences in learning 
styles to aid in the learning process. First, the 
College has invested heavily in training all faculty 
and staff on learning styles assessment. Using a 
workshop based on David Kolb’s defined styles, 
multiple workshops have been held at the begin-
ning of each semester, including at the all-
campus Best Practices Kick-Off day, and the In-
structional Development Center (IDC) continues 
those workshops throughout the academic year.  

Learning styles assessment occurs in Heart-
land’s student success courses, which are avail-
able to all students and required for students 
testing into two or more areas of developmental 
education. The College also offers, free of 
charge, a GPS workshop, “Exploring Your Learn-
ing Preferences,” to prospective students in the 
high schools and to students on campus. These 
workshops count toward college credit. Work-
shops are run continually and available at multi-
ple times throughout the semester.  

Additionally, learning styles assessment is em-
bedded into instructional design throughout the 
curriculum at the College. Faculty members are 
required to demonstrate how their instructional 
design is structured to address various learning 
styles and to differentiate instruction for students 
having diverse learning styles and capacities. 
This is a requirement in order to attain the first 
level of promotion beyond tenure at the College.  

1P10: How do you address the special needs 
of student subgroups (e.g., handicapped stu-
dents, seniors, commuters)? 

Heartland has developed a variety of processes 
and programs to assist, for example, the follow-
ing student subgroups. 

Students with Disabilities. Heartland’s Disabil-
ity Support Services (DSS) mission is to ensure 
students have equal access to the College’s pro-
grams, services and activities. DSS provides ser-
vices for students with, for example, visual im-
pairments (e.g., Zoom Text, JAWS screen read-
ing software , E-text, large print and Braille); 
hearing impairments (e.g., FM system, interpret-
ers, note-takers); learning disabilities (e.g., adap-
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tive testing, laptops, note-takers, computerized 
text readers); Attention Deficit Disorder/Attention 
Deficit Hyperactivity Disorder (ADD/ADHD) (e.g., 
adaptive testing, reduced distraction room for 
testing, note-takers); and mobility and physical 
impairments (e.g., ergonomic accommodations, 
note-takers, mobility training). Heartland tutors 
also receive specialized training for each of these 
subgroups and DSS works with the IDC to pro-
vide training to faculty on assisting students with 
disabilities in the classroom. 

Heartland has also initiated a new program, 
HALO, to provide access to higher education for 
students with intellectual disabilities who are in-
terested in continuing their education in a sup-
portive yet challenging learning environment. 
Working with the Heartland faculty, student body 
and community volunteers, HALO students re-
ceive a first-rate educational experience as well 
as exposure to various social and academic en-
richment opportunities. Heartland’s HALO Pro-
gram has been recognized as a CTP (Compre-
hensive Transition and Postsecondary) program 
by the U.S. Department of Education, allowing 
eligible students working toward the Certificate of 
Achievement in Life Skills Development to apply 
for federal financial aid in the form of Pell Grants, 
SEOG Funds and college work study. Heartland 
Community College is only one of two organiza-
tions in Illinois with this exemplary designation. 
Students in the HALO Program work toward the 
certificate with coursework designed to build ac-
ademic, career and life skills. The students take a 
variety of courses in inclusive and non-inclusive 
environments with their HALO peers. Students 
are given the option to take developmental edu-
cation courses and community education and 
audit/credit courses in inclusive settings, as well 
to take life skills and functional academic courses 
with their HALO peers. 

Students with Counseling and Personal De-
velopment Needs. Heartland has developed a 
new Counseling Services Center with a dedi-
cated counselor on staff to provide counseling 
and personal development services to students. 
Student Counseling Services provides holistic, 
high quality, innovative mental health counseling, 
health promotion, consultation and outreach ser-
vices that augment HCC students’ paths to suc-
cess. This is done by strengthening students’ ca-
pacities for personal growth, which will assist 

them to persist in accomplishing their academic 
and life goals. 

First-Generation College Students. HCC’s Pro-
ject RISE program provides assistance to first-
generation College students including specialized 
academic counseling, career counseling, transfer 
counseling and financial counseling. 

Adult Learners. Heartland’s new Adult Transi-
tion Services is staffed by a new position at the 
College, the Associate Director for Adult Transi-
tion, and offers adult students assistance with 
preparing for the Basic Skills Assessment, as 
well as individual support and referrals to addi-
tional on-campus and off-campus resources. One 
recent addition to Adult Transition Services sup-
ports is assistance for adult learners who are 
suspected to have a learning disability but have 
never been tested. The department has ear-
marked funds to allow these students to have the 
necessary assessments which could diagnose a 
learning disability and allows the College to offer 
appropriate accommodations. 

Veterans. Heartland has developed a new Vet-
erans Center on campus as well as a Student 
Veterans of America student club, both serving 
as resources to assist student veterans. The 
Center provides dedicated space to student vet-
erans and includes an information nexus station 
where VA work-study students assist patrons and 
disseminate information on education benefits, 
disability compensation and VA home loans and 
life insurance as well as a lounge area for veter-
ans and their families. 

Students with Financial Hardship. In addition 
to services provided through Project RISE and 
the financial literacy components embedded into 
student success courses and GPS workshops, 
Heartland is engaged as one of four founding 
organizations in a new initiative called Next Step. 
The goal of Next Step is to empower individuals 
to achieve financial self-sufficiency. This is a col-
laborative model between Heartland Community 
College, Mid Central Community Action (MCCA), 
United Way of McLean County and the University 
of Illinois College of Law Community Preserva-
tion Clinic. This initiative allows the College to 
offer needed services to students in the catego-
ries of income supports, career and educational 
pathways and financial coaching. A College Nav-
igator at HCC helps coordinate initial integration 
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of services such as the Next Step Financial 
Coach who coordinates services offered by Mid 
Central Community Action or other community 
partners. Similarly, an Income Supports Coach is 
available on campus to assist with clarifying re-
sources available and individual eligibility. 

International Students. Heartland offers an Ac-
ademic English Language Program that provides 
three semesters of intensive English language as 
well as a support office on campus with a desig-
nated staff member with professional training in 
assisting international students. Heartland also 
has several organizations serving international 
students including the Chinese Students Asso-
ciation and the Group of Academic and Transi-
tioned ESL Students. 

Student Athletes. Several supports on campus 
are directed at the College’s student athletes in-
cluding study tables, a dedicated advisor, and a 
new program, Best in the Nest. This program is a 
specialized mentoring program that assigns an 
academic mentor to a small group of athletes in a 
program designed to create incentive and rein-
forcement for positive behaviors that can lead 
students to success in academics and to encour-
age positive peer support toward student aca-
demic success. 

Students with Children. Heartland offers a 
state-of-the art Child Development Lab, a nation-
ally accredited inclusive demonstration laboratory 
school that provides high quality care and educa-
tion to the children of Heartland Community Col-
lege’s students. Heartland provides a wealth of 
parenting resources and also has a Parent Sup-
port Group on campus, designed to address the 
issues of student parents on campus and provide 
a supportive environment. 

Seniors. Heartland also offers specialized com-
munity education course listings for older adults 
with a focus on providing lifelong learning oppor-
tunities and an active retirement lifestyle. The 
College offers tuition-free credit courses to those 
over the age of 65. 

1P11: How do you define, document, and 
communicate across your institution your 
expectations for effective teaching and learn-
ing? 

Heartland has clear processes and a systematic 
approach to defining, documenting and com-

municating its expectations for effective teaching 
and learning. The process begins in new faculty 
orientations and continues with on-boarding ef-
forts where full-time and part-time faculty are ex-
posed to the College’s general expectations of 
faculty as well as the College’s teaching and 
learning values. These values are reviewed 
through a shared governance process and are 
embedded in HCC’s mission, enduring and stra-
tegic focus goals, annual performance evalua-
tions and faculty promotion system.  

Shared Governance for Promotion and Evalu-
ation Standards and Review. The College’s 
Promotion Evaluation Review Team (PERT) is a 
shared governance structure with membership 
spanning full-time and part-time faculty and in-
structional administration that sets the standards 
for performance evaluation and promotion and 
runs the tenure and promotion process each 
year. Evaluation instruments and promotion 
guidelines and procedures are reviewed on a 
regular cycle and are communicated in writing via 
the College’s Faculty Handbook and the PERT 
Faculty Resource Center in SharePoint as well 
as verbally during New Faculty Orientation, in 
one-on-one follow-up meetings between the 
PERT Faculty Co-Chair and all new faculty, and 
in regular meetings between faculty and their su-
pervisor. This includes a required annual meeting 
to discuss performance evaluation and goal-
setting. 

Annual Performance Evaluation for Faculty. 
The College’s faculty performance evaluation 
process places a premium on high quality teach-
ing practices, instructional design and assess-
ment practices as well as professional develop-
ment aimed at continuous improvement in each 
of those areas. This annual performance instru-
ment is aligned with the goals and objectives of 
the faculty promotion process. Full-time faculty 
must submit a self-evaluation at the conclusion of 
each academic year documenting their progress 
in each of the areas in the previous year as well 
as their goals in each area for the coming year. 
They must also attach two assessment forms 
documenting evidence of assessment of student 
learning. Supervisors then complete a review of 
the submitted documents, any classroom obser-
vations conducted and the student course evalu-
ations for all full-time faculty members and Tier 1 
part-time faculty on an annual basis and all Tier 2 
and above part-time faculty on a rotating basis. 
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Promotion Processes and Procedures. At 
Heartland, a faculty member’s ability to advance 
through the promotion process is “contingent up-
on such faculty member’s demonstration of con-
tinued engagement in thinking critically about 
teaching, student learning, and participation in 
scholarly activities designed to promote effective 
teaching practices” (Heartland Faculty Associa-
tion Collective Bargaining Agreement). The pro-
motion portfolio is the means by which candi-
dates for promotion provide evidence that they 
have engaged in thinking critically about their 
teaching and their students’ learning and that 
they have acted on that thinking by engaging in 
continuous improvement of what goes on in the 
learning environment over which they have con-
trol. 

The promotion portfolio at Heartland builds upon 
the annual performance process and represents 
a cumulative approach to faculty professional de-
velopment and growth whereby faculty at the first 
level of promotion (tenure and promotion to As-
sistant Professor) focus on formalizing their 
teaching philosophy particularly as it pertains to 
how they view teaching and learning and the ori-
gins of those views. Faculty at the second level 
(Associate Professor) focus on documenting their 
instructional design and teaching practices, par-
ticularly as they relate to maximizing active stu-
dent engagement, addressing various learning 
styles, incorporating the appropriate use of in-
structional resources and making teaching and 
learning relevant and meaningful for students. 
Faculty at the third level (Professor I) must 
demonstrate expertise in assessment of student 
learning by providing a holistic account of how 
they incorporate formative and summative as-
sessment methods in a course and by document-
ing the impact that assessment has on student 
learning. Faculty at the fourth level (Professor II) 
must demonstrate significant accomplishments in 
academic engagement (professional develop-
ment, service and leadership). Finally, faculty at 
the fifth level (Distinguished Professor) must 
demonstrate significant leadership in the scholar-
ship of teaching and learning. 

In order to further communicate and to assist 
faculty in achieving the College’s expectations for 
excellence in teaching and learning, Heartland 
has demonstrated a very strong commitment to 
the professional development of its faculty and 

has developed several key processes and pro-
grams to ensure that development. 

Instructional Development Center (IDC) and 
Faculty Academies. The IDC is “dedicated to 
assisting faculty, both full-time and part-time, with 
their overall teaching and learning needs” and as 
such sponsors a program of workshops, semi-
nars, and drop-in consultations designed around 
teaching, learning and assessment. One such 
offering, the Faculty Academy, was developed in 
Heartland’s first AQIP Action Plan. The Faculty 
Academy is a cohort approach to the develop-
ment of faculty. Faculty Academy I is designed 
for newer faculty to the College with the goal of 
acclimating faculty to the teaching and learning 
expectations and environment at HCC and intro-
ducing faculty to best practices and current in-
structional initiatives. Topics include, for exam-
ple, HCC’s student body profile, classroom 
management, College learning supports for stu-
dents, helping students make successful choices 
(On Course), developmental education, syllabi 
construction, general assessment tools and 
strategies, and assessment of the College’s 
shared learning outcomes (the Cornerstones). 
Faculty Academy II is designed for any faculty 
member and is issue-focused or text-focused. 
Examples include: What the Best College 
Teachers Do, The Heart of Higher Education: A 
Call to Renewal, and Teaching with Your Mouth 
Shut: The Power of Introverts in a World that 
Can’t Stop Talking. Participation in IDC offerings 
is high as it is an expectation of full-time faculty 
for annual performance and promotion and a sti-
pend is offered to part-time faculty as an incen-
tive. 

Best Practices Kick-Off. At the beginning of 
each semester, all full-time and part-time faculty 
and instructional administrators are invited to at-
tend the Best Practices Kick-Off, where they pre-
sent and attend sessions on best practices in 
teaching, learning and assessment. Attendance 
is excellent as full-time faculty and instructional 
administrators have the expectation to attend and 
part-time faculty members are provided a stipend 
as incentive to attend. 

Individual Faculty Professional Development 
Budgets. Faculty members are assigned profes-
sional development money every year to attend 
conferences, subscribe to academic journals and 
continue their education. Currently, that budget is 
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$1,000 per year per full-time faculty member, 
with a pool of additional money faculty can tap for 
professional development related to the 
achievement of a current institutional initiative. 
Up to $400 per year per adjunct faculty member 
is also available. 

Continuing Education and Degree Attainment. 
Heartland also supports the continuing education 
of its faculty by providing monies for tuition waiv-
ers. The College also supports a summer extern-
ship program for faculty designed to allow faculty 
to work in the area they teach to learn more 
about current workplace practices and innova-
tions. 

1P12: How do you build an effective and effi-
cient course delivery system that addresses 
both students’ needs and your institution’s 
requirements? 

Heartland has focused on developing data struc-
tures that allow us to better determine the needs 
of its students in order to create a more effective 
and efficient course delivery system. Those data 
were used in the creation of a centralized two-
year master schedule that aims to meet the 
course and program needs of HCC’s students 
(day classes, night classes, flex-entry classes, 
self-accelerated classes, hybrid and online clas-
ses). Each individual academic division submit-
ted its two year course rotation to a centralized 
source that cross-checked the schedule to en-
sure all program courses were scheduled without 
conflict. The College had hoped to purchase 
scheduling software to assist in these efforts, but 
budgetary constraints precluded the purchase, so 
an individual at the College was tasked with the 
role of manually cross-checking the schedule to 
ensure it meets programmatic needs at the three 
campus locations. The master schedule will be 
entered into an electronic student academic 
planner (My Planner). This way, students will be 
able to identify their academic plan of study and 
place courses in their shopping cart to track 
completion of their program and allow for sched-
ule planning.  

In creating the master schedule, several consid-
erations were given priority: 1) the ability for stu-
dents to complete program requirements in a 
timely manner; 2) the ability to serve the Col-
lege’s night student population; 3) the ability to 
serve the needs of the online student population; 

4) the ability to provide flex enrollment entry 
points for students; 5) planned rotations for dual 
credit offered at area high schools and courses 
and programs offered at the Heartland Lincoln 
Center and the Heartland Pontiac Center and 6) 
efficiencies in space utilization. 

In order to ensure a robust offering of hybrid and 
online courses to meet student demand, the Col-
lege invested in upgrading its Learning Manage-
ment System (BlackBoard 9.1); institutional sup-
port for faculty training and development (a staff 
member dedicated to providing that training and 
development has been hired and the training has 
been revamped); and stipends as incentives for 
both full and part-time faculty to develop new hy-
brid and online course offerings. 

HCC committed to guaranteeing the courses in 
the master schedule, without cancellation, once 
they open for student enrollment. Courses in the 
master schedule will be augmented by new wait-
list courses to ensure the College is meeting any 
unanticipated student need. 

The master schedule will be reviewed at the con-
clusion of each semester to re-evaluate enroll-
ment trends. Changes to the master schedule will 
be made centrally to ensure continued effective-
ness and efficiency. 

1P13: How do you ensure that your programs 
and courses are up-to-date and effective? 

Heartland ensures that its programs and courses 
remain up-to-date and effective through the pro-
gram review process. Program and course data 
are generated on an annual basis to monitor pro-
gress and full reports are due on a five-year cy-
cle. The reports for academic programs are 
structured around five key questions: 

1) Why are we here? This report category fo-
cuses on the alignment of the programs’ pur-
pose and mission with the institutional mis-
sion and value, AQIP categories and 
accrediting bodies’ goals and statewide 
goals. Programs must identify learning out-
comes and alignment of learning outcomes 
from the course, to program, to institution 
levels. 

2) What are we doing/trying to accomplish? This 
report category focuses on the particulars of 
the program: the courses, the relevancy and 
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appropriateness of the curriculum and the 
process indicators. 

3) How well are we doing it? This report catego-
ry focuses on assessment methods and out-
come indicators. Key outcome indicators 
such as course and program completion 
rates, transfer/employment rates, facul-
ty/student satisfaction rates and grades/pass 
licensure rates are reported and compared 
against benchmarks, if available. 

4) What does it mean? This report category fo-
cuses on analysis of program strengths and 
areas for improvement, and for career tech-
nical programs, analysis of continued labor 
market need for the program. The process 
described in 1P2 at the approval stage is con-
tinued during each program review cycle. 

5) Where are we going and how do we get 
there? This report category focuses on plans, 
activities, goals and outcomes for the future, 
and indicates any program needs (resources/ 
budgets) and any new initiatives proposed for 
the program. 

Other program areas that serve to support the 
academic programs (e.g., enrollment services, 
student services, student life, etc.) also complete 
the five-key questions reports, with differing pro-
cess and outcome indicators of success. 

The program review process does include some 
external reviews/validation as well, but in addition 
to those processes, the College relies on pro-
gram accreditations and Advisory Team consults 
to ensure the programs remain up-to-date and 
effective. 

The College also places a premium on the pro-
fessional development of its faculty and instruc-
tional staff as described in detail in 1P11. 

In the coming year, the College plans to launch a 
new AQIP Action Project to review and revise the 
program review process to: 1) provide a process 
for training faculty and staff involved in program 
review; 2) better align the current internal five 
questions document and data points with the 
AQIP categories; 3) develop standard dates for 
program review reports to be reviewed by the 
CAS and Assessment Committees and 4) devel-
op an electronic means of collecting and retriev-
ing data entered for program review that can eas-
ily be accessed and aligned to other institutional 
reports such as AQIP, strategic and operational 
planning, budget, etc. 

1P14: How do you change or discontinue 
programs and courses? 

Department faculty and administrators determine 
the need to change or discontinue credit courses 
and programs based on the data analyzed in ad-
dressing the five questions posed during the pro-
gram review cycle. Individual courses and pro-
grams are reviewed for relevancy and 
effectiveness with the standard data points gen-
erated for program review along with any addi-
tional data requested by departments. Any revi-
sions to courses or programs or proposed culling 
of courses and programs are presented to the 
two complementary shared governance commit-
tees (the Curriculum and Academic Standards 
Committee and the Assessment Committee) 
which oversee the development, implementation, 
assessment and systematic review of the Col-
lege’s courses and programs. The CAS Commit-
tee takes final action on any proposal and those 
actions are then submitted to the Illinois Commu-
nity College Board (ICCB). 

Noncredit courses are changed and updated 
based on student evaluations, employer de-
mands and modifications in industry certifica-
tion/license requirements. Courses are discontin-
ued based largely on enrollment. 

1P15: How do you determine and address the 
learning support needs (tutoring, advising, 
placement, library, laboratories, etc.) of your 
students and faculty in your student learning, 
development, and assessment processes? 

Heartland’s Instructional Development Center 
(IDC) offers a range of professional development 
opportunities for faculty. The IDC routinely sur-
veys faculty to determine interests and needs 
and conducts post-surveys to track faculty satis-
faction with offerings.  

While the IDC specializes in faculty development, 
a new position, the Director of Professional De-
velopment, has brought new opportunities in de-
termining and addressing the needs of all HCC 
employees.  

Tutoring and Testing seeks input and feedback 
from students by conducting regular surveys of 
students who have utilized these resources. 
Testing looks at the distribution of student testing 
to make better use of employee resources and to 
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enhance the availability to students using Tu-
torTrac. 

The HCC Library employs data collection meth-
ods to track students, check-out patterns, num-
ber of books, etc.  

Additionally, campus wide assessments such as 
the Student Satisfaction Inventory (SSI) and the 
Community College Survey of Student Engage-
ment (CCSSE) are reviewed to determine how 
effectively areas on campus are addressing the 
learning support needs of students. 

1P16: How do you align your co-curricular 
development goals with your curricular learn-
ing objectives? 

Heartland’s student life and activity programs are 
still relatively new. Since the writing of the last 
systems portfolio in 2009 when the programs had 
only recently been developed, the College has 
placed the programs under the direction of the 
Dean of Student Success, whose overall job re-
sponsibilities integrate academic success with 
co-curricular supports. Co-curricular areas have 
established program goals with the academic 
success of the student at the foundation of those 
goals, and the College is currently undertaking a 
process to align co-curricular goals with the Col-
lege shared learning outcomes (the Corner-
stones). 

As a result of a plan developed at the Higher 
Learning Commission Assessment Workshop in 
February 2013, HCC has identified the following 
goals to achieve this objective: 

Co-Curricular Outcomes Mapping (Academ-
ic Year 2013-14): The twenty Cornerstone out-
comes will be mapped to Student Services, 
Academic Support, Student Success and Stu-
dent Life. Similar to the process used for cur-
ricular mapping in academic courses, Corner-
stone leaders will be identified in each co-
curricular area and will meet as a cohort for 
training and then will work with the staff in their 
respective areas to conduct the mapping exer-
cise and report progress back in regular meet-
ings of the cohort group. The same assess-
ment form used for documentation of student 
learning in courses will be used to document 
student exposure/learning in the co-curriculum. 
Reporting will focus on the numbers of students 
exposed to the outcomes where actual evi-

dence of student learning is more difficult to 
measure. 

Data Collection Across the Co-Curriculum 
(Academic Year 2014-15): As in the curricular 
areas, the College will begin systematic profes-
sional development of co-curricular staff 
aligned with the collection of data on student 
exposure/learning on the outcomes which will 
be led by the Assessment Committee. 

1P17: How do you determine that students to 
whom you award degrees and certificates 
have met your learning and development ex-
pectations? 

Degrees and certificates are awarded upon suc-
cessful completion of the curriculum, which con-
tains very intentionally designed course and pro-
gram learning outcomes developed through 
processes described in 1P1, 1P2, 1P3 and 1P4. 
Faculty design assessments and evaluation 
methods that ensure course and program learn-
ing outcomes are met in order to successfully 
complete courses. The College has invested in a 
tremendous amount of professional development 
for faculty in the area of development, measure-
ment and evaluation of learning outcomes, in-
cluding heavy investment in the mapping and as-
sessment of the College’s shared learning 
outcomes (the Cornerstones). HCC believes its 
internal checks on validity of its learning out-
comes through the Assessment Committee result 
in courses and programs that award grades that 
are intentionally aligned with achievement of the 
learning expectations. 

The College also relies on external sources of 
validation. Objective data on success of transfer 
students, pass rates on licensure exams and in-
dustry certifications, employer satisfaction sur-
veys, along with anecdotal data from representa-
tives of advisory teams, employers engaged in 
internships, job shadowing, service learning, clin-
icals, and practicums, all work to validate appro-
priate alignment of the requirements for comple-
tion of certificates and degrees with the learning 
outcomes. 

1P18: How do you design your processes for 
assessing student learning? 

HCC’s processes to determine that students 
have met the learning and development expecta-
tions are intentionally linked to the College’s stra-
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tegic plan goal to “design, deliver, and assess 
high quality curriculum and instruction for our di-
verse programs, supporting relevant career 
pathways for learners.”  

In credit courses, the processes for assessing 
student learning are designed by the Assessment 
Committee and this has been an area of focus for 
the College since the writing of the last systems 
portfolio. 

As described in 1P1 and 1P2, faculty members 
develop the course and program learning out-
comes and those are reviewed and approved 
through the CAS and Assessment Committees. 
Faculty submit evidence of student learning via 
the assessment form annually as a part of the 
performance evaluation process to ensure ap-
propriate alignment of assessment methods to 
learning outcomes and to document student 
learning by outcome. Course and program level 
assessments are reviewed regularly at the pro-
gram level and systematically through the pro-
gram review process.  

Program-level assessment of the College’s 
shared outcomes (the Cornerstones) is designed 
by the Assessment Committee and involves mul-
tiples processes (course design and outcome 
selection, faculty professional development and 
training, outcome coverage analysis and data 
collection, outcome data review, outcome dis-
cussion and continuous improvement feedback). 

Course redesign and outcome selection: 
Starting in 2008, the College began with an in-
tensive course redesign process to ensure that 
the appropriate Cornerstone outcomes were em-
bedded on each master syllabus. Beginning with 
the four highest enrolled General Education 
courses (ENGL 101, COMM 101, PSY 101 and 
SOC 101), course coordinators were assigned, 
met as a group to develop a common under-
standing of the general education outcomes, and 
then worked with faculty in their areas to deter-
mine appropriate Cornerstone outcomes for each 
of their courses (each course was required to in-
clude at least one outcome from each of the four 
main competencies). While Cornerstone out-
comes were already included on many master 
syllabi, this process ensured current faculty col-
laboration and consensus in determining which 
outcomes were placed on course syllabi. Course 
coordinators developed sample assessments 

faculty could use to be included in a Course 
Guidebook distributed to all faculty members 
teaching the course. This process was replicated 
in subsequent years, and has now been com-
pleted for 20 of the College’s highest enrolled 
courses spanning general education (each IAI 
grouping) and career technical courses. 

Faculty professional development and train-
ing: Following course redesign, the next phase 
involved working to deepen the culture of as-
sessment by preparing faculty for formal docu-
mentation of student learning on these outcomes. 
For this process, the assessment form was used 
to gather evidence of student learning on the 
outcomes. At the outset, and as an ongoing pro-
cess, the College provides extensive training on 
assessment and documentation using the as-
sessment form through a variety of sources in-
cluding the College’s Instructional Development 
Center, department and division meetings, and 
supervisor evaluation of the assessment form as 
a part of the annual evaluation process. Faculty 
members in some of the redesigned courses 
were asked to select one outcome and all com-
plete an assessment form for that outcome. 
Course coordinators reviewed those assess-
ments in tandem with the supervisor to determine 
validity and reliability of assessments.  

Outcome coverage analysis and data collec-
tion: Cornerstone outcomes coverage was 
mapped to determine in which courses each out-
come was being assessed, and data were col-
lected on graduating students’ exposure to the 
outcomes. From those course and student-level 
data, the College was able to determine the 
learning outcomes with the most coverage, and 
those that may need to be mapped to more 
courses to ensure sufficient exposure. This aca-
demic year, the Assessment Committee began a 
systematic process for data collection across the 
College, starting with the Critical Thinking 2 
(CT2) outcome, which is the outcome that ap-
pears on more master syllabi than any other out-
come. Professional development and information 
sessions throughout the year will culminate in the 
collection of data at the conclusion of the aca-
demic year. Data will be collected from all faculty 
members teaching a course containing the CT2 
outcome via the assessment form and an adden-
dum to that form for documentation of aggregat-
ed data on student performance on the CT2 out-
come in their course.  
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The same process will be initiated for co-
curricular programs in the coming academic year. 

Outcome data review, discussion, and con-
tinuous improvement: Data collected will be 
reviewed by the Assessment Committee against 
the CT2 rubric for validity and reliability, and re-
sults will be disseminated and discussed the fol-
lowing year via a campus conversation on the 
CT2 outcome with the goals of improving faculty 
understanding of the CT2 outcome, enhancing 
validity and reliability of the assessments and ul-
timately discussing instructional strategies to im-
prove student learning on the CT2 outcome. 

 Results 

1R1: What measures of your students’ learn-
ing and development do you collect and ana-
lyze regularly? 

Each academic year, faculty members submit 
two Assessment Forms providing evidence of 
student learning for two course learning out-
comes. Those Forms are reviewed by their su-
pervisors, and in some instances also by pro-
gram coordinators and department faculty as a 
whole. This process of evidence collection and 
discussion has largely been used for professional 
development purposes to date in order to ensure 
that faculty were correctly aligning assessments 
to learning outcomes and measuring evidence of 
student learning effectively. After four years of 
this level of data collection and professional de-
velopment, the College has embarked on more 
formal and widespread collection of student 
learning data on singular shared learning out-
comes, beginning with the Critical Thinking 2 
outcome, starting in Academic Year 2013-14. 

In addition to the authentic, on-the-ground evi-
dence collection referenced above, the Institu-
tional Effectiveness Office also collects and dis-
seminates multiple measures of student learning 
and development. Figures 1R1-1 through 1R1-3 
illustrate a few of those measures from Integrat-
ed Postsecondary Education Data System 
(IPEDS) Graduation Rate Survey (GRS) and us-
ing the National Community College Benchmark 
Project (NCCBP). Others can be found in other 
Category 1 results sections. 

Figure 1R1 – 1: Degree and Certificate Comple-
tion Rates within 3 years of the IPEDS first-time, 
full-time fall (GRS) cohort  

 
Source: IPEDS Graduation Rate Survey 
Comparison Group: NCCBP Form 2 Median Values 

Figure 1R1 – 2: Degree and Certificate Comple-
tion Rates within 3 years of the IPEDS first-time, 
part-time fall (GRS) cohort  

 
Source: IPEDS Graduation Rate Survey 
Comparison Group: NCCBP Form 2 Median Values 

Figure 1R1 – 3: Retention Rate and Completer 
Success Rate 

Source: Student Information System 
Comparison Group: NCCBP Form 7 Median Values 
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1R2: What are your performance results for 
your common student learning and develop-
ment objectives? 

The College’s shared learning outcomes have 
been analyzed to indicate level of exposure to 
outcomes across the curriculum. In 2009, stu-
dents graduating with an Associate of Arts de-
gree were exposed to the shared learning out-
comes an average of 28 times; whereas following 
the Cornerstone course redesign described in 
1P18, average exposure of graduates increased 
to 41.4 times. 

Additionally, the College identified shared learn-
ing outcomes with the highest exposure rates by 
graduates: Critical Thinking 2 (5.68 exposures); 
Communication 2 (5.05); Diversity 3 (4.63); and 
Critical Thinking 3 (4.04); and those with the low-
est exposure rates: Problem-Solving 5 (0); 
Communication 6 (.53); Communication 3 (.83); 
and Problem-Solving 3 (.83). 

Based on these results, the Assessment Commit-
tee began systematic data collection on the high-
est-hit outcomes for analysis and is also investi-
gating how to further embed the lowest-hit 
outcomes across the curriculum.  

HCC also utilizes several measures to examine 
performance results for general student learning 
and development objectives. Form 4 of the Na-
tional Community College Benchmark Project 
measures fall-to-fall and fall-to-spring persistence 
rates for credit students. Fall-to-fall enrollment at 
HCC increased by 32.5% from FY 2008 (42.82%) 
through FY 2010 (56.75%), a trend that ran coun-
ter to that of comparable institutions (FY 2008 = 
49.73%; FY 2010 = 48.44%) (Figure 1R2-1). 
Though fall-to-spring persistence increased for 
HCC in FY 2009, HCC exhibited an overall de-
crease in fall-to-spring persistence from FY 2008 
(61.11%) through FY 2010 (58.65%), while fall-
to-spring persistence rates remained relatively 
stable at comparable institutions at roughly 71% 
during the same period (Figure 1R2-2). 

While persistence rates are important, HCC 
needs to ensure that students are making suffi-
cient academic progress. Form 12 of NCCBP re-
ports the percentage the overall success rate for 
credit course enrollees, the success rate for cred-
it course completers, and the percentage of suc-
cessful grades that were either an A or B. Of total 

HCC credit enrollees (Figure 1R2-3), 70.82% of 
credit course enrollments at HCC were success-
ful in FY 2008, increasing to 72.40% in FY 2009 
before decreasing to 70.52% in FY 2010. This 
was slightly below the average 73.75% course 
enrollee success rate at comparable institutions 
over these three years. From FY 2008 through 
FY 2010, 87.55% of credit course enrollments 
were completed, slightly below the average of 
90.05% for comparable institutions. Of total HCC 
course completers (Figure 1R2-4), 81.21% were 
successful in FY 2008, increasing to 82.05% in 
FY 2009 but decreasing to 80.88% in FY 2010. A 
similar trend was found in comparable institutions 
during this period, though these institutions saw 
an average success rate of 82.39%.  

 

Figure 1R2 – 1: Fall-to-Fall Persistence Rate for 
Credit Students 

Source: Student Information System 
Comparison Value: NCCBP Form 4 Median Values 

 

Figure 1R2 – 2: Fall-to-Spring Persistence Rate 
for Credit Students 

Source: Student Information System 
Comparison Value: NCCBP Form 4 Median Values 
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Figure 1R2 – 3: Course Enrollee Success Rates 
in Credit Courses 

 
Source: Student Information System 
Comparison Value: NCCBP Form 12 Median Values 

 

Figure 1R2 – 4: Course Completer Success 
Rates in Credit Courses 

 
Source: Student Information System 
Comparison Value: NCCBP Form 12 Median Values 

 

Figure 1R2 – 5: A and B Grade Rates in Credit 
Courses 

Source: Student Information System 
Comparison Value: NCCBP Form 12 Median Values 

Figure 1R2 – 6: Cohort and Non-Cohort Percent-
age, 2007-2009 

Source: IPEDS Graduation Rate Survey Results (2007-
2009), ICCB A1 Annual Enrollment Report 

Figure 1R2 – 7: Three-Year Completion and Per-
sistence Percentage First-Time, Full-Time, De-
gree-Seeking, 2007-2009 

Source: IPEDS Graduation Rate Survey Results (2007-
2009) 

Figure 1R2 – 8: Three-Year Completion and Per-
sistence Percentage for Part Time Students 
2009-2013 

Source: IPEDS Graduation Rate Survey Results (2009-
2013) 
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Results from the Graduation Rate Survey (GRS) 
identify timeliness of student success for first-
time college students in three-year cohorts, sepa-
rated into part-time and full-time credit loads 
(Figures 1R2-6 through 1R2-8). The percentage 
of first-time college students within the overall 
credit enrollment decreased from 2005 enrollees 
(30.2%) to 2006 enrollees (12.6%), and has 
stayed relatively stable since. However, from the 
2005 cohort through the 2009 cohort, HCC saw a 
decrease in three-year graduation rates and an 
increase in students no longer enrolled at any 
institution and who had not graduated. This trend 
held true for both part-time and full-time students, 
though the increase in non-enrollment was more 
dramatic for part-time students, as 63.6% of the 
students from the 2009 first-time, part-time cohort 
were no longer enrolled at any institution and had 
not graduated. 

It is also important to note which higher educa-
tion institutions Heartland’s students are attend-
ing after they have begun attending classes at 
HCC. The National Student Clearinghouse’s Stu-
dentTracker database provides information on 
which schools students have attended after a 
specified search date (Figure 1R2-9). The first 
school students are attending after their initial 
date of attendance at HCC is Illinois State Uni-
versity (ISU), and has been for the past five 
completed fiscal years. However, it is interesting 
to note the trend of increasing student attend-
ance at institutions with broad online course and 
program offerings. This is an important consider-
ation point in determining future online course 
offerings.  

1R3: What are your performance results for 
specific program learning objectives? 

As described in 1P13, HCC has an established 
program review process during which each indi-
vidual program assesses success and comple-
tion rates. Figures 1R3-1 through 1R3-5 include 
examples of some general College program data 
as well as some specific examples in Nursing. 

Figure 1R3 – 1: Degrees & Certificates Awarded 
FY2010-2012 

Source: Complete College America, Compiled by ICCB 
FY10-FY12 

Figure 1R2 – 9: Top 10 Schools Subsequently Attended by HCC Students FY 2012 and Ranking from 
Previous Fiscal Years 

 

Source: ICCB A1 Report as related to the National Student Clearinghouse StudentTracker, last access date 8/13/2013 

College Name State Type

Ranking 

FY 12 

Student 

Count           

FY 12 FY 11 FY 10 FY 09 FY 08 FY 07

Illinois State University IL Public 1 5362 1 1 1 1 1

University Of Phoenix AZ Private 2 977 2 2 2 2 5

Lincoln College IL Private 3 757 4 4 4 4 3

University Of Illinois at Urbana IL Public 4 573 3 3 3 3 2

Illinois Central College IL Public 5 543 5 5 6 5 4

Ashford University CA Private 6 415 6 7 13 35 125

Parkland College IL Public 7 359 7 6 5 6 6

Southern Illinois University Edwardsville IL Public 8 307 8 9 8 10 11

Eastern Illinois University IL Public 9 294 9 7 9 9 9

University Of Illinois at Springfield IL Public 10 263 10 13 11 11 10

Rankings from Previous Fiscal Years
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Figure 1R3 – 2: Percentage of Full-Time Entering 
Students Earning 24 Credit Hours in Their First 
Academic Year, FY09-11 

Source: Complete College America, Compiled by ICCB 
FY09-FY11 

Figure 1R3 – 3: Percentage of Part-Time Enter-
ing Students Earning 12 Credit Hours in Their 
First Academic Year, FY09-11 

 
Source: Complete College America, Compiled by ICCB 
FY09-FY11 

Figure 1R3 – 4: NCLEX-RN Pass Rates, 2010-
2012 

Source: nursing.illinois.gov 

Figure 1R3 – 5: NCLEX-PN Pass Rates, 2010-
2012 

Source: nursing.illinois.gov 

1R4. What is your evidence that the students 
completing your programs, degrees, and cer-
tificates have acquired the knowledge and 
skills required by your stakeholders (i.e., oth-
er educational institutions and employers)? 

Of the students transferring to ISU, approximate-
ly 77% had 58 or greater credit hours accepted 
by ISU in Fall 2012 (Figure 1R4-1). Overall, the 
percentage of HCC students at transfer institu-
tions that graduate within three years of HCC 
completion decreased from 50.50% in 2006 to 
38.35% in 2010 (Figure 1R4-2). 

Qualitative evidence of required knowledge ac-
quisition for transfer is also collected during rou-
tine meetings of faculty and administration, par-
ticularly with ISU, our leading transfer institution. 
For example, HCC and ISU English faculty meet 
routinely to discuss curricular alignment and per-
formance of transfer students. Local high school 
faculty members are included in these discus-
sions to complete the transfer pathway loop. 

As described throughout Category 1 process de-
scription, the College routinely elicits feedback 
from local employers regarding the alignment of 
HCC course and programs with employer need. 
The routine with which the College seeks this 
feedback makes it of value, beyond anecdotal, 
when assessing our effectiveness in meeting 
employer education needs. Some programs, 
such as Nursing, also routinely collect employer 
survey data, which helps substantiate qualitative 
data generated during Advisory Team meetings. 
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Figure 1R4 – 1: Frequency of Students by Num-
ber of Credit Hours Accepted by Illinois State 
University, Fall 2012 

Source: Fall 2012 Community College Counselor Day Data 
from Illinois State University 

Figure 1R4 – 2: Percentage of HCC Associate’s 
Degree Completers Graduating from Another In-
stitution with a Degree Higher than Associate’s 
Within 3 years of HCC Completion FY06 – FY10 

Source: ICCB A1 Report Count of Completions as related to 
National Student Clearinghouse StudentTracker Results 

1R5. What are your performance results for 
learning support processes (advising, library 
and laboratory use, etc.)? 

The academic services scale of the Student Sat-
isfaction Inventory (SSI) evaluates student satis-
faction with several ancillary support services, 
such as academic advising and the institution’s 
library. HCC satisfaction with this scale increased 
from 5.59 to 5.60 from 2006 to 2011, above the 
ratings for national community colleges (Figure 
1R5-1). 

Figure 1R5 – 1: SSI Scale Item - Academic Ser-
vices, 2006 and 2011 

 
Source: Noel-Levitz Student Satisfaction Inventory Survey, 
2006 and 2011 

1R6. How do your results for the performance 
of your processes in Helping Students Learn 
compare with the results of other higher edu-
cation institutions and, where appropriate, 
with results of organizations outside of high-
er education? 

As Illinois State University is the primary transfer 
institution for HCC students, academic success 
for HCC students at ISU aligns with the effective-
ness of helping students learn. The percentage 
of HCC students at ISU in good academic stand-
ing for Spring 2013 was 94.1% (Figure 1R6-1), 
slightly below the percentages for transfers from 
all community colleges and from other four-year 
institutions. Native students were the students 
most likely to be in good academic standing, at 
95.1% in Spring 2013. 

Figure 1R6 – 1: Illinois State University’s Spring 
2013 Academic Standing Percentages for Trans-
fer Students 

Source: Illinois State University Office of Admissions 
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 Improvements 

1I1: What recent improvement have you made 
in this category? How systematic and com-
prehensive are your processes and results 
for helping students learn? 

Heartland has focused on several areas to sys-
tematize its processes for helping students learn, 
a few of those improvements are highlighted 
here. The College’s processes are becoming 
much more systematic, and HCC is focusing 
more on generating actionable data to help us 
learn more from our results. 

Creating and Supporting Pathways to Suc-
cess. Heartland’s Guided Path to Success 
(Heartland GPS) initiative encompasses a net-
work of intentional supports embedded through-
out the College to foster student success at entry 
level and beyond. The Heartland GPS model be-
gins with enhancing our partnerships with area 
high school and career centers to create seam-
less pathways to College through curricular 
alignment, dual credit and collaborative ap-
proaches to academic preparation and career 
counseling (Career Cruising, GPS Workshop Se-
ries, Road Trip Nation). The College has invested 
heavily in this effort, hiring a new Coordinator of 
Dual Credit Programs and well as two new posi-
tions in Student Success to direct and assist with 
these GPS efforts specifically. As a result, HCC 
has initiated and maintained regular meetings 
regarding curricular alignment (Common Core), 
increased dual credit to more high schools and 
career centers, and quickly expanded our GPS 
Workshop series to more than 50 workshop offer-
ings in area high schools and career centers. 
Adult Education bridge programs are another es-
sential new component of GPS. Working in col-
laboration, Adult Education instructors and facul-
ty in business, heath, and STEM have worked to 
create bridge pathways into high demand areas.  

Heartland’s GPS continues once students enter 
their academic program on campus with a high 
level of personalized support for students and 
continued academic, career and personal coun-
seling (e.g., Early Alert System, Strong Interest 
Inventories, campus GPS Workshops, Student 
Success courses, on-the-spot advising, etc.). 
GPS is then embedded in the classroom experi-
ence as the College has invested in training fac-
ulty to assist with GPS through employing On 
Course strategies (non-cognitive skill develop-

ment) and to assist with efforts to further aca-
demic and career counseling opportunities in the 
classroom. Academic Advising, Career Services, 
Continuing Education, and Alumni Services take 
GPS to culmination as they work with students to 
transition them to transfer institutions, employ-
ment, and life-long learning pathways.  

Course and program design has also followed 
the lead of GPS. Accelerated and adaptive mod-
els of developmental education have replaced 
traditional course models. For instance, the 
Changing the Equation Math Success Center 
and Read Right® program feature individualized 
and self-paced milestones to reinforce content 
mastery. The redesigned English 099 course in-
corporates essential non-cognitive skill outcomes 
and co-enrollment in college level English. These 
programs are already showing very positive re-
sults. 

Heartland’s commitment to GPS is embedded 
throughout the College’s Strategic Plan, in Foun-
dational Commitments and Enduring and Strate-
gic Focus Goals and is featured in the College’s 
first comprehensive fundraising campaign, with a 
lead gift from corporate partner State Farm help-
ing to further solidify HCC efforts.  

Master Guaranteed Course Schedule. In the 
last year, Heartland Learning and Student Suc-
cess staff worked to build more effective and effi-
cient processes for scheduling courses. Utilizing 
data on enrollment trends, staff created a central-
ized two-year master schedule, which the Col-
lege will guarantee to run without cancellation. 
The master schedule was designed to meet the 
diverse scheduling needs of our students (night, 
online, flex admissions); to ensure they can com-
plete their plan of study in a timely manner; and 
to use campus space resources efficiently and 
effectively. Data structures are being created to 
review the master schedule each academic term 
for continued efficiency and effectiveness. This 
change represents a significant improvement 
over the previous system that lacked data-
informed development, was de-centralized 
(which often resulted in scheduling inefficiencies 
and conflicts) and that often resulted in cancella-
tion of class sections. 

Program Level Assessment of Student Learn-
ing. Furthering efforts of HCC’s AQIP Action Pro-
ject on Assessment, the College has moved its 
assessment focus from the individual class and 
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course-level to the program level. A team of 
Heartland faculty and staff attended a Higher 
Learning Commission Assessment Workshop 
and developed a formalized plan that documents 
our current efforts, indicates future goals, estab-
lishes a timeline for completion and assigns 
champions to each effort (individuals responsible 
for seeing the effort through to completion). That 
plan encompasses the following key elements:  

Curricular and Co-Curricular Mapping Project: 
A curricular mapping of the College’s shared 
learning outcomes (the Cornerstones) has 
been completed by the Assessment Commit-
tee. That committee identified courses con-
taining the 20 shared outcomes, identified 
how often a student is exposed to those out-
comes throughout the curriculum and collect-
ed data on number of exposures to the out-
comes for graduating students. Based on this 
mapping, the Assessment Committee rec-
ommended data collection and aggregation 
on the most-often assessed outcomes in 
each area (CT2, CO2, PS4, DI3). Mapping 
will continue into the co-curriculum in Aca-
demic Year 2014. 

Continued Professional Development and 
Program-Level Data Collection. HCC contin-
ued its intensive professional development in 
the area of outcomes-based assessment and 
focused those efforts specifically on as-
sessing the Cornerstone outcomes. In Spring 
2014, the Assessment Committee will collect 
assessment data from every course as-
sessing the CT2 outcomes and will continue 
an annual cycle of data collection for each of 
the outcomes. 

Data Analysis. Once data is collected in 
spring semester, a team will analyze that data 
for validity and reliability during the summer 
and report the results back out to the campus 
the following year. The report-out will focus 
on identifying how well our students are 
learning on each outcome as well as the va-
lidity and reliability of our assessment 
measures. 

1I2: How do your culture and infrastructure 
help you select specific processes to improve 
and to set targets for improved performance 
results in Helping Students Learn? 

Following HCC’s acceptance into AQIP in 2005, 
the College has worked diligently, particularly 
since submitting its last Systems Portfolio, to de-
fine and systematize its processes in Category 1. 
As indicated in the Institutional Overview, HCC 
has always approached AQIP from a learner-
centered focus, so Category 1 processes and 
results have received the highest level of atten-
tion institutionally. Recent changes, such as the 
melding of Instruction and Student Services into 
one unit (Learning and Student Success) and the 
move to SharePoint, allow for more cross-
department/division collaboration for improve-
ment of Category 1 processes. The Vision, Mis-
sion and Values development process conducted 
in 2012 also helped to clarify the College’s foun-
dational commitments and enduring goals, and 
from within that, to select strategic focus goals for 
the coming five years, indicating clearly which 
goals the College would focus on in which years. 
That helped the College select processes for im-
provement in this category that align with our in-
stitution’s Strategic Focus Goals for 2012-14 to: 
1) “effectively transition students into college-
level coursework by assessing, accelerating, and 
augmenting student readiness;” and 2) empower 
our student to explore options, develop intention-
al pathways, and achieve relevant academic and 
career goals.” HCC’s work on its AQIP Action 
Project to develop Heartland GPS—an integrated 
approach to student success—and specific initia-
tives in assessment and developmental educa-
tion are specifically tied to these goals. 
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Category 2 – Accomplishing Other Dis-
tinctive Objectives 
Addresses the key processes (separate from 
your instructional programs and internal support 
services) through which you serve your external 
stakeholders — the processes that contribute to 
achieving your major objectives, fulfilling your 
mission, and distinguishing yours from other ed-
ucational institutions. 

 Overview 

This category highlights three specific commit-
ments through which Heartland Community Col-
lege achieves major objectives, fulfills its mission 
and distinguishes the College from other educa-
tional organizations. The HCC Foundation, 
grants development office and the Green Institute 
(GI) support the college’s foundational commit-
ments to create access to opportunity and model 
stewardship and sustainability Each of these 
three endeavors, aligns most closely with the 
systematic designation—processes are charac-
teristically repeatable and aim at some level of a 
defined goal while remaining flexible enough to 
incorporate improvements. Some alignment is 
occurring. 

 Processes 

2P1. How do you design and operate the key 
non-instructional processes (e.g., athletics, 
research, community enrichment, economic 
development, alumni affairs, etc.) through 
which you serve significant stakeholder 
groups? 

Foundation 
The Heartland Community College Foundation 
supports the mission of the institution through 
fundraising, financial stewardship, and advocacy. 
Incorporated in 1992 as a non-profit 501(c) (3) 
corporation, dedicated to the enhancement and 
support of student learning and success, the 
Foundation has a well-established board of direc-
tors and a regular calendar of activity and events 
based on existing and future College needs. 
Specifically, funds are raised and scholarships 
awarded at established intervals throughout the 
year. Foundation staff and board assess com-
munity and stakeholder needs regularly to create 
additional scholarships and increase the re-
sources of the Foundation. These needs and op-
portunities are discussed quarterly at the Foun-

dation Board of Directors meetings and more fre-
quently at various committee meetings. Scholar-
ship fundraising occurs throughout the year in 
established cycles of on- and off-campus solicita-
tion. Foundation staff regularly solicits infor-
mation from internal stakeholders regarding 
needs and funding opportunities. This occurs 
through close collaboration with Recruitment staff 
to promote scholarship opportunities during high 
school visits and open houses; Alumni staff, to 
identify sources for individual solicitations; the 
Business Office, to solicit vendors with whom 
HCC conducts business; academic areas, to col-
lect information about emerging pro-
grams/careers; and with Community Education 
and Customized Training, to link with corpora-
tions, small businesses, sole proprietorships, etc.  

The Foundation creates scholarships to support 
student success and awards them annually 
based on established criteria. The Foundation 
highlights the most profound success stories in 
marketing campaigns to create awareness 
among prospective donors and other significant 
stakeholder groups. Measurements of the Foun-
dation’s success are monitored regularly and in-
clude total money raised, number of solicitations 
executed, new scholarships created, new corpo-
rate sponsorships developed, event attendance 
including volunteer and staff commitments and 
total number of students served. Procurement of 
scholarship funding aligns most closely with 
HCC’s foundational commitment to model stew-
ardship and sustainability and its enduring goal to 
“practice visionary planning, actively pursue re-
sources and partnerships to ensure our long-term 
viability.” Scholarships are mission-aligned 
mechanisms that help students pursue personal-
ized paths to success. 

Grant Development. The College’s grants de-
velopment office communicates quarterly with 
divisions, departments and individuals across the 
college about grant opportunities that align with 
institutional priorities. Ideas are evaluated using a 
viability matrix for practicality and efficiency. This 
grant development process is systematized using 
the College-wide IFPIP model (Identification, 
Formulation, Proposal Development, Implemen-
tation and Post-Completion). The grants office 
also tracks the number/value of grants received, 
grants that were found and routed to potentially 
interested parties and grant applications. While 
there is no formalized feedback process, an ex-
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pedited process was created in response to 
commonly expressed needs from internal stake-
holders. The pursuit of grant funding to support 
the College’s programs and services is con-
sistent with the enduring goal to “practice vision-
ary planning, actively pursue resources and part-
nerships to ensure HCC’s long-term viability.” 

Green Institute. Established in 2008, the Green 
Institute was the first of a statewide network of 
sustainability centers at community colleges in 
Illinois. This network, The Illinois Green Economy 
Network (IGEN) provides a platform for collabo-
ration among all Illinois community colleges and 
their partners to establish sustainable best prac-
tices, promote energy demand reduction pro-
jects, and grow the green economy. The Green 
Institute at Heartland has a physical presence in 
the Pregracke Center and also serves as point of 
coordination and leadership for greening the 
campus, community and region. It engages with 
a wide variety of stakeholders through education, 
training and outreach on principles and practice 
of sustainability. The Green Team was founded 
in 2009 as an internal advisory and coordinating 
committee. It is composed of diverse faculty and 
staff throughout the College to support sustaina-
bility initiatives on Heartland’s campus. The 
Team works to develop programming to promote 
sustainability and provide input for the Green In-
stitute on campus sustainability decisions. Mem-
bers of the Green Team also work as sustainabil-
ity advocates within their departments to support 
the overall work of the Team.  

Ideas are submitted to members of the HCC 
Green Team or to the GI Associate Director for 
assessment, review and implementation. Monthly 
newsletters, event emails and campus signage 
also promote awareness of GI initiatives on cam-
pus. The GI engages external constituencies 
through social networking, external marketing 
and press releases and regional and statewide 
consortium involvement. Result measurements 
include tracking the number of people at events, 
the total weight of recycling materials procured, 
etc. 

The GI offers both credit and non-credit pro-
gramming on campus, and staff members hold 
informal post-event meetings to recap and dis-
cuss events. The GI provides evaluation surveys 
during every Community Education and Custom-
ized Training event. Internally and externally 

shared outcomes from events and programming 
offered by the Green Institute build awareness for 
HCC as a sustainability model and as a resource 
for the community, region and state.  

2P2. How do you determine your institution’s 
major non-instructional objectives for your 
external stakeholders, and whom do you in-
volve in setting these objectives? 

These three areas of endeavor all support the 
mission of the college by engaging external 
stakeholders in distinct ways. The Foundation 
builds relationships in the community to foster 
support for the institution and student success. 
Similarly, the Grants office seeks external re-
sources to support institutional initiatives, while 
the Green Institute positions the college as a 
model of sustainability to our community and 
peer institutions.  

Foundation: As noted in 2P1, HCC’s Foundation 
determines objectives by evaluating College 
stakeholders’ prioritized needs during regular cy-
cles of assessment at various levels of College 
leadership for discussion, evaluation or action. 
Projects that may be candidates for action are 
measured against available and existing sources 
to maximize results while minimizing expendi-
tures. This approach is proactive and aligns with 
the College’s Foundational Commitment of Mod-
eling Stewardship and Sustainability. 

Grant Development. When unbudgeted projects 
or opportunities arise budget managers (e.g., ac-
ademic deans) may contact the Executive Direc-
tor of the Foundation or the Associate Director of 
Grant Development to explore other funding op-
tions. While this is an ongoing process, the 
grants office invites such conversations regularly. 
The Associate Director of Grant Development 
also searches daily for grant opportunities, seeks 
monthly input at committee meetings, and seeks 
annual input at dean meetings. Actionable pro-
jects are driven by deadlines, funding need, and 
funding sources. Consistency exists at the pro-
ject ownership level, where grant administrators 
are assigned and contacted regularly by the 
grants office to ensure all requirements of suc-
cessfully funded grants are being met. Approval 
processes are also systematic and involve ap-
propriate vice-presidential support. Currently, 
grant application submissions are tracked by de-
partment and division, and goals are set based 
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on the number of grant applications internal fi-
nancial stakeholders would like to see produced 
from idea to submission. These expectations are 
further customized to meet the needs and poten-
tials of each program area. There is a need for 
increased departmental awareness of grant op-
portunities across campus. By continuing to in-
clude this in divisional budget development pro-
cesses, funding gaps can be immediately 
dispatched to the Development Office for review 
and possible funding matches. 

Green Institute. The Green Institute is point of 
coordination and management of College-wide 
sustainability initiatives. The Associate Director 
identifies opportunities for the College to be a 
best practice leader and monitors training needs 
of the local workforce. Factors driving actionable 
decisions include demand for Community Educa-
tion classes, funding capabilities, IGEN delivera-
bles, and U.S. Department of Agriculture dead-
lines. The GI associate director works very 
closely with technology faculty, the Green Team 
and the Executive Director of Facilities to coordi-
nate training programs, pursue campus sustain-
ability initiatives and maximize grant funding to 
support both. When meaningful opportunities for 
IG involvement are identified, the Green Insti-
tute’s associate director works with Vice Presi-
dent of Continuing Education and Advancement 
and the Cabinet to formally prioritize projects for 
the institute and for the College.  

2P3. How do you communicate your expecta-
tions regarding these objectives? 

Foundation. The Foundation office communi-
cates with multiple constituents on an ongoing 
basis. Certainly the annual Foundation’s Board of 
Directors retreat is an opportunity to communi-
cate with directors as are the quarterly meetings 
and monthly committee meetings. Investment 
evaluations are also performed regularly. Mes-
sages and message media are purposefully var-
ied based on the wide variation of stakeholder 
needs and requirements. The Foundation has 
very defined, quantitative needs and outcomes, 
expressed in detail in 2P1. 

Scholarship Opportunities: HCC promotes its 
scholarship opportunities via the College and 
Foundation websites, email and portal messag-
es, and discussions with current and prospective 
students. Scholarship qualifications are explicit in 

the application materials. A condition of the 
scholarship is that HCC may use the winners’ 
photos and stories in marketing materials. 

Grant Development. As referenced in 2P1, the 
College’s Grants Office reaches out to divisions, 
departments and individuals across the college at 
least quarterly via presentations, idea forms, 
emails, and internal documents to target, gener-
ate, develop and actualize current and future op-
portunities for meeting the organization’s re-
source needs. 

Green Institute. As referenced in 2P1, commu-
nication occurs internally through monthly news-
letters, event emails, and regularly produced 
campus signage. External awareness is created 
through social networking, external marketing 
and press releases, and regional and statewide 
consortium involvement.  

2P4. How do you assess and review the ap-
propriateness and value of these objectives, 
and whom do you involve in these reviews? 

Foundation 
The Heartland Foundation Board sets the met-
rics/fundraising goals in alignment with the Col-
lege mission and foundational commitments. The 
Foundation staff proctors community and envi-
ronmental scans at least annually to set bench-
marks. It also tracks how many people start the 
scholarship application process, how many com-
plete only some parts of the application, how 
many complete the application process entirely, 
and how many are actually awarded scholar-
ships. The values measured are both quantitative 
(number that received scholarships, amount of 
funds distributed) and qualitative (evident in 
thank you notes, stories shared at annual Foun-
dation events, etc.) 

Grant Development. The Associate Director of 
Grant Development consistently ensures that 
content experts play a major role as grant writ-
ers/project leads, reports this information to the 
Executive Director of the Foundation and the 
Vice President of Continuing Education and Ad-
vancement as appropriate. The Associate Direc-
tor is also responsible for monitoring and manag-
ing communication to move the grant writing 
process forward. Approaches to different audi-
ences are intentionally flexible to accommodate 
“grant owner” needs. While there is no formal 
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process for identifying inconsistencies, informal 
internal communication occurs to share 
knowledge with stakeholders. This may be an 
area where process improvement could occur. 

Green Institute. As an active member of IGEN, 
the Green Institute receives significant grant 
funding and is required to track numerous out-
comes for reporting purposes. Qualitative and 
quantitative data provide meaningful measures of 
Green Institute outcomes and are an indication of 
HCC’s commitment to sustainability. These out-
comes are integral to the annual evaluation and 
operational planning for the Green Institute. 

2P5. How do you determine faculty and staff 
needs relative to these objectives and opera-
tions? 

Faculty and staff needs for each of these opera-
tions are determined in a fashion similar to other 
college operations. Annual program evaluation, 
planning and goal setting inform staffing needs 
as do special initiatives that may occur through-
out the year. These are considered for con-
sistency with college mission and priorities. 

2P6. How do you incorporate information on 
faculty and staff needs in readjusting these 
objectives or the processes that support 
them? 

Foundation. An annual operational planning and 
budget process is executed by directors, deans, 
vice presidents, and other departmental or divi-
sion leaders. Staff needs emerge out of goals in 
the operational plan and other budget considera-
tions.  

Grant Development. The grant development 
office relies on informal qualitative and quantita-
tive data to demonstrate need. The College 
tracks metrics such as how many grants are re-
ceived each year and the amount of funds re-
ceived from grants. Benchmarks across all grants 
or in comparison to other peer institutions are of 
limited value given variations in college size and 
grant procurement. No formal assessment exists 
to measure what has been learned from each 
grant process, but the Associate Director ad-
dresses each case individually through discus-
sions with deans, grant owners, grant administra-
tors, etc. The grants development office 
continues to adapt as the College process-
es/structure changes, so fluidity and flexibility in 

this area is likely to remain until Heartland’s grant 
procurement and implementation processes ma-
ture. 

Green Institute. The Green Institute also tracks 
various measures of program growth and out-
comes that are incorporated in the annual evalu-
ation, operational planning and budgeting. Facul-
ty and staff needs would emerge out of this 
process and be generally shared with various 
stakeholders. These measures include levels of 
participation, grant funding obtained, outreach 
activities, etc.  

 Results 

2R1: What measures of accomplishing your 
major non-instructional objectives and activi-
ties do you collect and analyze regularly? 

HCC collects several measures to evaluate insti-
tutional accomplishment of non-instructional ob-
jectives and success of non-instructional activi-
ties. For example, the Foundation tracks the total 
amount of scholarships awarded per academic 
year, the amount of grant awards received by 
fiscal year (including projected award amounts), 
and the financial endowment by academic year. 
HCC’s Green Institute monitors community par-
ticipation in GI programs through headcount, in-
cluding campus events, community events, large 
key events, trainings, and partnerships. The 
Green Institute staff began collecting quantitative 
data on classes, programs, services and other 
offerings in 2007 to allow for internal benchmark-
ing. GI develops additional benchmarks using 
peer institutions participating in and utilizing the 
Illinois Green Economy Network’s annual sus-
tainability survey. 

2R2: What are your performance results in 
accomplishing your other distinctive objec-
tives? 

HCC experienced a significant increase in the 
number and total amount of scholarships award-
ed since the 2007-2008 academic year and the 
endowed fund has grown consistent with a ma-
turing organization (Figures 2R2-1 – 2R2-4). 

HCC maintains an endowment fund, with its pur-
pose being to support both existing and prospec-
tive needs. From 2007 through 2012, endowment 
funds available to the College increased by 97%, 
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with the largest increase of $157,478 occurring 
between 2010 and 2011. 

Grant funding is by nature fluctuating. Awards to 
the institution decreased in the last fiscal year 
largely due to the completion of the turbine pro-
ject. The College received significant grant funds 
in FY12 to specifically support this project. 

Figure 2R2 – 1: HCC Foundation - Scholarships 
Awarded per Academic Year 2007 - 2013 

 
Source: HCC Foundation 

Figure 2R2 – 2: HCC Foundation – Scholarship 
Award Totals per Academic Year 2007 – 2013 

 
Source: HCC Foundation 

Figure 2R2 – 3: Grant Award Totals, FY 2012 – 
FY 2014 

 
Source: HCC Foundation 

Figure 2R2 – 4: HCC Foundation - Financial En-
dowment as of June 2007 – 2012 

 
Source: HCC Foundation 

While participation in several categories of Green 
Institute programs has fluctuated, the overall 
number of participants in Green Institute pro-
grams increased by 56% from FY 2011 through 
FY 2013 (Figure 2R2-5). From FY 2012 through 
FY 2013, the largest increases in participants 
were found among community events and part-
nership programs, indicating a growing interest 
among community members. 

 Figure 2R2 – 5: Green Institute Program Partici-
pation, FY 2011 – FY 2013 

 
Source: HCC Green Institute 

2R3: How do your results for the performanc-
es of these processes compare with the per-
formance results of other higher education 
institutions and, if appropriate, of organiza-
tions outside of higher education? 

The Foundation consistently reviews itself rela-
tive to other community college foundations 
across the State of Illinois through data made 
available by the Council for Resource Develop-
ment. While age of the institution controls the 
number of years gifts have been received, age of 
alumni and relationships with the external com-
munity, and growth from market investments of 
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the endowment, Heartland’s Foundation is in the 
top half of community college foundations in state 
as indicated by endowment size. Initiation of a 
Major Gifts Campaign will likely enhance this 
trend. 

2R4: How do your performance results of 
your processes for Accomplishing Other Dis-
tinctive Objectives strengthen your overall 
institution? How do they enhance your rela-
tionships with the communities and regions 
you serve? 

Performance results for processes that accom-
plish other distinctive objectives strengthen HCC 
by highlighting its value to the College’s many 
stakeholders, including students, community 
members, and organizations from the public—
local, state, and federal—and private sectors. 

Symbolically and functionally, scholarship awards 
demonstrate institutional commitment to students 
and the commitment to improve the community. 
Through scholarship awards, HCC assists stu-
dents who may need assistance with funding 
their education but are otherwise successful; 
thereby, HCC supports the development of a 
student body that reflects academic excellence. 
For example, of the 170 economically-disadvan-
taged program completers in FY 2012 according 
to the ICCB A1 report, more than half received 
some sort of financial aid, with 6% of these com-
pleters receiving merit-based financial aid 
awards. 

Figures 1R2-4 and 1R2-5 illustrate success rates 
of full-time and part-time students, respectively. 
Though HCC’s success rates were slightly below 
those of comparable NCCBP institutions, suc-
cess rates hovered around 80% for full-time stu-
dents and 70% for part-time students. Success 
rates such as these indicate to stakeholders that 
HCC scholarships are a wise philanthropic in-
vestment, as successful HCC students are likely 
to become more highly-skilled workforce constit-
uents, and are the linchpin for HCC’s ongoing 
relationships with community members. 

The continued growth in endowment funds signi-
fies the community’s trust in the College’s ability 
to adapt to ever-changing student needs, as well 
as its success in working with professional in-
vestment advisors to develop reasonable invest-
ment strategies to maximize returns.  

HCC’s investment in the Green Institute and sus-
tainability generally, is consistent with its com-
mitment to environmental stewardship. The Col-
lege has a history of modeling sustainability in its 
buildings, operations and practices both for the 
benefit of students’ educational experience and 
for the stewardship of college resources as well 
as being a leader in the region. The response to 
training and outreach facilitated by the Green In-
stitute is an indication of the college’s position as 
a leader in sustainability and the green economy. 
This role has been further enhanced by the col-
lege’s active participation and leadership within 
IGEN as a statewide initiative.  

2I1: What recent improvements have you 
made in this category? How systematic and 
comprehensive are your processes and per-
formance results for Accomplishing Other Dis-
tinctive Objectives? 

Heartland has focused on several areas to sys-
tematize its processes and performance for ac-
complishing other distinctive objectives. The Col-
lege’s processes are becoming much more 
systematic, and HCC turns more focus to gener-
ating actionable data to help us learn more from 
our results. 

Internally, the Foundation solicits information re-
garding needs and funding opportunities annually 
at minimum. Externally, the Foundation also 
proctors community and environmental scans at 
least annually to set benchmarks for endowment 
funds. From 2007 through 2012, endowment 
funds available to the College increased by 97%, 
with the largest increase of $157,478 occurring 
between 2010 and 2011 

Scholarships are a large part of the Foundation’s 
activity. Feedback from students and staff 
prompted the Foundation to initiate a change in 
the application process. Scholarship hopefuls 
now submit one application and the Foundation 
directs that application to all scholarship catego-
ries for which the students qualify. A team made 
up of the Foundation staff, faculty and deans 
then reviews all applications in the specific cate-
gories and awards the scholarships.  

The grants development office is, itself, a recent 
improvement, as it is entirely new since the last 
Systems Portfolio. The College instituted the 
grants development office three years ago within 
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the HCC Foundation to increase the College’s 
access and response to grant opportunities. Alt-
hough some College personnel had successfully 
applied for grants prior to the existence of the 
grants development office, the grants develop-
ment office is dedicated wholly to gathering data 
and helping College divisions and staff navigate 
the various grant application processes. Grant 
application submissions are measured by de-
partment and division, and goals are set based 
on the number of grant applications internal fi-
nancial stakeholders would like to see produced 
from idea to submission  

The innovative approach to sustainability at HCC 
makes measuring the Green Institute’s success 
against itself the most revealing trend. The Green 
Institute programs increased by 56% from FY 
2011 through FY 2013 and from FY 2012 through 
FY 2013, the largest increases in participants 
were found among community events and part-
nership programs, indicating a growing interest 
among community members.  

The Green Institute will provide specialized assis-
tance and programs upon request. An increase in 
requests is one indicator of success, and the sur-
veys deployed after each program also illustrate 
improvements. For example, in 2013 the GI pro-
vided some funding for the January 2013 Best 
Practices Kick-Off, and that funding helped high-
light the “locavore” movement. The meal at the 
Kick-Off was composed almost entirely of local 
food products, and a break-out session focused 
on local food sourcing. Significantly, the survey 
responses after that Kick-Off showed that partici-
pants’ satisfaction with the food provided had 
doubled in comparison to the previous Kick-Off. 
Just over 62% of survey respondents reported 
they were “very satisfied” with the food provided 
in January 2013—which highlighted locally 
sourced foods—while only 30% of respondents 
said they were “very satisfied” with the food pro-
vided at the previous Kick-Off in August 2012. 
While the GI’s processes are highly responsive, 
the program’s growth and the public’s increasing 
awareness of the Green Institute indicate the 
need for HCC to sharpen its focus on the pro-
cesses that drive the Institute.  

2I2: How do your culture and infrastructure 
help you to select specific processes to im-
prove and to set targets for improved perfor-
mance results in Accomplishing Other Distinc-
tive Objectives? 

Heartland Community College has an open and 
collaborative atmosphere that encourages all 
personnel to proffer suggestions for improve-
ments. Each area highlighted above—the Foun-
dation, grants development office and the Green 
Institute—has metrics that staff in each respec-
tive department review annually, at a minimum. 
Heartland’s role as an AQIP institution means the 
overall institution and every subgroup within it—
each division, department, committee and em-
ployee—consciously reflects on its processes 
and considers ways to improve. HCC is young, 
but its relative youth provides motivation to staff 
members to try new things, and staff also feels 
vested in the College. Each employee is able to 
help mold the College as it grows, in ways that 
would not be possible if the College had been 
established many years ago and had already 
“found its groove.” 

The historical success of the Foundation fund-
raising activities has led the Foundation to as-
sess the needs of stakeholders regularly. In-
vestment evaluations are also performed 
regularly. From 2007 through 2012, endowment 
funds available to the College increased by 97%, 
with the largest increase of $157,478 occurring 
between 2010 and 2011. Such results are en-
couraging to staff and provide motivation to see 
further growth. Similarly, growth in recognition of 
the GI and fluctuations in grants awarded to the 
College provide motivation for those depart-
ments, and the entire College, to set targets for 
improvement.
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Category 3 – Understanding Students’ 
and Stakeholders’ Needs 
Examines how your institution works actively to 
understand student and other stakeholder needs. 

 Overview 

Processes for Understanding Students and 
Stakeholders’ Needs are at varied levels of ma-
turity, but best characterized overall by the sys-
tematic designation—repeatable, proactive, and 
assessed for continuous improvement with an 
aim toward alignment of processes. Processes 
related to identifying the changing needs of stu-
dent groups (3P1) and maintaining relationships 
with students (3P2) are mostly systematic, with 
many lacking regular evaluation of the resulting 
intelligence gained from those processes. Be-
cause these efforts align to HCC Enduring Goals, 
these are areas of opportunity for the College.  

Somewhat greater process maturity is evidenced 
for analyzing and responding to the changing 
needs of stakeholders (3P3, 3P4). For instance, 
the College has developed strong K-12 relation-
ships by partnering with area high schools to of-
fer student success workshops; along the same 
lines, the College convened focus groups of 
business leaders to learn how HCC could better 
address regional industry needs. Intelligence 
from these efforts has influenced emerging initia-
tives at the College, such as new workforce pro-
grams and student supports. Other more mature 
processes include the manner in which infor-
mation is used to determine the development of 
new student or stakeholder groups (3P5); an ex-
ample of this would be the use of voice-of-the-
student data to make strategic decisions.  

The College has well-defined policies for ad-
dressing student complaints (3P6) and evaluating 
individual incidents; however, there is also op-
portunity here to identify and implement intelli-
gence collection opportunities and more robust 
systems of feedback. 

 Processes 

3P1. How do you identify the changing needs 
of your student groups? How do you analyze 
and select a course of action regarding these 
needs? 

To positively influence student persistence by 
addressing their needs and requirements, HCC 
routinely collects voice-of-the-student data at in-

tentional points of the student lifecycle. Using in-
dustry-standardized approaches, the institution 
works to develop common understanding around 
these data that drive actions at the institutional 
and the department or unit levels via the strategic 
planning process and the operational or program 
planning processes, respectively. These efforts 
directly align to Heartland’s Enduring Goal to 
“improve student support by continually assess-
ing and responding to diverse needs.” 

HCC’s key approaches to collecting and utilizing 
data about student needs and requirements in-
clude the timely administration of standardized 
satisfaction, engagement and effectiveness sur-
veys.  

Surveys of Student Perception. The bi-annual 
administration of the Noel-Levitz Student Satis-
faction Inventory (SSI) and the Community Col-
lege Survey of Student Engagement (CCSSE) is 
coordinated by the IE Office, administered by 
faculty by stratified random sampling in paper 
format in selected classrooms.  

Student evaluations provide end-of-the semester 
insights for all courses taught at the college. Ad-
ditionally, new faculty members receive two 
forms of feedback by midterm of their first se-
mester at the College: an early feedback course 
evaluation and a class observation administered 
by their direct supervisor. 

Historically, as part of annual in-house profes-
sional development sessions, advisors and simi-
lar representatives on campus become familiar 
with CCSSE and SSI survey results. No formal 
implementation of these results has taken place 
in these areas. Even so, a topical awareness of 
these survey results has enhanced the College’s 
overall commitment to retention. As a growing 
component of the College’s current culture, that 
commitment is anecdotally evidenced in one-on-
one discussions with students preparing to enroll 
and currently enrolled in the College. Additional-
ly, the distribution of updated student success 
guides and pedagogical advancements, such as 
On Course workshops for faculty, have helped 
with internal awareness of these evolving stake-
holder needs. 

Environmental Scans. Assessment of key seg-
ments of the College’s external environment is 
conducted by senior leaders on 3-year and 5-
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year review cycles. Operating assumptions are 
drawn from key segments –including regional 
labor market trends, regional demographic 
trends, district K-12 enrollment and performance 
trends, relevant legislative and public policy ac-
tions past and pending, and competitor institution 
profiles—and reported by the IE Office.  

Academic Program Review. Program coordina-
tors/discipline chairs and academic deans annu-
ally review academic programs (see IP13).  

Ad Hoc Research. HCC faculty, staff, and other 
departments—Marketing and the IE Office, for 
example—routinely conduct ad hoc research and 
reviews of academic data, surveys and focus 
groups. Examples include career and technical 
education graduate surveys administered by the 
IE Office three times per year. The College also 
administers alumni surveys and, for current stu-
dents, the CORE Survey on drug and alcohol 
use.  

3P2. How do you build and maintain a rela-
tionship with your students? 

HCC understands that building and maintaining 
relationships with its students positively drives 
their engagement with the college and their aca-
demic endeavors, increasing the likelihood of 
student success. The College’s efforts in foster-
ing student engagement through relationship-
building are in direct alignment with its Enduring 
Goal to “promote a student-centered culture by 
intentionally building relationships that promote 
student engagement and development.” 

HCC’s key approaches to building and maintain-
ing relationships with its students are coordinated 
through Heartland GPS and center on the follow-
ing: 

 Timely recruitment of specific prospective 
student groups 

 Advising students at key momentum or transi-
tional points 

 Providing classroom instruction on a regularly 
offered annual schedule 

 Delivering dual credit instruction on a regular-
ly offered annual schedule 

 Emphasizing the faculty role in GPS, provid-
ing student supports for success within the 
classroom 

 Providing regularly available academic sup-
port for students 

 Providing regularly available student life and 
engagement opportunities—some of which to 
purposefully appeal to HCC’s unique student 
and community demographic 

 Identifying and counseling at-risk students 
regularly 

 Providing career services for students 

 Extending relationships with students through 
robust alumni programs and services 

3P3. How do you analyze the changing needs 
of your key stakeholder groups and select 
courses of action regarding these needs? 

Heartland Community College actively seeks to 
document and monitor the changing needs of its 
key stakeholder groups to promote ongoing satis-
faction with its offerings and to drive continuous 
improvement of organizational agility. The Col-
lege’s efforts are in direct alignment with its En-
during Goal to “provide an array of expertise, 
programs and facilities to address community 
needs that align with our mission.” 

Heartland’s primary approaches to collecting and 
analyzing existing and emerging stakeholder 
needs involves the following efforts. 

Board of Trustees. The Board of Trustees has 
informal and formal methods to determine com-
munity needs. The Board is a body of elected 
representatives who are routinely contacted by 
constituents about the College. This type of con-
tact is inherently informal and ad hoc. A trustee 
may then choose to bring this feedback to a 
Board meeting as part of a Trustee report, which 
is a regular feature of Board meetings. The trus-
tee report may then result in an action taken by 
the Board as a whole.  

More formal processes also enable the Board to 
understand community needs. In 2011-12, the 
College directly solicited feedback on constituent 
needs by inviting representative from key local 
economic sectors–agriculture, education, 
healthcare, industry, etc.—to contribute to the 
College’s Visioning process.  

Board meeting structure has also evolved to sys-
tematize discussion related to College policy 
making. In the past, meetings were generally 
structured to share information and address cur-
rent issues. Board meetings now include a stra-
tegic focus on a particular theme. Recent themes 
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have included sustainability, strategic collabora-
tive partnerships, textbook costs, and online 
learning. The Board also holds regular retreats to 
focus on strategic planning at least once per 
year.  

Heartland Foundation Board. The Heartland 
Foundation is set to conduct its first major gifts 
campaign in 2013. Prior to the campaign, the 
Foundation conducted a needs assessment to 
gauge knowledge about and attitudes toward 
HCC. The Foundation reached out to 50 commu-
nity representatives including large donors, non-
donors, community leaders, influential community 
members with no strong connection to the Col-
lege, and influential individuals who had been 
critical of the College in the past. Fifty individual 
interviews were conducted by a third party and 
the answers were anonymous and amalgamated. 
The amalgamated information was then utilized 
to improve the outreach efforts of the Foundation. 
Informal feedback is also sought by Foundation 
representatives in the form of “spot checks,” 
where the donors are asked what else the Col-
lege can do to better serve the community.  

The Foundation is also working closely with the 
other areas of the college, such as Marketing, 
Community Education, and Alumni Relations, to 
create a Constituent Relationship Management 
(CRM) system to manage stakeholder infor-
mation across the College. 

HCC Green Institute (GI). Feedback from con-
stituents currently happens largely through infor-
mal contact from stakeholders. The GI systemat-
ically relies on information generated or collected 
at various times by the Illinois Green Economy 
Network (IGEN), the statewide collaborative ded-
icated to growth and sustainability on community 
college campuses. Quarterly meetings with in-
dustry representatives and related community 
organizations, such as the Ecology Action Cen-
ter, also yield actionable feedback. Once specific 
needs are identified, GI administrators work with 
the Grants Development Office to fund projects 
or programs meeting those needs. 

Public Campus Events. The college executes 
an array of events geared toward the community 
as a whole. Annual events include partnerships 
with local organizations such as Advocate 
BroMenn’s Day of Dance and 5K Jingle Bell Run, 
family movie nights, Alumni and Career Services 

career and educational events, and informational 
events for prospective students. 

Area Employers. Workforce Services regularly 
takes in information about employer needs via 
four main contact points: on-campus recruiting, 
career event participation, dean and faculty con-
nections, and internships. The information is rec-
orded in an employer database and documents 
the partnership vetting process. All Career Tech-
nical Education programs at the College host 
semi-annual employer advisory team meetings 
during which employer needs are addressed and 
are used to inform curricular development and 
revision. 

CIRCLE. The College absorbed the Central Illi-
nois Regional Collaborative Effort (CIRCLE), 
which exists to enhance community relationships 
and advance collaborative projects, into its oper-
ations. HCC’s Assistant to the President for Col-
laborative Efforts also serves as the Executive 
Director of CIRCLE, and as such, convened over 
120 business leaders in industry-based focus 
groups to learn how the College and its business 
partners might collaborate to address local and 
regional industry needs (see 9P2). 

Alumni and Community Outreach. An alumni 
program was initially introduced to the College in 
2009. Since then one cumulative survey of Col-
lege alumni was administered. Additionally, out-
reach efforts involved focus groups of age 55-
plus learners in the community to discover and 
overcome existing barriers to lifelong learning 
opportunities at the College for this demographic. 
This outreach resulted in the formation of an ad-
visory group—Active and Aspiring Retirees— 
which meets regularly to provide HCC with ad-
vice about programming and outreach to engage 
older learners. A direct result of these efforts 
based entirely on stakeholder needs was a series 
of free workshops centered on the needs of 
members of 55-plus learners in the community.  

K-12 Institutions. Heartland has well-developed 
partnerships with high school superintendents 
and guidance counselors. In Fall 2012, Heartland 
began hosting biannual superintendents meet-
ings on campus to focus on local key P-20 is-
sues. Those meetings are again scheduled for 
2014 with plans to continue this collaboration in a 
more systematized way.  
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Each October, Heartland also hosts its annual 
high school guidance counselors meeting, open 
to all high school guidance counselors in the Col-
lege district. These meetings have been instru-
mental in developing the Heartland GPS: Guided 
Path to Success Workshop series. A total of 21 
career and college readiness workshops were 
created. In 2013, nine District 540 high schools 
piloted the workshop series. Across all high 
schools, a total of 173 GPS workshops were pre-
sented in the pilot year. A total of 367 students 
participated in one or more of the workshops. A 
total of 171 students earned at least one credit 
hour by participating in at least three workshops. 
The breakdown of workshops facilitators is as 
follows: 

 Academic Advising: 88 workshops 

 Admissions: 1 workshop 

 Adult Education: 2 workshops 

 Career Services: 6 workshops 

 Deans: 7 workshops (areas represented: 
Adult Education, Enrollment Services, Stu-
dent Success) 

 Directors: 4 workshops (areas represented: 
Counseling Services, Disability Support Ser-
vices, Institutional Advancement) 

 Faculty Members: 13 workshops (areas rep-
resented: Humanities/Fine Arts) 

 GENS Adjunct Faculty: 25 workshops 

 Library: 14 workshops 

 President: 1 workshop 

 Tutoring Services: 14 workshops 

The College has yet to establish a firm process to 
communicate directly and annually with high 
school principals and faculty. Because coordinat-
ing these program offerings takes up to a year of 
advanced planning, a large commitment of insti-
tutional resources and a dedicated staff devoted 
to extending service capacity off campus. In 
summer 2013, the College hired a Coordinator of 
Dual Credit Programs to create a dedicated staff 
position which works with each high school, but 
various challenges to plan and provide career 
and college readiness services remain.  

In 2013 a high school feedback report tracked 
the high school class of 2012. In spring, 10 su-
perintendents reviewed the report as a potential 
template for an annual report to each high 
school. Two high schools expressed willingness 
to partner in 2014 to exchange transcript data to 
research the impact of high school course-taking 

patterns on success in a student’s first year at 
HCC. 

In 2013 the College conducted a half-day career 
and college readiness event for 70 5th graders 
from Pepper Ridge Elementary. The event en-
core included a “graduation ceremony” at HCC in 
May. For two years running, more than 30 staff 
and students from across the College participat-
ed in the Pepper Ridge visit, and administrators 
are exploring what services HCC may offer for 
two junior high schools creating Promise Coun-
cils this year. 

Transfer Institutions. HCC is party to a 
statewide articulation agreement, the Illinois Ar-
ticulation Agreement (IAI), as well as individual 
articulation agreements with transfer institutions 
for specific major plans of study. The IAI transfer 
agreement is transferable among more than 100 
participating colleges and universities in Illinois. 
All colleges and universities participating in the 
IAI agree to accept a "package" of IAI general 
education courses in lieu of their own compara-
ble general education requirements. HCC faculty 
and administrative representatives serve on sev-
eral IAI panels. The statewide panels are an im-
pactful way to engage with partner institutions 
regarding curricular needs and changes. HCC 
also maintains specific articulation agreements 
where needed to ensure transferability into spe-
cific majors at transfer institutions. Those agree-
ments are evaluated on an annual basis to moni-
tor effectiveness and to make any updates to 
curriculum to reflect changes at either institution. 

External Environmental Scanning. At various 
levels across the College, environmental scan-
ning provides the most recent and systematized 
information about regional demographic and la-
bor market trends that directly influence College 
actions. Benchmarking against like institutions 
within the Central Illinois region assists College 
administrators at every level. Coupling that be-
havior with timely outreach to industry partners, 
environmental scanning is arguably a daily activi-
ty for College faculty and staff in all areas. Envi-
ronmental scanning is also a prevalent practice 
during professional development activities, which 
occur annually for most College departments at 
various times throughout the year.  
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3P4. How do you build and maintain relation-
ships with your key stakeholders? 

Heartland Community College builds and main-
tains relationships with its key stakeholders by 
fostering engagement through its services, facili-
ties and expertise.  

HCC’s key approaches to building and maintain-
ing relationships with its key stakeholders in-
clude: 

District 540 Community. The Assistant to the 
President for Collaborative Efforts also serves as 
the Executive Director of the Central Illinois Re-
gional Collaborative Efforts (CIRCLE)—a “sus-
tainable mechanism for collaboration across 
Central Illinois. CIRCLE assists individuals and 
organizations in identifying common goals and in 
achieving those goals together in order to stimu-
late social, economic, and environmental pros-
perity in Central Illinois.” The position is respon-
sible for community-wide outreach and regularly 
gathers and reports on meaningful and potential-
ly actionable opportunities that can enhance the 
College’s role as a community collaborator. This 
aligns specifically to three of the College’s Foun-
dational Commitments: Collaborating Effectively, 
Serving as a Community Resource, and Creating 
Access to Opportunities.  

HCC’s grants development efforts regularly bro-
ker collaborative opportunities among area edu-
cation and training providers as well as communi-
ty-based organizations and governmental 
entities. Additionally, relationship building occurs 
chiefly through grant-related project evaluation 
and follow-up communication as described in 
Category 2. 

Every year, HCC publishes its Annual Report, 
accessible through the HCC website and distrib-
uted to various College stakeholders, including 
partners in the community in the fields of educa-
tion, industry business, politics and other com-
munity leaders with a vested interest in Heart-
land’s activities. The College also distributes the 
piece to College donors and leverages the report 
as a marketing tool to encourage additional inter-
est in the College and to expand giving opportu-
nities.  

HCC makes its Annual Budget document availa-
ble to all District 540 stakeholders by posting it 
publicly on the College website at regular and 

meaningful intervals corresponding to HCC’s 
budget process. From the most recent budget 
document: “This publication of the fiscal year 
2014 budget has been prepared to provide the 
Board, staff, students and the community-at-large 
with an informative financial statement of the 
proposed educational and operating commit-
ments of Heartland Community College. We 
hope this document will stimulate interest in and 
facilitate understanding of the programs and ser-
vices by which the College intends to realize its 
higher educational goals and its community ser-
vice obligations.” 

HCC provides non-credit Community Education 
(ComEd) and credit Adult Basic Education (ABE) 
opportunities, publishing class schedules six 
times per year. ComEd and ABE courses are 
scheduled in various, community-based loca-
tions. Community Education is offered on a more 
limited scale at the Pontiac and Lincoln Centers, 
though expansion of these offerings is a goal as 
the College continues to mature. Course evalua-
tions are used for ComEd that measure student 
satisfaction and ideas for new programs. Cus-
tomized Training has course evaluations they 
use for their programs as well. 

Area Employers. The College annually recruits 
outside individuals for employer advisory commit-
tees for Career and Technical Education (CTE) 
programs. The advisory committees result in 
Customized Training (CT) curricula which re-
sponds to employer needs. Those needs are as-
sessed regularly but are not systematized. Spe-
cific distinctions between industries make 
standardizing this process challenging, but Heart-
land’s flexible approach meets regional CT needs 
in a consistently evolving workforce and econo-
my. Foundation representatives regularly call on 
area employers to assess the needs referenced 
above. 

Alumni. Alumni provide thoughtful and actiona-
ble feedback via surveys and event evaluations. 
The Alumni Association maintains a Facebook 
site and a Twitter account to regularly communi-
cate with alumni and various other community 
stakeholders. The Foundation connects with 
alumni through marketing materials presence at 
community events. The main goals of these ef-
forts include building advocacy and support for 
the College as well as increasing gifts and dona-
tions throughout the year and long-term. 
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K-12 Institutions. Recruitment of area high 
schools to participate in HCC’s dual credit (DC) 
program—College Now—is ongoing. The Col-
lege’s Dual Credit Coordinator maintains regular 
contact with high school counselors and adminis-
trators to obtain feedback and works with the 
College Now Faculty Coordinator to maintain 
program quality while also working to increase 
matriculation of dual-credit (College Now) stu-
dents into HCC programs of study. 

Transfer Institutions. Heartland participates in 
the Illinois Articulation Agreement (IAI) as refer-
enced in 3P3. Faculty and administrators serve 
on IAI panels, where curricular discussions and 
cross-institutional relationships are enhanced.  

Individual articulation agreements are also main-
tained for specific programs and schools as de-
scribed in 3P3. 

The College also actively participates in devel-
opment of CTE Programs of Study, which create 
P-20 relationship and alignment. 

Adult Basic Education (ABE) and GED Prepa-
ration. HCC provides ABE and GED options by 
offering classes at the main campus and Lincoln 
(HLC) and Pontiac (HPC) centers. Extension 
sites have flexibility because classes are offered 
in open enrollment format; a student can attend 
at any point. Intake and pre-testing is completed 
in class and students can begin immediately. 
Main campus offers managed-enrollment clas-
ses; students complete paperwork, pre-testing, 
and program orientation before classes begin 
(about once monthly). Adult education tracks the 
number of students who self-identify as having 
disabilities and whether those students receive 
accommodations. The Coordinator of Student 
Support provides support to incoming students 
by assisting students with disabilities and stu-
dents transitioning to college-level coursework. 
The Coordinator also helps students apply for 
scholarships/financial aid and facilitates connec-
tions to Admissions and Advising. To support 
students’ transitions to college level work, The 
Foundation offers a scholarship for GED and 
ALEP completers.  

3P5. How do you determine if you should tar-
get new student and stakeholder groups with 
your educational offerings and services? 

Heartland Community College makes decisions 
about whether to target new student and stake-
holder groups with its educational offerings and 
services recognizing its vision as an adaptable 
and collaborative community resource. As such, 
the College leverages known environmental con-
ditions that point to potential enrollment growth. 
These efforts demonstrate alignment to the Col-
lege’s Enduring Goal to “provide an array of ex-
pertise, programs, and facilities to address com-
munity needs that align with our mission.” 

HCC accomplishes this chiefly through the ap-
proaches outlined below.  

Voice of the Student Data. Collecting, dissemi-
nating, and using voice-of-the-student data, 
chiefly through regular, bi-annual administration 
of the Student Satisfaction Inventory and Com-
munity College Survey of Student Engagement 
(CCSSE); annual administration of the Career 
and Technical Education (CTE) Follow-up Sur-
vey; the 2011 administration of the Noel-Levitz 
Adult Learner Inventory (see 3P1). 

Environment Scans. Assessing external envi-
ronmental trends at three- and five-year intervals 
is part of the strategic planning process. (see 
Category 8). The College pays particular atten-
tion to shifts in demographic, socioeconomic, and 
labor market trends and incorporates quantitative 
as well as qualitative data about its partner K-12 
systems in helping determine strategic priority 
initiatives that may target new student groups. 
The information informed action plans to support 
organizational strategies as a feature of the stra-
tegic planning process (see Category 8).  

Program Review. New program/course devel-
opment process is closely aligned to the academ-
ic program review process and makes use of the 
aforementioned data as well as program advisory 
committee feedback to identify potential student 
and community groups to whom to market pro-
grams (see 1P13). 
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3P6. How do you collect complaint infor-
mation from students and other stakehold-
ers? How do you analyze this feedback and 
select courses of action? How do you com-
municate these actions to your students and 
stakeholders? 

Heartland Community College appreciates input 
from students and views student complaints as a 
valuable piece of our institutional improvement 
efforts. As the goal for informal and formal com-
plaints is to resolve student concerns at the most 
direct point of contact, all faculty and staff are 
encouraged to resolve complaints as they en-
counter them and offer student support whenever 
possible to avoid further issues stemming from 
miscommunication and/or lack of information.  

Students, staff and community members have 
several contact points for lodging informal com-
plaints: secretaries and other frontline staff, facul-
ty, instructional chairs, deans and directors. For 
many complaints, the area directly involved with 
the student concern responds to the complaint 
and remedies the situation as appropriate. 

HCC’s current policy on Student Feedback is 
found on page 216 of the 2012-14 College Cata-
log & Student Handbook reads: “Students are 
encouraged to comment on the College’s activi-
ties, programs and services. Opportunities for 
feedback include student evaluations of faculty 
and services and suggestion boxes located 
throughout all facilities.” 

Additionally, HCC has adopted an online com-
ment box available on the College’s website. 
Complaints and suggestions are sent to the Col-
lege’s IT department and forwarded to the ap-
propriate campus program for response and fol-
low-up. 

Student Appeals Procedures. Students, faculty 
and staff are encouraged to resolve prob-
lems/concerns at the point of origin. However, if 
resolution cannot be achieved, a formal appeal 
should be filed. There are specific procedures 
that guide all course-related and non-course-
related appeals.  

Specific Procedures for Course-Related Dispute  

1) If a student has a course-related dispute, 
he/she is required to contact the classroom 
instructor immediately. All divisions stress the 

importance of students communicating con-
cerns first with classroom faculty. Students 
have 7 business days after midterm and final 
grades are posted to seek a resolution if they 
dispute the assigned grades. The faculty re-
sponse will be made in writing and dated. 

2) If, after speaking with the instructor, the stu-
dent is still dissatisfied, the student is asked 
to contact the Academic Dean or Designee 
within 7 business days of the dated faculty 
response. After review the administrator’s re-
sponse will be made in writing and dated. 

3) If the student is still unsatisfied with the divi-
sional recommendation, the student can initi-
ate a formal appeal within 7 business days of 
the dated administrator response. 

To begin a formal appeal, a letter must be 
drafted explaining the reason for the appeal, 
and the student should provide supporting 
documentation. The letter should be ad-
dressed to the person below who will process 
the appeal, disseminate it to the staff member 
responsible, and document the outcome of 
the appeal. 

Specific Procedures for Other Student Issues 

1) If a student has a non-course related issue, 
he/she is encouraged to speak with the office 
of authority immediately. Students must con-
tact the office of authority to seek resolution 
regarding any non-course-related issues with-
in 30 business days of the end of the semes-
ter in which the dispute occurs. The office of 
authority response will be made in writing and 
dated (a list of issues and associated offices 
of authority is provided). 

2) If, after speaking with the office of authority, 
the student is still dissatisfied, the student can 
initiate a formal appeal within 7 business 
days of the dated office of authority response. 

To begin a formal appeal, a letter must be 
drafted explaining the reason for the appeal, 
and the student should provide supporting 
documentation. The letter should be ad-
dressed to the person below who will process 
the appeal, disseminate it to the staff member 
responsible, and document the outcome of 
the appeal. 

Disciplinary Procedures. Grounds for discipli-
nary procedures are outlined in Code of Conduct 

http://www.heartland.edu/contact/email.do
http://www.heartland.edu/contact/email.do
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found on page 184 in the 2012-2014 Course 
Catalog and Student Handbook. The following 
steps are taken when such actions are neces-
sary: 

1) Students are notified by the Dean of Student 
Success of any disciplinary charges.  

2) The Dean and student meet to discuss the 
charges in a private meeting.  

3) If unresolved, either the student or Dean may 
request a hearing before the Student Appeals 
Committee.  

4) Student Appeals Committee renders a deci-
sion based on the evidence presented.  

5) The Dean of Student Success will inform the 
student of the committee’s decision.  

6) The student may appeal the committee’s de-
cision to the Vice President of Learning and 
Student Success.  

Harassment and Sexual Harassment. Formal 
processes for student appeals and sexual har-
assment complaints are described on pages 191 
and 187, respectively, of the 2012-2014 College 
Catalog & Student Handbook: 

“Heartland Community College is committed to 
maintaining a working and learning environment 
that is free from all forms of harassment includ-
ing, but not limited to, sexual harassment and 
harassment based on gender, sexual orientation, 
religion, race, ethnicity, national origin, age or 
disability. The College prohibits any form of har-
assment in the classroom, in the workplace, in 
any academic setting at the College and at all 
college-sponsored events and activities.” 

Academic Integrity. As an AQIP Action Project, 
HCC is in the process of reviewing and revising 
its policy and procedures related to Academic 
Integrity. The current policy is outlined in the stu-
dent handbook, but as the charter for the current 
AQIP Action Project outlines, the College is revis-
ing its approaches to focus on integrity rather 
than on academic dishonesty.  

 Results 

3R1: How do you determine the satisfaction 
of your students and other stakeholders? 
What measures of student and other stake-
holder satisfaction do you collect and analyze 
regularly? 

HCC collects and analyzes several measures of 
student and stakeholder satisfaction on a regular 
basis. These include the SSI and CCSSE sur-
veys, external environmental scans, data regular-
ly obtained and used in the academic program 
review process, and student surveys at the 
summation of individual courses. The two sur-
veys yield important information regarding 
benchmarks to the performance of other educa-
tional institutions. 

3R2: What are your performance results for 
student satisfaction? 

 Three individual items from the SSI measure in-
stitutional results for student satisfaction. On a 
one-to-seven rating scale, HCC students rating of 
their satisfaction that their college experience 
met their expectations decreased from 4.80 in 
2006 to 4.72 in 2011, while the rating for com-
munity, junior, and technical colleges increased 
during this time (Figure 3R2-1). Overall satisfac-
tion with HCC students’ experiences and national 
community colleges’ students’ experiences, in-
cluding if the students would enroll at their institu-
tions again, also followed this trend (Figures 
3R2-2 and 3R2-3).  

Figure 3R2 – 1: Student Satisfaction Inventory 
Item #96: “So far, how has your college experi-
ence met your expectations?” 

 
Source: Noel-Levitz Student Satisfaction Inven-
tory Survey, 2006 and 2011 
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Figure 3R2 - 2: Student Satisfaction Inventory 
Item #97: “Rate your overall satisfaction with your 
experience here thus far.”  

 
Source: Noel-Levitz Student Satisfaction Inventory Survey, 
2006 and 2011 

Figure 3R2 – 3: Student Satisfaction Inventory 
Item #98: “All in all, if you had to do it over, would 
you enroll here again?” 

 
Source: Noel-Levitz Student Satisfaction Inventory Survey, 
2006 and 2011 

Additionally, three SSI scales further evaluate 
student satisfaction: instructional effectiveness 
(Figure 3R2-4), registration effectiveness (Figure 
3R2-5), and academic advising/counseling ser-
vices (Figure 3R2-6). HCC scores for instruction-
al effectiveness and registration effectiveness 
decreased slightly between 2006 and 2011 while 
increasing for national community colleges. 
However, ratings for both HCC and national 
community colleges increased for academic ad-
vising/counseling services, though ratings for na-
tional community colleges did surpass those for 
HCC in 2011. 

Figure 3R2 – 4: Student Satisfaction Inventory 
Scale - Instructional Effectiveness 

Source: Noel-Levitz Student Satisfaction Inventory Survey, 
2006 and 2011 

Figure 3R2 – 5: Student Satisfaction Inventory 
Scale - Registration Effectiveness 

Source: Noel-Levitz Student Satisfaction Inventory Survey, 
2006 and 2011 

Figure 3R2 – 6: Student Satisfaction Inventory 
Scale – Academic Advising/Counseling 

Source: Noel-Levitz Student Satisfaction Inventory Survey, 
2006 and 2011 
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Internally, documentation of the appeals process 
provides feedback on the number of appeals 
submitted and the percentage of those appeals 
that were approved. Number of appeals submit-
ted rose by about 9% from FY 2010 to FY 2011 
and then by 24% between FY 2011 to FY 2012, 
finally falling by about 8% between FY 2012 and 
FY 2013. The percentage of appeals approved 
was 26% in FY 2010, increasing to 35% in 2011 
(Figure 3R2-7). There was a sharp decline in 
percentage of appeals approved in FY 2012 as 
the rate dropped to 15%, but rose sharply again 
in FY 2013 to 51% of appeals approved.  

Figure 3R2 – 7: HCC Appeals Process Approval 
Rates, FY 2010 - 2013 

 
Source: HCC Appeals Committee 

3R3: What are your performance results for 
building relationships with your students? 

CCSSE normalizes responses from all participat-
ing institutions for five scales—active and collab-
orative learning, student effort, academic chal-
lenge, student-faculty interaction, and support for 
learners—to 50.0, allowing for the comparison of 
responses between cohorts. HCC utilizes the 
CCSSE to compare its performance against me-
dium-sized colleges. HCC scored below the 
comparison cohort in all scales except student-
faculty interaction, in which HCC was rated high-
er than the cohort in both the 2007 and 2012 
administrations (Figure 3R3-1). Between the two 
administrations, HCC’s scores improved in both 
active and collaborative learning (Figure 3R3-2), 
as well as support for learners (Figure 3R3-3), 
with scores increasing from 46.0 to 46.4 and 47.2 
to 49.6, respectively. HCC scores decreased for 
student effort (Figure 3R3-4) and academic chal-
lenge (Figure 3R3-5). The cohort reflected a simi-
lar trend for student centeredness (Figure 3R3-
6). 

Additionally, SSI provides two scales that relate 
to relationship-building with students: student-
centeredness and concern for the individual. 
Both scales evaluate the satisfaction with the 
items within using a one-to-seven rating. HCC’s 
rating decreased slightly for both scales between 
the 2006 and 2011 administrations, from 5.37 to 
5.36 for student-centeredness, and 5.23 to 5.20 
for concern for the individual. Conversely, ratings 
for both scales increased for national community 
colleges between these administrations.  

Figure 3R3 – 1: CCSSE Scores: Student-Faculty 
Interaction, 2007 and 2012  

Source: Community College Survey of Student Engagement 
results, 2007 and 2012 

Figure 3R3 – 2: CCSSE Scores: Active and Col-
laborative Learning, 2007 and 2012 

Source: Community College Survey of Student Engagement 
results, 2007 and 2012 
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Figure 3R3 – 3: CCSSE Scores: Support for 
Learners, 2007 and 2012 

Source: Community College Survey of Student Engagement 
results, 2007 and 2012 

Figure 3R3 – 4: CCSSE Scores: Student Effort, 
2007 and 2012 

Source: Community College Survey of Student Engagement 
results, 2007 and 2012 

Figure 3R3 – 5: CCSSE Scores: Academic Chal-
lenge, 2007 and 2012 

Source: Community College Survey of Student Engagement 
results, 2007 and 2012 

Figure 3R3 – 6: Student Satisfaction Inventory 
Scale – Student Centeredness 

Source: Noel-Levitz Student Satisfaction Inventory Survey, 
2006 and 2011 

Figure 3R3 – 7: Student Satisfaction Inventory 
Scale – Concern for the Individual 

 
Source: Noel-Levitz Student Satisfaction Inventory Survey, 
2006 and 2011 

3R4: What are your performance results for 
building relationships with your key stake-
holders? 

Community Education course enrollees complete 
evaluations at the completion of each course. 
From FY 2008 through FY 2013, agreement that 
the course met the student’s expectations in-
creased from 92.6% to 94.8% (Figure 3R4-1). 
Additionally, agreement that the course was 
worth the student’s time and effort increased 
from 94.1% to 94.8% during this time (Figure 
3R4-2), and agreement that the student would 
recommend the course to others increased from 
93.2% to 94.9% (Figure 3R4-3). 
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Figure 3R4 – 1: HCC Community Education 
Course Evaluation Survey – “This course met my 
expectations.” 

 

Source: HCC Community Education Course Evaluations, 
FY08 - FY13 

Figure 3R4 – 2: HCC Community Education 
Course Evaluation Survey – “This course was 
worth my time and effort.” 

 
Source: HCC Community Education Course Evaluations, 
FY08 - FY13 

Figure 3R4 – 3: HCC Community Education 
Course Evaluation Survey – “I would recommend 
this course to others.” 

 
Source: HCC Community Education Course Evaluations, 
FY08 - FY13 

3R5: What are your performance results for 
building relationships with your key stake-
holders? 

Please refer to the response to question 1R3 and 
Figures 1R3-4 and 1R3-5.  

3R6. How do your results for the performance 
of your processes for Understanding Stu-
dents’ and Other Stakeholders’ Needs com-
pare with the performance results of other 
higher education institutions and, if appropri-
ate, of organizations outside of higher educa-
tion? 

Please refer to responses and figures for 3R2.  

 Improvements 

3I1. What recent improvements have you 
made in this category? How systematic and 
comprehensive are your processes and per-
formance results for Understanding Students’ 
and Other Stakeholders’ Needs? 

The College has made significant improvement in 
the area of identifying the needs of our students 
groups and selecting an appropriate course of 
action (3P1). One such effort has been to isolate 
specific skillsets precluding student academic 
success in the first semester. Meetings with fac-
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ulty, combined with meetings with K-12 guidance 
counseling staff identified several key areas that 
could be enhanced and have a measureable ef-
fect on student success. These largely centered 
on gaps in affective skillsets and inadequate col-
lege and career planning. These meetings were 
instrumental in developing the Heartland GPS: 
Guided Path to Success workshop series. The 
Academic Support Center (now the Student Suc-
cess department) initially developed 21 career 
and college readiness workshops, which has in-
creased in 2013 to 30 workshops (10 for each 
focus of student, career or life success). In 2013, 
nine District 540 high schools piloted the work-
shop series. Across all high schools, a total of 
173 GPS workshops were presented in the pilot 
year. A total of 367 students participated in one 
or more of the workshops. A total of 171 students 
earned at least one credit hour by participating in 
at least seven workshops. 

Additionally, in an effort to enhance our ability to 
build and maintain relationships with key stake-
holders (3P4), the College identified a need for a 
Constituent Relationship Management (CRM) 
software system. This system will allow the Col-
lege to leverage relationships across depart-
ments/divisions, and provide data to indicate the 
effectiveness of relationships. A CRM project 
team representing several key college depart-
ments was created in 2012 and is being co-led 
by an IT manager and a functional subject matter 
expert. The CRM team has selected the Mi-
crosoft Dynamics CRM software solution and a 
consulting partner for implementation. The initial 
planning phase of the project, which will include 
detailed implementation specifications will com-
plete in the fall of 2013. Development, implemen-
tation and testing phases will lead to a launch of 
the CRM solution in 2014. 

3I2. How do your culture and infrastructure 
help you to select specific processes to im-
prove and to set targets for improved perfor-

mance results in Understanding Students’ and 
Other Stakeholders’ Needs? 

The college administers the Noel-Levitz Student 
Satisfaction Inventory (SSI) and the Community 
College Survey of Student Engagement 
(CCSSE) survey bi-annually and is coordinated 
by the IE Office, administered by faculty by strati-
fied random sampling in paper format in selected 
classrooms.  

Student evaluations provide end-of-the semester 
insights for all courses taught at the college. Ad-
ditionally, new faculty receives two forms of 
feedback by midterm of their first semester at the 
College: an early feedback course evaluation and 
a class observation administered by their direct 
supervisor. Other student evaluations include in-
formal surveying internal and external to the 
classroom. Additional information is gathered 
from external environmental scans, data regularly 
obtained and used in the academic program re-
view process. The two student surveys yield im-
portant information regarding benchmarks to the 
performance of other educational institutions. 

Community Education course enrollee’s com-
plete evaluations at the completion of each 
course. From FY 2008 through FY 2013, agree-
ment that the course met the student’s expecta-
tions increased from 92.6% to 94.8%. Additional-
ly, agreement that the course was worth the 
student’s time and effort increased from 94.1% to 
94.8% during this time, and agreement that the 
student would recommend the course to others 
increased from 93.2% to 94.9%. 
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Category 4 – Valuing People 
Explores your institution’s commitment to the de-
velopment of your faculty, staff, and administra-
tors. 

 Overview 

Anecdotal feedback as well as exit interview data 
indicates that employees hold Heartland in high 
regard as an employer, suggesting that employ-
ees feel valued by the College. Specific process-
es for Valuing People at Heartland Community 
College range from systematic to integrated.  

Job design, recruiting, and hiring (4P1, 4P2, and 
4P3) are well-defined and integrated across the 
College. Human Resources personnel are active-
ly involved with stakeholders in these processes 
to ensure accountability and adherence to well-
designed processes. Job classification as a re-
lated facet of job design is integrated but reveals 
itself as an area that merits close review to en-
sure internal and external equity. Significant data 
regarding these processes is collected, moni-
tored, and analyzed. 

Onboarding and orientation processes (4P4) are 
generally in the systematic to aligned stage and 
significant efforts are underway that are intended 
to move these processes toward integrated. 
Such efforts include developing appropriate 
measurements to determine the effectiveness of 
these processes.  

Personnel planning (4P5) is systematic across 
the College with alignment emerging at the Cabi-
net level of the organization. The Strategic Plan-
ning and Operational Planning initiatives of the 
College can be leveraged to move personnel 
planning from systematic to aligned across the 
College rather than emerging only at the Cabinet 
level. 

The design of work processes and activities to 
contribute to organizational productivity and em-
ployee satisfaction (4P6) is also systematic at the 
College. College personnel have been engaged 
in operational planning and process mapping 
during 2012 and 2013 but there is significant op-
portunity to more fully implement and embed 
these processes throughout the College.  

Processes that ensure the ethical practices of 
employees (4P7) are aligned. As additional focus 
is given to ethics training and communicating the 

ethical facets of existing College processes, ethi-
cal practices will become integrated. 

The College provides significant opportunities for 
professional and career development (4P8 and 
4P9) of faculty that is well-documented and wide-
ly available. The College has also provided pro-
fessional and career development support to 
other employee groups though not in the same 
cohesive and structured way as for Faculty. In 
the last two years, however, significant time, at-
tention, and human resources have been com-
mitted to developing recommendations for a 
comprehensive professional development and 
training program at the College. While some as-
pects of professional and career development 
are already integrated at the College, overall the 
College is moving from systematic to aligned and 
is well-positioned to reach an integrated state in 
the next 1-3 years. 

College systems for personnel evaluation (4P10) 
are well-designed and aligned. Becoming fully 
integrated requires College-wide commitment to 
accountability through timely completion as well 
as post-completion analysis to identify and com-
municate organizational needs. 

Employee recognition, reward, compensation 
and benefits systems (4P11) are also well-
designed, comprehensive and integrated. Pro-
cesses for determining key issues related to em-
ployee motivation (4P12) and for providing and 
evaluating employee satisfaction, health and 
safety and well-being (4P13) exist but generally 
are less developed and still in emergent and 
changing forms.  

 Processes 

4P1. How do you identify the specific creden-
tials, skill, and values required for faculty, 
staff and administrators? 

Heartland Community College administration and 
appropriate supervisors identify specific creden-
tials, skills, and values for positions through for-
mal and/or informal needs analysis. In considera-
tion of the needs analysis, the populations served 
by the position, and the function of the position, 
the supervisor proposes a draft job description 
that includes general responsibilities, job qualifi-
cations, and essential functions and duties. Dur-
ing the drafting of the job description, the super-
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visor may consult subject matter experts or refer 
to sample job descriptions available through sur-
veys or from peer community colleges, higher 
education institutions, or private sector employ-
ers. The Cabinet-level supervisor and Human 
Resources personnel review the proposed job 
description, and HR personnel analyze the ap-
proved job descriptions to determine appropriate 
placement within the College’s salary grade 
structure based on scope of responsibility, es-
sential duties and functions, and required qualifi-
cations. Additionally, job descriptions are re-
viewed annually by the incumbent employee and 
supervisor as part of the employee performance 
evaluation process. This review may result in up-
dates to the job description, thus helping to en-
sure that the job description remains current and 
reflects actual duties and the corresponding cre-
dentials, skills, and values necessary for the job. 

4P2. How do your hiring processes make cer-
tain that the people you employ possess the 
credentials, skills and values you require? 

The College maintains thorough and well-
documented Hiring Guidelines that provide de-
tailed guidance for recruiting employees and 
conducting employment searches. These guide-
lines are regularly reviewed and updated as 
needed by Human Resources personnel to en-
sure a fair, effective hiring method that is in com-
pliance with applicable hiring laws and regula-
tions and to ensure consistency with the 
College’s Mission, Vision and Values and Strate-
gic Plan. The Hiring Guidelines specify that an 
Applicant Review Team Chair, usually the posi-
tion supervisor, will receive appropriate training 
regarding the College’s Hiring Guidelines and will 
lead the employee recruitment process in collab-
oration with the Coordinator of Employee Re-
cruitment (Human Resources personnel).  

After a job description has been approved for an-
nouncement, the Applicant Review Team Chair 
and the Coordinator of Employee Recruitment 
collaboratively develop a job announcement and 
identify appropriate advertising media through 
which to announce the position. Consideration is 
given to recruiting nationally, regionally, and/or 
locally depending on the nature of the position, 
the availability of qualified talent, and the needs 
of the College. Following the application review 
date, the Applicant Review Team Chair, the Co-
ordinator of Employee Recruitment, and the ap-

propriate Cabinet member determine whether the 
resulting applicant pool has a sufficient number 
of qualified applicants to continue the review pro-
cess; a position may be re-advertised if deter-
mined necessary. 

Job applicants submit a Heartland Community 
College employment application, a cover letter, 
and résumé. Applicants for full-time faculty posi-
tions must also include copies of transcripts, a 
statement of teaching philosophy and a descrip-
tion of teaching and assessment practices. Re-
view and consideration of these materials is a 
critical step in determining whether the candi-
dates possess the credentials, skills, and values 
sought by the College and required for the posi-
tion. Further in the applicant review process, the 
College uses interviews, validated skill testing, 
teaching demonstrations, job-related exercises, 
employment reference checks, degree verifica-
tions, and criminal background checks to further 
assess and verify credentials, skills, and values 
of job candidates.  

The Applicant Review Team Chair develops an 
Applicant Review Team to assist in the review of 
applicant qualifications and to participate in the 
interview process. The Team may also assist in 
the development of appropriate interview ques-
tions; all interview questions used in the interview 
process require review and approval from the 
Human Resources Office. Heartland encourages 
the use of interview questions that refer to the 
Mission, Vision, and Values and/or Strategic Plan 
to help the Team not only assess credentials and 
skills, but also values that are aligned with Heart-
land Community College. 

The Team screens applicants using the job de-
scription and job announcement as the primary 
basis of criteria and any special College or de-
partmental needs identified by the Chair. Follow-
ing the screening of application materials, the 
Applicant Review Team collaboratively identifies 
candidates to interview. Applicants selected for 
interviews receive a packet of materials that in-
cludes the job description, information about the 
College, the Mission, Vision and Values and the 
Strategic Plan of the College. Thus, future em-
ployees are exposed to the College’s Mission, 
Vision and Values and Strategic Plan prior to ev-
er becoming an employee.  
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On-site interviews are always conducted as part 
of the interview process, but depending on the 
search requirements, timeline, and applicant 
pool, telephone interviews may also be used to 
screen applicants. Telephone interviews use 
questions to help determine whether the appli-
cant is a viable candidate for the position and 
whether it is worthwhile to invest further time and 
resources to bring the applicant to the College for 
an on-site interview. The on-site interview pro-
cess generally includes: 

 Group interview with the applicant review 
team. 

 Campus, division, or office tour. 

 Skill testing, teaching demo, and/or job-based 
exercise (as appropriate to the position). 

 Meeting with the appropriate Cabinet mem-
ber(s) or designee. 

When appropriate to the position, a reception 
open to the college community may also occur. 

Following campus interviews, the Applicant Re-
view Team develops an applicant review sum-
mary that identifies relative strengths and any 
concerns identified by the Team. The Chair pre-
sents the applicant review summary to the next-
level supervisor and appropriate Cabinet mem-
ber. The Chair and Cabinet member then identify 
the finalist(s) for whom reference checks are to 
be conducted. The appropriate Cabinet mem-
bers, in consultation with the Chair, ordinarily will 
select an individual from the candidates identified 
in the applicant review summary to be recom-
mended for employment to the College Board of 
Trustees. Alternatively, the search may be voided 
and re-advertised or the Applicant Review Team 
may be asked to interview additional candidates.  

Full time and adjunct faculty agree to a contract 
(negotiated through the faculty union association 
and the Board of Trustees) that delineates how 
enrollment limits for each class are determined, 
the process of evaluation, instructor availability to 
students outside of class hours, terms of promo-
tion and compensation as well as professional 
development options and other elements. See 
1P11 for more details on faculty promotion, pro-
fessional development and assessment. 

Candidates being considered for part-time posi-
tions including but not limited to adjunct faculty 
and continuing education instructors are subject 
to a similar review of skills and credentials, 

though the formal applicant review process is not 
utilized. Instead, the supervisor reviews the ap-
plication materials, conducts the face-to-face in-
terview, and assesses the credentials, skills, and 
values of the candidates. Credentials, skills, and 
values are further verified using employment ref-
erence checks, degree verifications, and criminal 
background checks. Instructors teaching College 
Now courses (HCC’s dual credit/dual enrollment 
program) are often teachers employed at the 
host high school, but they are subject to the 
same screening processes and qualification re-
quirements as other Adjunct Faculty employed by 
the College. 

Funding is allotted annually to faculty and staff 
for professional development and is available to 
all full- and part-time employees. The College 
promotes professional development opportunities 
through various media, and departments encour-
age participation in multiple ways, including 
cross-training to ensure coverage during events 
and closing some departments as needed for 
team professional development exercises. Pro-
fessional development events include a survey to 
gather feedback on satisfaction, whether the 
event met expectations and to gather sugges-
tions for future professional development activi-
ties. 

4P3. How do you recruit, hire and retain em-
ployees? 

The College recruits employees through job an-
nouncements placed in local, regional and na-
tional newspapers; minority interest publications; 
academic, trade, and professional journals; 
online job boards; listservs; through local affinity 
and resource groups; participation in local job 
fairs; and email to current Heartland employees. 

See 4P2 for hiring practices. 

HCC retains employees by providing an open, 
welcoming environment that values employees, 
their skills, talents and contributions. Employees 
are provided with reasonably competitive salaries 
and a desirable benefits program, which aid in 
recruitment and hiring, as well as retention of 
employees. The benefits package available to 
full-time employees includes medical, dental, vi-
sion, long-term disability, and term life insurance, 
a state of Illinois pension program, paid holidays, 
paid leave, an employee assistance program, 
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tuition waivers, tuition reimbursement, sabbatical 
leaves, and access to an on-site library and fit-
ness center. 

Perhaps as important to retaining employees as 
salaries and benefits, Heartland provides oppor-
tunities for employees to be engaged in deter-
mining College policies and practices that affect 
them as employees. One example includes the 
work of the Insurance Review Team (IRT), which 
is comprised of two representatives from each 
employee category (professional/technical, facul-
ty, administration and classified) and three ex-
officio members (Executive Director of Human 
Resources, Vice President of Business Services, 
and Coordinator of Employee Benefits). The IRT 
holds several meetings annually to review insur-
ance options and make recommendations re-
garding the insurance rates and benefit structure. 
Employee support for the IRT’s recommenda-
tions and feedback regarding the insurance ben-
efits are very positive and further validate that 
both employee engagement in this process as 
well as the specific benefits help retain employ-
ees. 

Another example of employee engagement in-
cludes the College Advisory Council (CAC), 
which was formed in 2012. The CAC, comprised 
of administration, faculty, and staff, provides 
broad-based representation of and input from the 
various departments and employee classifica-
tions regarding major College initiatives. Employ-
ees recognize the opportunity to share 
knowledge and ideas that influence College poli-
cies and practices, reinforcing that input is de-
sired and valued from all employee groups. 

Numerous other examples of employee engage-
ment throughout the College are reflected in the 
work of the Curriculum and Academic Standards 
Committee, the Employee Kick-off and Best 
Practices Team, and the Heartland Employee 
Activities and Recognition Team, to name only a 
few.  

Employee retention is also supported by oppor-
tunities for advancement that exist to varying de-
grees. Forty-four percent of current full-time fac-
ulty members were once employed as part-time 
faculty, and 62% of faculty members have been 
promoted since 2010. Twenty-five percent of 
other regular employees have moved to higher 
level positions since 2010.  

Orientation of new employees, professional de-
velopment opportunities, and employee recogni-
tion open to all employees also assist in retention 
efforts. Those efforts are described in the follow-
ing process question responses. 

4P4. How do you orient all employees to your 
institution’s history, mission and values? 

Prospective employees are introduced to the Col-
lege’s history, Vision, Mission, and Values state-
ments, and Foundational Commitments upon first 
contact with HCC when they receive a packet 
with such information. Employee onboarding ac-
tivities take place upon hire and include another 
copy of the history; Vision, Mission and Values 
statements; and Foundational Commitments. At 
least once per year the College holds a new em-
ployee orientation and welcome, to which all new 
and current employees are invited. During annual 
new employee orientation, members of the Cabi-
net address HCC’s Mission and Values, the his-
tory of Heartland Community College and the 
roles of community colleges. 

Employees are invited to attend monthly “Coffee 
with the President” sessions, annual AQIP Con-
versation Days, a Best Practices Kick-Off day 
each spring and fall, and other similar events 
where these topics are discussed. In fact, the 
theme for the January 2014 Best Practices Kick-
Off is “Celebrating and Exploring Heartland’s 
Core Values.” Workshops will be linked explicitly 
to at least one of HCC’s Core Values. 

HCC’s Mission is displayed prominently at the 
entrance of the Community Commons Building. 
The Marketing Department created environmen-
tal artwork that includes elements of HCC’s 
Foundational Commitments in both permanent 
and transitory displays throughout the College 
buildings.  

Many divisions and units develop their own mis-
sion statements, visions and values. An example 
would be the advising department, which devel-
oped its mission statement in summer 2013. Ad-
vising staff collaborated on the mission statement 
and have processed this information in one-on-
one conversation, meetings and retreats. The 
annual retreat and semi-annual advisor in-
services will include review and discussion of the 
mission as part of the regular agenda. 
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4P5. How do you plan for changes in person-
nel? 

The College plans for changes in personnel 
caused by impending retirement, planned early 
retirement, expiring grant-funded positions, re-
quired professional expertise for developing 
courses, faculty promotion and budget con-
straints. Process mapping helps College person-
nel determine role definitions and capacity con-
siderations. 

Operational and program planning guides admin-
istration in determining their workforce needs in 
the future. College administrators plan the budget 
taking into account personnel changes for the 
next fiscal year. A master class schedule now 
lists the guaranteed courses for 6 semesters into 
the future and is updated each semester to show 
the next 2 years of course offerings. This allows 
academic deans to plan for required faculty well 
in advance. 

Some departments within the College also inten-
tionally cross train personnel and, when needed 
and relevant to the job description, train across 
departments in order to ensure continuity in the 
event of an unexpected absence or to transition 
duties from one position/department to another. 
Some departments have developed process 
manuals to allow an easier transition for employ-
ee absence, but this is not a universal practice. 

4P6. How do you design your work processes 
and activities so they contribute both to or-
ganizational productivity and employee satis-
faction? 

Since 2010, the College has been working on 
systems mapping and process mapping for vital 
processes in both “as-is” and “to-be” forms. Fac-
ulty and staff involved in performing the work be-
hind the process are instrumental in determining 
links among processes, finding “gaps” where 
processes falter and suggesting new ideas and 
options for process improvement. 

Administration and targeted faculty and staff par-
ticipate in strategic planning meetings throughout 
the year to determine priorities. College adminis-
trators review operational plans continuously. 
Academic programs undergo comprehensive re-
views and updates every 5 years and abide by 
the ICCB Program Review Manual. 

Previously, the College gauged employee satis-
faction through responses to event surveys, staff 
retention, exit interviews and data from an em-
ployee satisfaction survey conducted in 2006. 
The professional development directors review 
the responses to event surveys in debriefing 
meetings after each event and use the responses 
to plan and make improvements on future 
events. Data from the results are not typically 
used in other departments to address systemic 
problems. HCC recognized the need for a formal, 
repeatable survey that provides in-house 
measures as well as comparisons to other com-
munity colleges. In 2013, the College conducted 
an employee satisfaction assessment which is 
scheduled to be conducted every other year.  

HCC recognizes employees in informal and for-
mal ways, including annual and periodic employ-
ee recognition awards (see 4P11).  

4P7. How do you ensure the ethical practices 
of all of your employees? 

The College promotes the ethical practices of 
employees through background checks, ethics 
surveys, annual audits, policies and training. 
Candidates for positions at HCC are screened 
with both reference and background checks. 

The College hires an annual external auditor to 
prevent possible fraud, in addition to maintaining 
rigorous standards for any position that involves 
disbursement of funds. Campus Security escorts 
the Cashier to the Business Office as required by 
College policy. The College now contracts with 
Loomis Armored Car, which is responsible for 
receipt and transfer of cash. Petty cash and a 
small cash drawer are the only cash on hand at 
HCC and are balanced weekly. Petty cash is only 
dispensed with approved receipts, which requires 
two layers of authorization, as well as photo ID.  

There are also several College policies that re-
late to ethical practice. The College publishes 
conflict of interest statements in the Board Man-
ual and Employee Handbook, provides State-
ments of Economic Interest and maintains an In-
formation Security Policy and an Appropriate Use 
Policy. Training efforts are ongoing and episodic.  

The College abides by the Open Meeting Act and 
the Freedom of Information Act to ensure acces-
sibility to meetings of the Board of Trustees and 
shares information upon request. The College 



Heartland Community College – November 2013 Systems Portfolio 

Category 4 – Valuing People 50 

received and responded to approximately 10 
FOIA requests in Fiscal Year 2012, and approxi-
mately 15 in FY2013. The College has an official 
FOIA officer through whom requests are directed. 

The College’s hiring practices and policies are 
available to the public, and starting February 1, 
2013, job postings have noted when an open po-
sition is a newly created position or is the result 
of a vacancy.  

The College’s Academic Integrity policy was 
reevaluated in recent years as an AQIP Action 
Project, and HCC posted the new policy in No-
vember 2011. In the 2010-2012 HCC Catalogs 
and Student Handbooks and all previous itera-
tions of same, the entirety of the academic integ-
rity policy consisted of two-thirds of a single 
page. The first two sentences noted that aca-
demic integrity is “fundamental,” “central,” and 
“essential,” and the remainder of the policy listed 
major examples of violations of academic integri-
ty and potential consequences. The new policy 
addresses the meaning of integrity, how to culti-
vate integrity, resources available at the College 
and ramifications of a failure of integrity. Although 
the new policy—and related video on the web-
site—describes academic integrity in particular, 
the policy notes that integrity encompasses more 
than merely academic work and is relevant to all 
members of the College community in their work 
and actions at HCC and beyond.  

4P8. How do you determine training needs? 
How do you align employee training with 
short- and long-range organizational plans, 
and how does it strengthen your instructional 
and non-instructional programs and ser-
vices? 

A Professional Development Task Team consist-
ing of representatives from throughout the Col-
lege was convened in 2011. The major charge to 
the team was to identify and analyze existing pro-
fessional development opportunities and to chart 
a course for a comprehensive professional de-
velopment program at HCC. The team presented 
recommendations to the Cabinet in 2012 that 
supported the hiring of a full-time Director of Pro-
fessional Development and Training, a position 
which would focus on professional development 
and training for all employee groups. This posi-
tion was envisioned to collaborate with the Direc-
tor of Instructional Development and Assess-

ment, a position focused on professional devel-
opment for faculty. The commitment made by the 
College to develop a comprehensive professional 
development program and expand it to all em-
ployees demonstrates the College’s investment 
in supporting employee growth and employee 
retention. 

Staff members from professional development, 
Information Technology and/or other areas are 
often involved in identifying training needs and in 
leading/facilitating efforts to fulfill such needs. 
The strategic and operational planning process 
determines some professional development 
needs. 

Large scale training requirements that are appli-
cable to all employees or large groups of em-
ployees are typically identified at the administra-
tive level. The administrative decision to 
implement Microsoft SharePoint, for example, 
prompted an intensive series of workshops, 
question-and-answer sessions and on-call train-
ing provided by the Information Technology de-
partment. IT worked closely with administrators 
and staff to develop a timeline for implementation 
and options for training. Training on SharePoint 
was available in a variety of formats for two 
years, and IT continues to offer SharePoint “re-
freshers” each semester.  

Training needs that are specific to faculty devel-
opment, review of curricula and instructional 
methods may be identified by the Council of In-
structional Administrators and/or the Instructional 
Development Center. 

Training needs are identified and emerge in a 
variety of ways. Needs may be communicated by 
individual employees to their supervisors through 
the course of daily operations or the annual per-
formance evaluation and goal setting process. 
Supervisors may recognize individual or depart-
mental training needs that must be met in order 
to pursue a new initiative or comply with a com-
pliance-oriented regulation, or may recognize a 
knowledge or skill deficiency that warrants specif-
ic training or education. 

Training is aligned with short- and long-range or-
ganizational plans by using the College’s Strate-
gic Plan as a guide to identify specific training 
needs in order to implement or support specific 
goals/initiatives outlined in the Strategic Plan. 
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Employee groups (as a unit, department, divi-
sion, or team) identify duties, tasks and respon-
sibilities related to their roles and positions. They 
determine the talents, skills, knowledge bases, 
etc. that are needed to carry these out in optimal 
ways. Next they determine gaps that added train-
ing and development would serve to fill. Then 
they pursue academic coursework, engage in 
webinars, attend conferences/workshops/training 
seminars, go on field trips, read/study on their 
own or follow industry bloggers in an effort to ac-
quire the knowledge and skills they need. Finally, 
they share their new knowledge and skills with 
colleagues through departmental meetings, Fall 
Kick-Off and Spring Kick-Off workshops, emails 
or articles. 

Employees, individually and in groups, compare 
and contrast their personal/professional and unit 
goals with the College’s Vision, Mission and Val-
ues and strategic goals. The goal of this process 
is to ensure employees are optimally prepared to 
do their jobs and meet the educational needs of 
HCC students. 

Employee training strengthens faculty and staff 
by ensuring that employees remain current in 
their fields, are able to use College-provided 
technology resources effectively to aid in per-
forming their jobs, have opportunities to enhance 
their existing skill set and knowledge base and 
have necessary awareness and understanding of 
compliance-oriented issues. 

In March 2013, Heartland created the Profes-
sional Development Council, which includes the 
Director of Professional Development and Train-
ing, the Director of Instructional Development 
and Assessment, the Manager of IT Training and 
Software Services and the Director of Community 
Education. The PDC is tasked with centrally co-
ordinating, offering and tracking the College’s 
professional development opportunities for em-
ployees. 

4P9. How do you train and develop all faculty, 
staff and administrators to contribute fully 
and effectively throughout their careers with 
your institution? How do you reinforce this 
training? 

The College enhances the employee knowledge 
base and development in a variety of ways: ori-
entations, trainings, workshops, seminars, brown 

bags, coursework, conferences, institutes, online 
tutorials, cross-training in other units and more. 
The College created two new positions within the 
past 7 years that are specifically designed to cre-
ate and promote faculty and staff development 
and training. The first was the Director of Instruc-
tional Development and the second was the Di-
rector of Professional Development and Training. 
Both are key members of the PDC. 

The Promotion Evaluation Review Team (PERT) 
has a defined process and step-by-step guide for 
faculty to follow for evaluation and promotion. 

The annual performance evaluation/goal setting 
process reinforces individual development. Fur-
ther reinforcement comes from debriefings, in-
trinsic rewards, extrinsic rewards, incentives, 
recognitions and awards. When newly gained 
knowledge and skills are utilized and observed to 
be valuable/worthwhile, this provides reinforce-
ment. 

The College encourages employees to seek and 
embrace opportunities for continued professional 
growth and to apply such growth to their daily 
contributions. In recent years, the Kick-Off events 
in fall and spring included either a motivational 
keynote speaker or a speaker chosen to provide 
specific strategies for personal and professional 
improvement. The rest of the day is dedicated to 
workshops in which faculty and staff members 
provide professional development to their 
coworkers by sharing a skill or strategy for per-
sonal and/or professional growth. A team – 
headed by the Director of Instructional Develop-
ment and Assessment and the Director of Pro-
fessional Development and Training – meets 
throughout the year to coordinate the events. Af-
ter a Kick-Off day, the team reviews the event 
and begins planning the next Kick-Off. The direc-
tors intentionally gather a team that is inclusive 
and representative of the entire College commu-
nity.  

4P10. How do you design and use your per-
sonnel evaluation system? How do you align 
this system with your objectives for both in-
structional and non-instructional programs 
and services? 

The College designed its annual performance 
evaluation instruments and guidelines through 
feedback from supervisors and employees. The 
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process was developed to assist the supervisor 
and the employee in evaluating past job perfor-
mance and encouraging future personal growth 
and development. This process includes provid-
ing expectations, exchanging perceptions and 
encouraging employee efforts as part of the 
Heartland Community College team. The evalua-
tion is designed to identify points of strength and 
areas for improvement in job performance, as 
well as to provide feedback on performance. 

Primary components of Heartland Community 
College’s evaluation system are identifying spe-
cific individual goals and explicitly noting, when 
appropriate, how those goals tie into department 
and institutional priorities. Supervisors review, 
and encourage employees to review, the pro-
gress toward meeting stated goals throughout 
the year. The number of specific goals should be 
manageable. Generally 1-3 goals is sufficient, 
although the number of goals is not limited.  

Performance benchmarks are typically included 
in department goals. For example, Enrollment 
Services has set a goal of enrolling 900-1,100 
new students through its New Student Days in 
Spring/Summer 2014, following a pilot program 
involving 60 students in 2012 and growth of the 
program in 2013 to include more than 600 stu-
dents. Core staff involved in the 2013 New Stu-
dent Days received feedback on their 2013 per-
formance evaluations noting their contributions 
and expectations for next year. 

Faculty members complete an additional evalua-
tion and review through the PERT process (see 
1P11). 

The Board of Trustees and the Faculty Associa-
tions negotiate a collective bargaining agreement 
on a regular cycle that details the timeline and 
process of faculty evaluations, the required cre-
dentials for teaching, class assignment proce-
dures and options for support services and pro-
fessional development. The agreement also 
delineates requirements for office hours, options 
for committee work and compensation for certain 
committee work and/or professional develop-
ment. 

4P11. How do you design your employee 
recognition, reward, compensation and bene-
fit systems to align with your objectives for 
both instructional and non-instructional pro-
grams and services? 

The College recognizes that all employees con-
tribute to the success of Heartland and that eve-
ryone deserves recognition for their dedication in 
fulfilling their responsibilities and carrying out the 
College’s Mission. Human Resources redesigned 
the Employee Recognition Awards at the end of 
2012 to address some confusion about the cate-
gories, as expressed by employees when nomi-
nating coworkers. Annual Employee Recognition 
awards include: 

 Above and Beyond Award 

 Collaboration Award 

 Diversity Award 

 Peer Support Award 

 Quality Service Award 

 Outstanding Performance Award 

 Awards for 5, 10, 15 and 20 years of service 

Any employee can participate in nominating a 
coworker, and all employees are eligible to be 
nominated for these awards. The awards pro-
gram was designed by employee representatives 
with special attention to linking awards with the 
College’s Mission and Values. There are, how-
ever, other awards that are specific to faculty, 
including the Outstanding Faculty Award, which 
is awarded annually to one full-time faculty mem-
ber and one adjunct faculty member to recognize 
excellence in teaching. 

The College works to attract and retain a well-
qualified workforce by providing equitable com-
pensation that is competitive within the educa-
tional sector and a comprehensive benefits pro-
gram that compares favorably with other 
employers. The College evaluates and monitors 
these programs through analysis of local, state, 
and national survey data with the intent to main-
tain internal equity and competitiveness within 
the educational sector. The desired outcomes of 
this objective are employee satisfaction, motiva-
tion, equity among all categories of staff, reten-
tion, and alignment with HCC Vision, Mission, 
Values and Foundational Commitments.  

Heartland has staff whose jobs include monitor-
ing and running employee recognition and bene-
fits. This includes the Human Resources staff, 
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the Director of Instructional Development and 
Assessment and the Director of Professional De-
velopment and Training. The Director of Instruc-
tional Development coordinates professional de-
velopment for instructors, and the Director of 
Professional Development and Training coordi-
nates professional development for non-faculty 
staff.  

Professional development funds are earmarked 
for staff and included in the budget annually, and 
there are also regular opportunities for employee 
recognition by fellow staff. There are the annual 
awards for which staff can nominate coworkers, 
as well as day-to-day recognition awards (the 
Heartland Recognition Award) that are available 
through the website. Employees recognized for 
the Heartland Recognition Award receive an e-
mail describing why they were given the award, 
have their names placed in a monthly (and cul-
minating in an annual) drawing, and are recog-
nized in a college-wide, monthly e-mail. Each 
professional development event also includes a 
feedback component which is reviewed to deter-
mine success of the program, develop improve-
ments and gauge need for additional or related 
professional development programs. 

The College also utilizes employee promotions 
and title changes/position reclassifications to re-
flect increased duties and expanded responsibili-
ties. 

4P12. How do you determine key issues relat-
ed to the motivation of your faculty, staff and 
administrators? How do you analyze these 
issues and select courses of action? 

Motivation comes from a variety of sources: 
recognition; money; the opportunity to lead, serve 
and participate; professional development; per-
sonal development and acknowledgment. The 
College provides the seeds of employee motiva-
tion through these means, and it uses survey da-
ta, feedback from professional development ac-
tivities, and other measures to determine the 
success of its motivational efforts and whenever 
possible to address areas in which HCC falls 
short.  

Prior to this year, the College had not deployed 
an employee satisfaction survey since 2006. The 
College recognizes the importance of regular and 
standardized data on employee satisfaction and 

decided to deploy an employee satisfaction sur-
vey in 2013. Results from the selected survey 
(ModernThink’s “Great Places to Work” Higher 
Education Insight Survey) are reported in the re-
sults sections for several categories. The survey 
was sent to 333 employees, utilizing stratified 
sampling across all employee groups. There 
were 176 responses (53.2% response rate). The 
College will repeat the survey on a biennial basis 
to analyze trends. The College recognizes the 
need to examine longitudinal trends as we sus-
pect unique circumstances of leadership change 
may have negatively influenced the results in the 
2013 survey administration.  

The College gathers and analyzes voicing data 
and uses that data in its goal-setting process-
es/operational planning. Venues for employees 
to provide voicing data include HEART, IRT and 
CAC meeting; the collective bargaining process; 
annual operation planning; and annual employee 
performance evaluations. Additional methods in-
clude employees’ ability to suggest AQIP Action 
Projects, discussions during unit, departmental or 
division meetings; participation in College func-
tions and questions or comments during College 
assemblies. Each venue provides an opportunity 
to gather information on what motivates or cre-
ates obstacles for employees. In the past 18 
months, some departments have received per-
mission from supervisors to be closed during all-
College events, and attendance at those events 
is expected. 

Specific ways HCC works to motivate staff in-
clude tuition reimbursement/tuition waivers, Kick-
Offs, recognition awards, morale boosting chal-
lenges (such as the Foundation donation cam-
paign) and the opportunity to provide input on 
and potentially develop programs (customized 
training and community education and credit 
classes/programs, in some cases). 

4P13. How do you provide for and evaluate 
employee satisfaction, health and safety and 
well-being? 

Heartland works to provide a safe, healthy, posi-
tive and nurturing environment where employees 
can best accomplish their daily work. HCC does 
this by providing a comprehensive insurance 
package for full-time employees, on-campus se-
curity, employee access to the Fitness and Rec-
reation Center, and OSHA safety training and 
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equipment as necessary for specific positions. 
The College also provides tuition waivers and 
tuition reimbursement for classes taken at HCC 
or elsewhere, opportunities to participate in ac-
tivities outside the workday (CLC missions, well-
ness challenges, etc.), childcare options at the 
Child Development Lab, promotions and raises, 
free parking, an EAP, the Heartland Employee 
Activities and Recognition Team (HEART) and 
optional participation in various other internal de-
cision/policy-making committees.  

Supervisors can gauge employee satisfaction 
and well-being during each employee’s annual 
performance evaluation and can help an employ-
ee set goals to address work-life balance or other 
concerns that may arise.  

There are some other measurements available to 
determine health, safety, and to some degree, 
well-being and satisfaction. Retention is one 
measure of satisfaction, as is absenteeism. 
Health insurance claims College-wide are one 
measure of employee health, and those are cer-
tainly measured, if anonymously, because HCC 
is self-insured and the claim rate is directly tied to 
the following year’s insurance rates. The Insur-
ance Review Team solicits feedback annually. 
The Employee Assistance Program provides 
quarterly reports that indicate usage rates of EAP 
offerings. As documented in the Annual Security 
Report, HCC tracks on-campus crimes, provides 
a variety of support services and implemented 
the first phase of an emergency contact plan uti-
lizing text messages (opt-in basis only) in addi-
tion to its other methods of disseminating emer-
gency information (website, emails and 
emergency notification broadcasts, as appropri-
ate). 

The College held its inaugural Safety Day in Sep-
tember 2013. The day’s events focused on 
emergency management drills and activities. Alt-
hough the active shooter drill required participa-
tion from every person on campus – employees, 
students and community members alike – there 
were also workshops on specific emergency 
management skills that were only available to 
HCC employees.  

The College also holds a Health and Fitness Ex-
po annually in the fall. The event is coordinated 
by HEART and began as an expo largely for em-
ployees. The audience of the expo has expanded 

so it is now open to students and the broader 
community, but a large number of College em-
ployees attend the event and use the information 
and contacts they gain to consider new health 
and fitness options. The event includes a blood 
drive, information on the EAP, representatives 
from area health clubs, active lifestyle groups, 
chiropractic clinics, nutritionists, dietitians and 
more. 

 Results 

4R1: What measures of valuing people do you 
collect and analyze regularly? 

The College began conducting a regular admin-
istration of ModernThink’s “Great Places To 
Work” Higher Education Insight Survey in 2013. 
This survey gathers faculty and staff insight on 
various metrics related to the workplace, and 
provides benchmarks to other types of higher 
education institutions.  

Human Resources monitors employee turnover, 
and all full-time and regular part-time employees 
are provided an opportunity to complete an exit 
interview, and HR analyzes exit interview results. 

The Director of Instructional Development and 
Assessment and the Director of Professional De-
velopment and Training collect substantial data 
on the programs offered, how each is offered 
(webinar, workshop, seminar, orientation, drop-in 
hours, faculty project, etc.), the assessment 
methods used, attendance rates, satisfaction 
rates according to survey responses, and re-
sponses to open-ended questions about certain 
events. Each year, the directors produce a pro-
gram review and report for the deans, which is 
also available on SharePoint.  

4R2: What are your performance results in 
valuing people? 

Five dimensions of the Higher Education Insight 
Survey (HEIS) examine HCC’s effectiveness at 
valuing people: 

 Job satisfaction/support 

 Professional development 

 Compensation, Benefits and Work/Life Bal-
ance 

 Fairness 

 Respect 
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The dimensional agreement average for job sat-
isfaction and support was comparable between 
HCC and the 2013 Carnegie Association re-
spondents, at 74% for HCC respondents and 
77% for Carnegie respondents (Figure 4R2-1). 
The fairness dimension held the lowest dimen-
sional agreement average for HCC and Carnegie 
respondents: 55% for HCC respondents and 
63% for Carnegie respondents (Figure 4R2-2). A 
high percentage of HCC respondents agreed that 
they are given the opportunity to develop their 
skills, though they were less likely to agree that 
they understand the requirements necessary for 
advancing their career (Figure 4R2-3). A low 
number of HCC respondents (46%) agreed that 
they are paid fairly for their work, but the institu-
tion’s benefits and flexibility around work/life bal-
ance led to a higher dimensional agreement av-
erage of 68%, similar to the agreement average 
of 73% for Carnegie Association respondents 
(Figure 4R2-4). The highest-rated individual item 
for HCC, found within the respect and apprecia-
tion dimension, asked about non-discriminatory 
institutional supportiveness, with 91% of HCC 
respondents agreeing with this item; however, 
HCC respondents don’t feel that they are regular-
ly recognized for their contributions (Figure 4R2-
5). Most HCC respondents agreed that the insti-
tution takes reasonable steps to ensure a safe 
and secure campus. 

Figure 4R2 – 1: HEIS - Great Places to Work 
Survey - Job Satisfaction/Support 

 
Source: ModernThink Higher Education Insight Survey 
2013, Heartland Community College Overall Benchmark 
Scorecard 

Figure 4R2 – 2: HEIS – Great Places to Work 
Survey – Fairness 

 
Source: ModernThink Higher Education Insight Survey 
2013, Heartland Community College Overall Benchmark 
Scorecard 

Figure 4R2 – 3: HEIS - Great Places to Work 
Survey – Professional Development 

 
Source: ModernThink Higher Education Insight Survey 
2013, Heartland Community College Overall Benchmark 
Scorecard 

Figure 4R2 – 4: HEIS - Great Places to Work 
Survey – Compensation, Benefits, and Balance 

 
Source: ModernThink Higher Education Insight Survey 
2013, Heartland Community College Overall Benchmark 
Scorecard 
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Figure 4R2 – 5: HEIS – Great Places to Work 
Survey – Respect and Appreciation 

 
Source: ModernThink Higher Education Insight Survey 
2013, Heartland Community College Overall Benchmark 
Scorecard 

HCC also monitors its employee turnover rates 
as a measure of valuing people. From FY06 – 
FY13, turnover remained under 10%; however, it 
did show steady increase from 3.16% in FY06 to 
a high of 8.76% in FY13. The increase in turno-
ver can be explained by a couple of institution-
specific and State-specific variables. As an insti-
tution, during this eight-year span the College, 
now in its twenty-third year of operation, saw the 
retirements of several of its founding administra-
tors, faculty, and staff. This eight-year span was 
a time of leadership transition and changing di-

rection, which might also explain some out-
migration. Additionally, the State of Illinois im-
plemented elements of pension reform in FY12-
13 leading to increases in retirements across the 
State.  

4R3. What evidence indicates the productivity 
and effectiveness of your faculty, staff, and 
administrators in helping you achieve your 
goals? 

HCC utilizes two dimensions from HEIS to 
measure the productivity and effectiveness of 
faculty, staff, and administration: policies, re-
sources and efficiency (Figure 4R3-1) and 
shared governance (Figure 4R3-2). Overall, 
agreement with items on the shared governance 
dimension were the lowest between these two 
dimensions for both HCC and Carnegie respond-
ents, with item agreement ranging from 40-55% 
and a dimensional agreement average of 48% for 
HCC respondents, and a range of 60-69% 
agreement and a dimensional agreement aver-
age of 63% for Carnegie Association respond-
ents. While agreement with the adequacy of fac-
ulty/staff numbers for achieving institutional goals 
– found within the policies, resources, and effi-
ciency dimension – was the lowest item between 
the two dimensions, higher levels of agreement 
with other items within the policies, resources, 

Figure 4R3 – 1: HEIS – Great Places to Work Survey – Policies, Resources, & Efficiency 

 

Source: ModernThink Higher Education Insight Survey 2013, Heartland Community College Overall Benchmark Scorecard 
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and efficiency dimension increased the overall 
dimensional agreement average to 55% for HCC 
respondents. The dimensional agreement aver-
age for Carnegie Association respondents was 
66%. 

Additionally, the Director of Instructional Devel-
opment and Assessment and the Director of Pro-
fessional Development and Training gather feed-
back after each College-wide event as well as 
various methods of feedback from other instruc-
tional/professional development and training pro-
grams. One question typically asked in the sur-
vey is whether the program provided the 
attendee with a strategy or information he/she 
can immediately use. Other questions gather 
feedback on how satisfied attendees are with the 
program offered, whether the program was a 
good use of their time, what additional training or 
information attendees would like to see, and 
whether they would be likely to recommend the 
program to coworkers. The annual reports from 
2009-2013 reflect that data. 

4R4. How do your results for the performance 
of your processes for Valuing People com-
pare with the performance results of other 
higher education institutions and, if appropri-
ate, of organizations outside of higher educa-
tion? 

Please see figures for 4R2 and 4R3 to note com-
parative data between HCC and 2013 Carnegie 
Association institutions.  

The Director of Instructional Development and 
Assessment indicates in the annual report how 
HCC compares to benchmark/peer schools with 
regard to the numbers of faculty and staff. The 
Director received data on the peer schools 
through the ICCB, email exchanges with teach-
ing/learning directors at peer schools, and web-
sites. However, due to the nature of instructional 
development, professional development and 
training, which are offered to address needs spe-
cific to HCC, the College does not compare its 
performance results to other institutions. 

Figure 4R3 – 2: HEIS – Great Places to Work Survey – Shared Governance 

 

Source: ModernThink Higher Education Insight Survey 2013, Heartland Community College Overall Benchmark Scorecard 
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  Improvements 

4I1. What recent improvements have you 
made in this category? How systematic and 
comprehensive are your processes and per-
formance results for Valuing People? 

Just as student retention and success are key 
indicators of how well the College achieves its 
goals related to students, employee satisfaction 
and development are indicative of the College’s 
success in Valuing People. The College has tak-
en strides to develop a systematic approach to its 
efforts in Valuing People, but more work is need-
ed. There are some instruments in place to gath-
er data on employee satisfaction, development 
and retention, but the College has not yet de-
signed a comprehensive process to evaluate that 
data and use it to drive change.  

Recent key efforts to demonstrate Heartland’s 
dedication to faculty and staff development and 
satisfaction include the following: 

HEIS Survey. The College only recently began 
conducting formal, systematic evaluations of em-
ployee satisfaction through its first biennial em-
ployee climate survey in 2013 – the Higher Edu-
cation Insight Survey. Consequently HCC has 
initial data to compare to national benchmarks 
and on which to build, but the College does not 
yet have longitudinal data, but plans to adminis-
ter the survey biennially. The College will use the 
foundation of the data provided in the survey to 
make improvements. As the College continues to 
deploy the survey, HCC can use the information 
gleaned from the responses to identify ways to 
increase employee satisfaction.  

Professional Development Council and New 
Director of Professional Development and 
Training Position. The College developed the 
position of Director of Professional Development 
and Training based in part on a recommendation 
from a professional development task team. The 
position was filled in 2013, and this director 
works closely with the Director of Instructional 
Development to coordinate College-wide and 
targeted professional development activities. In 
addition, the Manager of IT Training and Soft-
ware Services and the Director of Community 
Education round out a Professional Development 
Council (PDC) that has worked to coordinate, 
centralize, offer and track a diverse offering of 

professional development opportunities for em-
ployees. The PDC surveys employees to identify 
training needs, schedules professional develop-
ment events, monitors participation in events and 
programs, and works to align offerings with insti-
tutional priorities and stakeholder requests. 

SharePoint. While a particular software solution 
by itself does not constitute an improvement, 
Heartland has placed considerable emphasis on 
leveraging this particular software system for col-
laboration and empowerment of employees. 
Specific solutions developed in SharePoint are 
mentioned in other sections of this portfolio (such 
as the Operational Planning Tool, Budget Sub-
missions Request Tool, and Ad Hoc Data Re-
quests site). However, there have been some 
additional efforts within SharePoint focused on 
the Valuing People category. The most notewor-
thy of these is the launch of a Professional De-
velopment registration system in October 2013. 
This system virtually centralizes PD offerings 
from multiple areas of the college (HR, Instruc-
tional Development Center, Continuing Educa-
tion, IT), provides an easy way for employees to 
look for and sign up for classes, and gives the 
PDC the means to track participation in profes-
sional development opportunities. 

College Advisory Council: As part of a move to 
become more inclusive and develop a stronger 
sense of empowerment and ownership through-
out the College, the CAC was developed in 2012. 
The group includes administrators, faculty and 
staff representing all areas of the college. The 
CAC meets once a month during the spring and 
fall terms to take action on the major initiatives at 
the College, update the members on the status of 
projects and discuss any changes in institutional 
priorities. CAC members bring topics to discuss 
from their divisions and/or employee groups and 
report back to those areas after each meeting 
through such methods as department meetings 
or emails, among others. 

Best Practices Kick-Off days. HCC held its first 
Best Practices Kick-Off for all College employees 
in January 2011, replacing the previous Best 
Practices Day, which had been a faculty-only 
event. A Kick-Off day is held each spring and fall 
during the week before classes start. HCC’s 
President encourages faculty and staff turnout at 
the event, and many areas of the College are 
closed for at least part of the day to allow attend-
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ance. Areas that remain open are staffed to meet 
the community’s needs while allowing the great-
est number of employees to attend. The day be-
gins with an update from HCC’s President and 
then a keynote speaker. After the keynote, at-
tendees choose breakout sessions developed 
and presented by their fellow HCC employees. A 
typical Kick-Off includes 3 breakout sessions, 
with about 7 options for each breakout. 

Safety Day. In September 2013, HCC held its 
first Safety Day – an effort spearheaded by the 
Emergency Management Planning Committee, 
whose membership includes the Vice President 
of Business Services (chair of committee), the 
College’s Safety and Emergency Services Ana-
lyst, representatives from Campus Security, a 
student representative and other members who 
are chosen based on relevant discipline (may 
include local emergency response agencies, 
health services, etc.). Safety Day included an ac-
tive shooter drill as well as short courses on how 
to administer cardiopulmonary resuscitation, how 
to use the automated external defibrillator (AED) 
and how to use a fire extinguisher appropriately. 
A survey was then sent through College email to 
all faculty and staff to evaluate the Safety Day 
and to gather suggestions for the next event. 
Planning for the 2014 Safety Day is underway. 

4I2. How do your culture and infrastructure 
help you to select specific processes to im-
prove and to set targets for improved perfor-
mance results in Valuing People? 

With the establishment of the Professional De-
velopment Council and the work it completed in 
its first year, both cultural and infrastructure shifts 
are in motion to support the PD facet of Valuing 
People. Further, the PDC will develop feedback 
mechanisms that help it evaluate the services 
and processes within its scope. Other SharePoint 
development projects intended to improve em-
ployees’ access to resources and information are 
also in progress. For example, an “Employee 
Center” initiative, when completed, will improve 
employees’ ability to access many different 
forms, documents and resources to improve both 
their productivity and access to resources such 
as benefits information. The institution’s 2010 
Technology Master Plan preparation process, 
which included several focus group sessions with 
employees, specifically identified certain paper-
based forms that are considered by employees to 

be the most time consuming to complete and 
manage, and evaluation and adoption of elec-
tronic forms solutions are also in IT’s plans and 
tightly coupled to both the aforementioned “Em-
ployee Center” project and to a major Website 
Redesign project.  
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Category 5 – Leading and Communicating 
Addresses how your leadership and communica-
tion processes, structures, and networks guide 
your institution in setting directions, making deci-
sions, seeking future opportunities, and com-
municating decisions and actions to your internal 
and external stakeholders. 

 Overview 

HCC’s founding president was with the College 
for 19 years before retiring in 2010. A successor 
was named in June 2010, and served until June 
2013, when the Board appointed a 17-year em-
ployee and Vice President of Business Services 
as its third President. In the three years of Presi-
dential transition, the College rather significantly 
changed its focus for heavier emphasis on career 
technical program development; re-wrote its vi-
sion, mission, and values statements; and com-
pletely restructured its Cabinet and Academic 
Divisions. In naming its long-time Vice President 
of Business Services as its third President, the 
College is in a period of determining future direc-
tion and strategic focus. While the first two presi-
dential terms were characterized by distinctive 
direction and oversight into HCC’s mission and 
values, changes were in accordance with strate-
gic schedules for review and revision. Despite 
recent significant change, processes for Leading 
and Communicating can be characterized overall 
as systematic to aligned.  

Mission and values statements are cyclically re-
viewed by relevant stakeholder groups (5P1). 
Leadership here is aligned, as leaders con-
sciously manage and regularly evaluate the how 
HCC’s Vision, Mission, Values, and Foundational 
Commitments are conducive to high performance 
through the strategic planning process and the 
distribution/communication of their corresponding 
cyclical plans (5P2). Cascading levels of respon-
sibility are aligned as well, ensuring the plans—
and their corresponding strategies and tactics—
are shared at all institutional levels. The dispersal 
of this information helps all areas across the Col-
lege to clarify key stakeholder and constituent 
groups for targeted needs assessment (5P3). 
Future opportunities are weighed against HCC’s 
Vision, Mission and Values statements and as-
sessed for strategic parallelism in all areas, in-
cluding the areas of student success and learn-
ing (5P4).  

Decision-making at the institution is systematic, 
with clear and repeatable processes. Work con-
tinues toward coordination between units, divi-
sions, departments and task teams/committees 
that ultimately help paint a bigger picture for the 
institution and its stakeholders (5P5). 

Data is used to inform a wide variety of decisions 
at the College, but this is a much more systemat-
ic than aligned process (5P6). Formalized report-
ing lines and communication channels and meet-
ings are coupled with informal information 
sharing among peers (5P7). The College culture 
is structured to be familial, which supports open, 
constructive dialogue and collaborative decision-
making. Despite this, and likely similar to other 
community colleges, minimal deviations do occur 
in which some stakeholders express concern that 
their opinions and suggestions have not been 
considered, making the process categorization 
here more systematic than aligned. More com-
prehensively inviting commentary in open for-
mats occurring more frequently over time may 
assuage that perception to some degree. Com-
municating a shared vision, mission and values 
that deepens and reinforces the characteristics of 
high performance organizations (5P8) is associ-
ated with the aligned category. 

HCC has strategically aligned its comprehensive 
budgeting process to its Foundational Commit-
ments and Enduring Goals. This approach safe-
guards against resource mismanagement while 
ensuring all areas of the College understand their 
roles in aligning resources and goals to specific 
key process indicators embedded in the Enduring 
Goals. Leadership abilities are encouraged, de-
veloped, shared and strengthened among facul-
ty, staff, and administrators through standardized 
annual evaluations and professional develop-
ment opportunities (5P9), making this an aligned 
process. Finally, leaders and board members en-
sure that HCC maintains and preserves its vision, 
mission, values, and commitment to high perfor-
mance through leadership succession plans. The 
development of these plans is an aligned process 
across the College, with standardized measures 
for identifying how and when this process should 
take place.  
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 Processes 

5P1. How are your institution’s mission and 
values defined and reviewed? When and by 
whom? 

Heartland Community College’s strategic plan-
ning efforts derive from the direction provided by 
the institution’s elementary statements: its Vision, 
Mission, Foundational Commitments, and Values 
statements. All of these aspects are reviewed, 
revised and/or reaffirmed during each five-year 
strategic planning cycle that is finalized through 
adoption by Heartland’s Board of Trustees. The 
most recent review/adoption of the elementary 
statements was completed in late 2011 and early 
2012 when Heartland developed, revised, and 
affirmed its College Vision, Mission, Values and 
Foundational Commitments (see Institutional 
Overview). This collaborative process is done 
chiefly with the input of cross-represented groups 
of Heartland employees during open meetings 
and through digital communication channels. Ex-
ternal constituent input is sought primarily 
through regular presentations and open dialog 
sessions at public meetings of the Heartland 
Board of Trustees. 

The addition of Heartland’s Foundational Com-
mitments represents a change in approach from 
the College’s prior planning cycles. Prior to the 
start of the most recent planning cycle in 2010, 
employees across the institution communicated a 
lack of clarity with, or connectedness between, 
the core elementary statements and strategic di-
rection. Building on examples borrowed from in-
dustry along with instructional materials from Illi-
nois Performance Excellence (the coordinating 
entity for Illinois’ Malcolm Baldrige National 
Quality Award program), the Foundational Com-
mitments were devised as key areas of focus for 
the institution. These also serve as the funda-
mental, organizing elements for developing strat-
egy and ensuring that it is enacted in an aligned 
fashion. They are broadly descriptive and closely 
connected to the main elements of the institu-
tion’s Vision and Mission and ‘they help to de-
scribe/define areas that the College tracks to re-
port many of its most important organizational 
outcomes. 

The College publicly shares its Vision, Mission, 
Foundational Commitments, and Values state-
ments in a variety of different mediums; most no-

tably, the College website and print materials. 
For example, the recently created Strategic Plan 
Summary—a six-page document detailing the 
core statements as along with the Colleges stra-
tegic goals—was distributed in early 2013 to all 
Heartland Employees Access to additional copies 
were also provided to employees for distribution 
to external constituents at on-campus and com-
munity-based meetings and events. The College 
has also included these elementary statements in 
the Heartland Community College Annual Up-
date, which is provided to District 540 residents. 

5P2. How do your leaders set directions in 
alignment with your mission, vision, values, 
and commitment to high performance? 

Heartland’s Cabinet members endeavor to align 
institutional direction with its Vision, Mission, and 
Values, and Foundational Commitments to set an 
example for the practice of visionary leadership 
and reinforce an institutional focus on the Col-
lege’s future. This is accomplished chiefly 
through the deployment of the College’s recently 
revised strategic planning process (Figure 5P2-
1). Cabinet members review and reaffirm/revise 
the College’s Vision, Mission, Values, Founda-
tional Commitments, and Enduring Goals on a 
five-year cycle in collaboration with the HCC 
Board of Trustees, faculty and staff (in particular, 
College Advisory Council members), and student 
groups. From the College’s seventeen Enduring 
Goals, Cabinet members also accept input on 
determining the College’s Strategic Focus Goals, 
which represent short- to medium-range (1 to 3 
years) planning goals and are responsive to ex-
ternal and internal environmental trends that po-
tentially impact the College’s sustainability. Fur-
thermore, external scanning is performed during 
the third and fifth years of the planning cycle and 
includes data and information on trends occurring 
in Heartland’s regional labor market and K-12 
school districts, changes to the region’s demo-
graphic and socioeconomic profiles, and emerg-
ing issues relative to technology. Internal envi-
ronmental factors are assessed chiefly against 
the College’s Key Performance Indices which 
take into account a wide array of student and 
stakeholder needs (see 3P1 and 3P3). Priority 
initiatives are the specific actions that move the 
Strategic Focus and Enduring Goals forward, and 
include AQIP Action Projects (also see 8P2 and 
8P3). 
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HCC has also recently revised its Operational 
Planning process, which occurs on an annual 
cycle and is aligned to the Strategic Planning and 
annual budgeting processes. Budget managers 
throughout the college comprise the majority of 
key process owners and division/department 
leads throughout the College; therefore, these 
individuals prepare annual operational plans and 
budget requests. In similar fashion to the Aca-
demic Program Review process (see Category 
1), these individuals prepare summaries of prior 
year performance and establish goals and objec-
tives for the coming year which are reviewed by 
Cabinet members. The College facilitates this 
process by deploying college-wide its Operation-
al Planning Tool through Microsoft SharePoint. 
The template allows those who are preparing an-
nual Operational Plans to indicate the Strategic 
Focus and Enduring Goals to which their planned 
efforts are aligned. Cabinet members have ac-
cess to the Operational Plans of their direct re-
ports in a central repository and, upon reviewing 
the plans, have the latitude to elevate these to 
priority initiative status.  

The annual Budget Request Submission process 
now works in much the same way: the Budget 
Request Submission template is deployed col-
lege-wide via SharePoint to the same, aforemen-
tioned budget managers to input line item re-

quests and to illustrate their relevance and im-
portance to the College’s Strategic Focus and 
Enduring Goals (see 5P6 and 8P6). Budget 
Managers, Expense Category Reviewers, and 
Vice Presidents each in turn review the individual 
requests and accompanying rationale; Cabinet 
members then make the collective determination 
about approval of the request and inclusion in the 
tentative budget proposal, against the criteria of 
strategic alignment and importance, institutional 
capacity, strategic (longer-term) budgeting impli-
cations, and operating assumptions about the 
College’s current and future environment (see 
Figure 5P2-1, Step 3). Furthermore, the template 
is open to be viewed by all employees at the col-
lege throughout the budget processing and in-
cludes the status and history of each budget re-
quest. 

The College Advisory Council meets monthly to 
discuss matters of strategic relevance and 
served as the primary vehicle for testing and vet-
ting the aforementioned Strategic Planning, Op-
erational, and Budget Request Submission pro-
cesses. Cabinet members use this input to 
communicate changes in these processes to 
administrative staff to continually revise the pro-
cesses. Cabinet members also have the oppor-
tunity to assess the actual process step out-
comes to the intended outcomes described 

Figure 5P2-1: Heartland Community College Strategic Planning Cycle (adopted for 2012-
2017 Strategic Plan)  

Step Subprocess Intended Outputs 

1 Reaffirm/revise Vision, Mission, Values, 
Foundational Commitments, Enduring Goals 

Elementary statements 

2 Reaffirm/revise Key Performance Indices 
(KPIs) 

Levels, trends, and comparative data of KPIs 

3 Perform SWOT analysis for each Founda-
tional Commitment (3

rd
 and 5

th
 years of plan-

ning cycle) 

Operating assumptions re: external and internal 
trends; student/stakeholder needs; challenges and 
advantages  

4 Reaffirm/revise Strategic Focus goals Short- and medium-range planning priorities 

5 Reassess targets and projections for KPIs Performance objectives  

6 Annual unit/departmental Operational Plan-
ning 

Aligned operational goals; potential Strategic Priority 
Initiatives 

7 Determination of Strategic Priority Initiatives Strategic and Operational direction for action plan-
ning and budgeting; key measures of PI success 

8 Annual Budget Request Submission Process Annual budget aligned to strategic efforts 

9 Implementation of action plans in support of 
Priority Initiatives 

Operational direction; AQIP Action Projects 

10 Ongoing review of PIs Data and information for forthcoming planning cycle 
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above in the Strategic Planning process (Figure 
5P2-1). 

HCC’s Board of Trustees members are key 
stakeholders in the establishment and alignment 
of institutional priorities. The Illinois Public Com-
munity College Act of 1965 outlines both the 
powers and duties of Heartland Community Col-
lege’s Board of Trustees and it is upon this pub-
licly articulated, legal foundation that HCC devel-
ops, revises, and deploys its Board Policy 
Manual. The Board Policy Manual provides the 
bylaws and policy structures by which those 
powers and duties are manifested at Heartland, 
thereby supporting the decision-making process-
es which promote the orderly governance of HCC 
and preserve the autonomy and integrity of 
Board decisions.  

Preceded by a description of the Board of Trus-
tees’ Bylaws and Policies in the Board Policy 
Manual are the College’s current Vision, Mission, 
Values, Foundational Commitments, and Endur-
ing Goals, assuring the reinforcement of these 
elementary statements for the benefit of HCC’s 
Trustees. The Bylaws address specific aspects of 
Board membership; organization and administra-
tion of Board meetings, including the calling of 
regular and special meetings, open and closed 
meetings, and provision at all meetings for public 
comment; election of officers; committee struc-
ture; and board legislation, including the consid-
eration and adoption of policy. Key General poli-
cy areas addressed by the Board Policy Manual 
include: 

 General Administration and Operations—
under which matters of Executive Authority, 
Equal Opportunity, Freedom of Information, 
Harassment, a Code of Ethics, and Solicita-
tion, among others—are addressed. Notable 
in this section is the designation of the Col-
lege President as Chief Executive Officer to 
whom responsibility for the operation of the 
college, as well as for communicating with all 
other administrative units, is expressly given. 
Also notable is the approach the Board takes 
in preserving its independence and propriety 
in the performance of its duties through the 
adoption of a Code of Ethics. The Code of 
Ethics gives specific guidance with respect to 
prohibited political activities as well as the so-
licitation or acceptance of gifts from legally or 
otherwise prohibited sources, and grants the 
Board the ability to form an ethics commis-

sion and to appoint an ethics advisor, if 
deemed necessary. The Code of Ethics also 
guides members on matters of confidentiality, 
appropriate use of facilities and equipment, 
avoidance of undue influence in personnel 
decisions and purchase of products or ser-
vices. Finally, the Code of Ethics upholds Illi-
nois law in declaring that Board members 
shall not be interested “directly or indirectly” 
in College contracts, work, or business. 

 The Educational program – under which mat-
ters of curriculum development; types, re-
quirements, and conferral of degrees and cer-
tificates; academic freedom; academic 
regulations; and guarantee of educational ef-
fectiveness—among others—are addressed. 
Notable here is the stated belief of the Board 
of Trustees that academic freedom is a nec-
essary and fundamental aspect of academic 
culture at Heartland and that academic regu-
lations are to be developed by HCC staff and 
subject to Board approval.  

 Students – under which Board-related mat-
ters of college and program admission, as-
sessment and placement, academic stand-
ards, student conduct, maintenance of 
student records, community college district 
chargebacks, residency, appeals, and re-
funds—among others—are addressed. 

 Personnel – under which matters of employ-
ee tuition waivers, grievances, separation of 
service, outside employment not representing 
a conflict of interest, holidays and employee 
leave, FMLA, and tenure—among others—
are documented. 

 Business – under which matters related to the 
preparation and adoption of the annual budg-
et; the independent establishment of a con-
tract between the Board and a certified public 
accountant firm to perform an annual audit; 
bill payment and purchasing in accordance 
with Illinois statute; articulation of bid specifi-
cations which uphold the provisions of the 
Prevailing Wage Act; investments of college 
funds; and—among other items—the acquisi-
tion, preservation, and recording of fixed as-
sets. 

 Community Relations – under which is articu-
lated the Board’s policy for making college 
facilities available and of use to non-college 
sponsored groups. 

 Compliance with State and Federal Laws – 
under which are articulated the Board’s 



Heartland Community College – November 2013 Systems Portfolio 

Category 5 – Leading and Communicating 64 

adopted policies addressing compliance with 
Drug Free Workplace and Americans with 
Disabilities Act regulations; its loan default 
policy; civil right legislation; competitive bid-
ding statues; and—among others—
information security. 

In addition to holding an annual planning retreat, 
the Board of Trustees in 2013 adopted a five-
year schedule by which it will continuously review 
and revise all elements of the Board Policy Man-
ual (see 5I1) 

The Board of Trustees’ deliberations and deci-
sion-making revolve around the structure of the 
monthly meeting agenda in which items for dis-
cussion are divided generally among personnel 
and non-personnel subjects. Actions taken by the 
Board represent implementation of the aforemen-
tioned policies; i.e., the actionable outcomes of 
those policies. Board members are provided 
documentation to support decision-making most 
often in the form of a staff recommendation, 
which includes the rationale and assumed impli-
cations to internal and external stakeholders for 
the actionable outcome. To the extent that Board 
actions represent a policy change, concerted ef-
forts are taken to educate the Board on the mat-
ter through special reports, to consider its impli-
cations to internal and external stakeholders, and 
to provide meeting time to discuss with and ques-
tion staff members prior to making a decision. 

Staff recommendations pertaining particularly to 
business-related issues also come to the full 
board after a vetting process involving its Fi-
nance Committee. The Finance Committee was 
formed in 2009, and became active in May of that 
year. The Committee is composed of four mem-
bers: the Board Vice Chair, one other board 
member, the College’s Vice President for Busi-
ness Services and the Controller. The Finance 
Committee meets immediately prior to each 
monthly meeting of the full Board of Trustees. 

5P3. How do these directions take into ac-
count the needs and expectations of current 
and potential students and key stakeholder 
groups? 

Heartland’s Vision, Mission, and Foundational 
Commitments help to clarify the various constitu-
ent groups served by the College. In turn, Key 
Performance Measures are developed to create 
common understanding of the manner in which 

needs from those constituencies are expressed 
and understood. Similarly, external environmen-
tal scanning approaches attempt to provide the 
College community with understanding about rel-
evant characteristics of the communities it 
serves. Together, these form critical sources of 
student and stakeholder intelligence for decision-
making at multiple levels in the institution. The 
approaches described in Category 3 for identify-
ing the changing needs of students and other key 
stakeholder groups (3P1 and 3P3) and in Cate-
gory 8 for creating strategic and operational 
planning initiatives (8P3) constitute HCC’s prima-
ry information inputs to Cabinet members in di-
rection-setting efforts. Heartland’s leaders take 
into account the gathered intelligence related to 
student and stakeholder needs in an effort to 
practice ongoing, visionary leadership and to up-
hold the practice of managing by fact. These ef-
forts reflect the College’s stated Foundational 
Commitment to, “… provide an array of expertise, 
programs, and facilities to address community 
needs that align with our mission” and to, “… im-
prove student support by continually assessing 
and responding to diverse needs.” 

As described in 5P2, direction-setting occurs first 
in the annual Strategic Planning process wherein 
Cabinet members and CAC leaders derive the 
prevailing assumptions about key advantages 
and challenges faced by the institution from ex-
ternal and internal factors—brought forth by the 
aforementioned Category 3 and Category 8 pro-
cesses. Strategic initiatives are intended to be 
responsive to these issues—safeguarding ad-
vantages and proactively addressing challeng-
es—as are those initiatives developed by aca-
demic and operational divisions throughout the 
annual operational planning process. 

These and other information sources concerning 
student and stakeholder needs are also consid-
ered in strategy and budget discussions held at 
weekly Cabinet meetings, monthly meetings of 
the Board of Trustees, and monthly meetings of 
the CAC. For example, a significant information 
source for Heartland’s Campus Development 
Master Planning (CDMP) process has been the 
qualitative data generated from a series of nine 
industry-specific focus groups. The findings from 
those, as well as from an in-depth debriefing with 
local elected officials, has figured prominently in 
several other, related conversations regarding 
local employer and community needs. Additional-
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ly, ongoing feedback garnered through HCC’s 
student complaint processes (see 3P6) and the 
faculty evaluation process (see 1P11) provide 
insights into student needs that inform regularly 
occurring direction-setting discussions within the 
Academic Deans Council. 

5P4. How do your leaders guide the institu-
tion in seeking future opportunities while en-
hancing a strong focus on students and 
learning? 

Heartland Community College leaders anchor 
their approaches to seek future opportunities for 
student success to align these efforts to the Col-
lege’s Vision, Mission, Foundational Commit-
ments and Enduring Goals as well as to promote 
integration with strategic and operational initia-
tives across the institution. The College’s efforts 
echo its stated Enduring goal to, “… practice vi-
sionary planning, actively pursuing resources and 
partnerships to ensure our long-term viability.” 

As described in Category 8, 5P2 and 5P3, Heart-
land’s strategic planning process calls for regular 
cycles of external environmental scanning and 
internal analyses of KPIs. Results of these efforts 
highlight relative institutional advantages as well 
as challenges that guide in the selection of priori-
ty initiatives. These are aligned to the College’s 
Foundational Commitments and Enduring Goals. 
Implications from this step of the process are 
communicated institutionally to key work process 
owners throughout the institution along with 
Heartland’s Board of Trustees (BOT) members 
with particular focus given to analysis and dis-
cussion within CAC meetings. Heartland’s 
planned annual, third year, and fifth year review 
cycles of its current strategic plan allow Cabinet, 
CAC, and BOT members to regularly assess its 
strategic direction (stated as Strategic Focus and 
Enduring Goals) against those factors which 
emerge from its external and internal scanning 
efforts as potentially impacting the College’s sus-
tainability. 

As noted in 5P2, the annual Operational Planning 
and Budget Request Submission processes have 
built into their structure and respective Share-
Point templates the means of demonstrating 
alignment of departmental initiatives to institu-
tional/strategic initiatives. Relevant conclusions 
about the benefits to be realized in pursuing any 
particular planning endeavor are documented 

such as benefits to measures of student success, 
to cost, and to staff efficiencies. Budget manag-
ers show alignment of their requests to strategic-
level initiatives, Foundational Commitments, or to 
Strategic Focus and Enduring Goals. The pro-
cess also provides next-level budget managers 
and Cabinet members the ability to identify where 
there could be opportunities to pursue outside 
funding or other partnerships to move the project 
along. To this end, the College has more closely 
integrated the annual Operational Planning and 
Budget Request processes with its Grants De-
velopment efforts and with the work of the Heart-
land Foundation (see Category 2). 

Other important approaches employed by the 
College to ensure a strong connection between 
its sustainability and its commitment to student 
success include the hiring of the Sr. Executive for 
Collaborative Efforts and the coordination of 
CIRCLE’s administrative functions (see Category 
9); the Campus Development Master Planning 
Process, which represents a phased approach to 
HCC’s capital development efforts, heavily reliant 
on stakeholder input; and new program devel-
opment processes for credit and non-credit offer-
ings (see 1P3). 

5P5. How do you make decisions at your in-
stitution? How do you use teams, task forces, 
groups, or committees to recommend or 
make decisions, and to carry them out? 

Decision-making at the College can be described 
as collaborative. Three shared governance enti-
ties—the Curriculum and Academic Standards 
Committee, the Assessment Committee, and the 
Promotion Evaluation Review Team—are given 
full authority for decision-making appropriated in 
each entity’s bylaws. High level decision-making 
impacting College operations are most typically 
made at the Cabinet level during its regularly-
scheduled meetings based on input from HCC’s 
formally constituted committees and teams (Fig-
ure 5P5-1). Decisions made at the Cabinet level 
are communicated by Cabinet members to their 
direct reports with the expectation that direct re-
ports will subsequently communicate those deci-
sions to employees under their supervision via 
staff meetings or through digital communication. 

Formal committees and tasks teams are given 
decision-making or recommendation authority by 
the Cabinet and perform those duties according 
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to established and published bylaws or charters. 
Decisions and recommendations are reported, 
through an appointed Chairperson, back to indi-
vidual Cabinet members. Cabinet members 
communicate requirements and pertinent consid-
erations to the appointed chair who is responsi-
ble for team composition, calling meetings, fol-
lowing meeting protocols, maintaining records of 

meeting proceedings, and—if necessary—
maintaining records of participation for compen-
satory purposes. Communication and coordina-
tion of the work performed by formal committees 
and teams is facilitated through the creation of 
team sites in SharePoint.  

The decision to form committees is driven by a 
variety of factors which include the following: 

Figure 5P5-1: Formally Established Committees and Teams 

Committee or  
Team Name Characteristics & Functions 

Compliance 

Program Advisory 
committees 

Meets at least annually; internal and external membership, typically area employers; 
decisions integrate with academic program review process 

Emergency Mgmt 
Planning Committee 

Meets monthly; internal, cross-functional membership; implements improvements to the 
College’s emergency response and recovery procedures 

Information Security 
Committee 

Meets monthly; internal, cross-functional membership; responsible for compliance-
related issues responsive to legal mandates, development of the College’s security poli-
cies, and developing business processes to protect digital and non-digital (paper based) 
information 

Shared Governance 

Heartland Faculty 
Association 

All FT faculty with member-elected leadership; meets as needed; bargaining unit re-
sponsibilities 

Heartland Adjunct 
Faculty Association 

All Adjunct faculty with member-elected leadership; meets as needed; bargaining unit 
responsibilities 

Curriculum and  
Academic Standards 

Has bylaws; meets bi-monthly; cross-functional faculty make-up with some operation-
al/admin; integrates with teaching and learning processes, new program and course 
development, learning outcomes assessment, and syllabus creation and review pro-
cesses 

Assessment  
Committee  

Has bylaws; meets bi-monthly; cross-functional faculty and some operational/admin; 
governs course and general education assessment processes; integrates with teaching 
& learning processes and syllabus review process. 

Performance and 
Evaluation Review 
Team 

Has bylaws; meets monthly; shared governance, co-chaired by admin and faculty with 
faculty reps from each academic division plus union and IDC; provides recommenda-
tions to President and BOT on promotion 

Strategic Planning and Ongoing Administrative Processes 

College Advisory 
Council 

AQIP Coordinating 
Committee 

Has charter; meets monthly; cross-functional membership; provides formal input and 
makes recommendations on priority initiatives 

Has bylaws; meets monthly; cross-functional membership; proposes and monitors pro-
gress of AQIP action projects, maintains HCC’s Systems Portfolio 

Technology Steering 
Committee 

Has charter; internal, cross-functional membership including Cabinet members; respon-
sible for high level prioritization, approval and oversight of enterprise technology pro-
jects, policies, and issues; all other IT governance committees report to the Tech Steer-
ing Committee 

PeopleSoft Steering 
Committee 

Has charter; meets monthly; internal, cross-functional membership; responsible for 
providing strategic and tactical leadership and decision recommendations for major Peo-
pleSoft-related issues and initiatives 

Board of Trustees Requirements 

Finance Committee Meets monthly, prior to BOT meetings; members are BOT Vice Chair and 1 at-large BOT 
member; VP for Business Services and Controller; reviews and considers various finan-
cial information and documents, financial and policy questions, and vets finance-related 
staff recommendations to full BOT 

Insurance Review 
Team 

Meets annually; internal and external, cross-functional membership; addresses the goals 
of cost containment, engagement of current and former employees 
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 Statutory compliance 

 Collective bargaining arrangements estab-
lished to set formal policy 

 Support for strategic planning efforts and on-
going administrative processes 

 Requirements established by HCC’s Board of 
Trustees 

Informal or ad hoc committees and task teams 
are typically given recommendation, advisory, or 
limited decision-making authority, and report to 
individual Cabinet members who communicate 
requirements and desired outcomes through a 
chairperson. Examples include: 

 Hiring applicant review teams 

 AQIP Action Project Teams 

 Council on Shared Interests 

 HCC Deans Council 

 Administrative, Pro-Tech, and Classified Fo-
rums 

Decision-making by the Heartland Board of Trus-
tees is explained in detail in 5P2 and illustrates 
the ways the Board provides oversight for the 
institution’s financial and academic policies and 
practices and meets its legal and fiduciary re-
sponsibilities. The Board holds public meetings in 
accordance with Open Meetings Act stipulations, 
upholds a policy and supporting process to allow 
for public comment during its meetings, and con-
siders the needs and interests of Heartland stu-
dents through the annual appointment and be-
stowal of full Board participation privileges to a 
Student Trustee.  

5P6. How do you use data, information, and 
your own performance results in your deci-
sion-making process? 

Heartland’s revised Strategic Planning process 
(see Category 8, 5P2 and 5P3) is designed to 
provide college leaders with critical information 
from Key Performance Measures to assess stra-
tegic-level, institutional effectiveness and, 
through regular review, generate dialogue among 
Cabinet members, CAC members, HCC’s Board 
of Trustees, and other leaders engaged with the 
Operational Planning process for decision-
making (also see 7P2 and 7P4). Heartland’s Key 
Performance Indices and Measures are de-
scribed in 8R2. Additionally, Cabinet members 
rely on various administrative and operational 
units of the College to fulfill regular or ad hoc da-

ta and information requests to support decision-
making. These include enrollment projections 
and historical enrollment analyses; revenue and 
expenditure updates and projections; updates on 
legislative and public policy actions from HCC’s 
Executive Director of Governmental Relations; 
and analysis on relevant topics resulting from 
campus-wide assessment efforts coordinated by 
the Institutional Effectiveness Office. 

Heartland’s academic departments and academ-
ic support units have traditionally used a static 
data and information template to allow programs 
on a five-year review cycle to complete academic 
program review submissions. As of Fall 2013, all 
of Heartland’s academic departments have ac-
cess to on-demand templates providing those 
same data. Academic Deans and the Institutional 
Effectiveness staff partnered to validate the array 
of indicators to be used, which include program 
and course enrollments trends, course success 
rates, measures of capacity and faculty deploy-
ment, program completions, and descriptive sta-
tistics on student demographic characteristics. All 
faculty members within the academic programs 
and disciplines have refreshed data templates 
available to them at the beginning of each fall 
semester. Combined with information gathered 
from student assessment of learning efforts and 
qualitative feedback from program advisory 
committees, faculty and academic deans are 
able to conduct comprehensive program evalua-
tions and document recommendations and po-
tential resource needs to align with the annual 
budgeting process that occurs each spring. 

Individual departments/units at HCC are in the 
early stages of aligning annual planning efforts to 
HCC’s strategic direction through the Operational 
Planning process (see 8P4). As noted in 5P2 and 
more fully described in Figure 5P6-1, the annual 
Budget Request Submission process involves 
multiple process partners in the review of budget 
requests and accompanying information and ra-
tionale to determine and allocate resource needs. 
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Figure 5P6-1: Annual FY Budget Requests Submission Process 
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5P7. How does communication occur be-
tween and among the levels and units of your 
organization? 

Heartland’s approaches to facilitate communica-
tion between and among levels of the organiza-
tion are structured to promote a climate of open, 
constructive dialogue, to foster a sense of collab-
oration and contribution to important decision-
making, and to create organizational efficiencies 
in how employees access relevant information. 

Cabinet members each hold regular meetings 
with their direct reports to ensure that directors, 
managers and deans are regularly updated on 
matters specific to their roles and responsibilities. 
Cabinet members also schedule regular, though 
less frequent, meetings throughout the year with-
in their respective divisions to provide opportuni-
ties for inclusive discussion forums. One such 
example is the monthly Learning and Student 
Success breakfast, during which all Deans, 
Chairs and Directors in LSS meet informally (no 
agenda) with the Vice President to discuss cur-
rent initiatives, share information and successes, 
and address immediate questions and concerns. 
Directors are expected to schedule regular meet-
ings with employees within their areas to set, as-
sess, and discuss operations-specific priorities. 
For example, directors within HCC’s Business 
Services Division meet monthly with the VP for 
Business Services to discuss divisional objec-
tives; Heartland’s CIO, who reports to the VP for 
Business Services, similarly meets bi-weekly with 
IT directors to discuss progress toward the oper-
ational goals of the IT department. The outcomes 
of meetings such as these are communicated to 
relevant employees directly and via email; how-
ever, the College is becoming increasingly adept 
at using SharePoint to schedule meetings, post 
agendas or objectives, record proceedings, es-
tablish document repositories, as well as create 
and assign action items. 

The College Advisory Council meets monthly and 
focuses its day-long agenda on a relatively few 
strategically important subjects. The meetings 
are scheduled the same week as the monthly 
Board of Trustees meeting to also allow for CAC 
to engage in dialog about Board actions and dis-
cussions. CAC regularly invites additional HCC 
employees and/or groups or teams to take part in 
these discussions to provide supporting infor-
mation, update the CAC on project activities, or 

to gather input for decision-making. CAC mem-
bers are expected to share relevant outcomes of 
these meetings with staff members in their re-
spective areas. 

Formalized committees (see Figure 5P5-1), ad 
hoc teams, and AQIP Action Project teams are 
other means by which communication occurs 
throughout the institution. Typically cross-
functional in composition and involving rotating 
membership, teams and committees allow HCC 
employees to gain a systems perspective of the 
institution. 

HCC’s President hosts a series of monthly Cof-
fee and Water with the President meetings that 
are open to all employees and allow for direct 
communication on matters of institutional im-
portance. An annual Kick-Off event, to which all 
employees are invited, takes place each fall se-
mester on the main campus and features key-
note speakers and concurrent break-out sessions 
on a wide variety of topics; a smaller Kick-Off is 
also held in January just prior to the start of the 
spring semester. AQIP Conversation Days are 
held annually on the main campus and focus on 
issues related to the College’s continuous quality 
improvement initiative. Finally, All-College As-
semblies are scheduled—typically during the 
spring semester—to provide a forum for discus-
sion on institutional initiatives or timely issues of 
importance. 

As noted previously, SharePoint represents an 
important, digital means by which constructive 
communication is facilitated at HCC. For exam-
ple, HCC’s Marketing Services Department main-
tains a Public Information SharePoint site to pro-
vide a central repository for archived news 
contact lists and other important public infor-
mation documents. Training in the establishment 
of team and departmental sites, work items and 
projects, and general orientation to the use of the 
tool is provided to all employees via regularly 
scheduled workshops and coordinated by the 
College’s Information Technology staff. Given the 
substantial breadth of the deployment of Share-
Point, IT training leaders have been highly atten-
tive to the perceived effectiveness of these train-
ing sessions and take regular opportunities to 
survey former and potential attendees on their 
current and future needs with respect to Share-
Point. 
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Other digital forms of communication include 
regular e-zine publications delivered to employ-
ees via email from—among others—HCC’s 
Foundation, Grants Development Office, Adult 
Education Division, Assessment Committee, Cur-
riculum and Academic Standards Committee, 
and Counseling Services Office; regular updates 
on relevant legislative activity from the Executive 
Director for Governmental Relations; and all-
college email notices. 

5P8. How do your leaders communicate a 
shared mission, vision, and values that deep-
en and reinforce the characteristics of high 
performance organizations? 

Heartland’s recently adopted elementary state-
ments—it’s Vision, Mission, Values, Foundational 
Commitments, and Enduring Goals—have been 
structured to explicitly reflect an institutional 
commitment to student-centeredness, valuing its 
employees and partners, organizational and per-
sonal learning, and responsibility to those who 
can benefit from the College’s programs and ser-
vices (see Institutional Overview). To that end, 
HCC deploys its approaches for engaging others 
in its basic tenets internally and externally. 

In response to a general expression of discon-
nection to the College’s strategic plan and sup-
porting planning processes voiced in Fall 2010, 
the approach followed by HCC leaders in the re-
vision and reaffirmation of its elementary state-
ments (described in 5P1) was intended to be as 
inclusive as possible to create a sense of owner-
ship among HCC employees, trustees, and stu-
dents. As a preliminary step, HCC’s President 
and the Institutional Effectiveness Office created 
a Strategic Planning Overview which was distrib-
uted via email to all HCC employees and Trus-
tees and functioned as a roadmap for the forth-
coming development of its elementary 
statements and plan. HCC employees, Trustees, 
and Student Government Association members 
were asked for formative and summative input at 
key phases of the elementary statements’ devel-
opment. Crafting and refinement of the elemen-
tary statements’ wording structure were then 
turned over to a team of HCC faculty. Final affir-
mation and approval of the statements was made 
by the Heartland Board of Trustees in 2012. 

Further deployment of the of the elementary 
statements has been accomplished through the 

creation of the Strategic Planning Summary—a 
textual and graphical representation of HCC’s 
planning process—which has been widely dis-
tributed among HCC employees, students, and 
community members; the College’s Annual Re-
port, intended chiefly for community and other 
external stakeholders; the Employee Handbook; 
the HCC website; internal signage at the main 
campus’s Community Commons Building; and 
through the explicit attempts at alignment to them 
made in the College’s annual Operational Plan-
ning and Budget Request Submission processes 
(see 5P2). 

HCC leaders have also historically participated in 
new employee orientation sessions wherein the 
elementary statements are introduced and ex-
plained; new employees’ orientation packets also 
contain these information items. It should be fur-
ther noted that the College is currently undertak-
ing an evaluation of its new employee onboard-
ing process, a key charge for the College’s 
recently hired Director of Professional Develop-
ment and Training, to ensure consistency and the 
positive contribution of the process to employee 
engagement. 

Finally, HCC administered a workplace climate 
survey to all HCC employees in Spring 2013, 
which will enable to College to better evaluate 
the overall effectiveness with which College 
leaders communicate and emphasize a shared 
understanding of its elementary statements.  

5P9. How are leadership abilities encouraged, 
developed, and strengthened among your 
faculty, staff, and administrators? How do 
you communicate and share leadership 
knowledge, skills, and best practices 
throughout your institution? 

Heartland’s approaches to developing and 
strengthening leadership abilities within its work-
force are intended to enhance positive engage-
ment among HCC employees and to allow the 
College to benefit from personal and organiza-
tional learning opportunities. In doing so, the Col-
lege demonstrates alignment with its Founda-
tional Commitment to Valuing People and its 
Enduring Goal to, “… recruit, hire, professionally 
develop, and retain talented and collaborative 
employees to advance organizational excel-
lence.” 
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HCC’s annual employee evaluation process al-
lows supervisors to identify and craft individual 
goals with their direct reports that foster leader-
ship capabilities. Furthermore, by illustrating 
alignment to institutional or departmental goals, 
supervisors can allocate financial resources for 
professional development opportunities through 
departmental budget requests to help fulfill these 
goals. HCC faculty members and their supervi-
sors have similar opportunities for developing 
leadership abilities by using contractually provid-
ed professional development dollars to that end. 
For example, from 2010 to 2013, more than 40 
different HCC employees—faculty, staff, and 
administrators alike—participated in the annual 
conference for the National Institute for Staff and 
Organizational Development (NISOD) including 
six Excellence Award winners. Other leadership-
related professional development opportunities 
have been accommodated for many HCC em-
ployees through workshops and training provided 
by the Higher Learning Commission (March, 
2013 Assessment Workshop, 2011-2013 AQIP 
Pathway Accreditation Workshops) and through 
Illinois Performance Excellence, the state’s lead 
training provider on the use and application of the 
Malcolm Baldrige National Quality Award criteria. 
Additionally, the College provides a tuition reim-
bursement program for individuals seeking ac-
credited educational advancement opportunities. 

Deploying formal and informal, cross-functional 
teams (see Figure 5P5-1) is another important 
approach to enabling employees to exercise 
leadership qualities while performing critical or-
ganizational activities, broadening their 
knowledge about the College’s integrated pro-
cesses; and having direct involvement in the es-
tablishment and refinement of policies and pro-
cess. Committee and team members often have 
the opportunity to exhibit leadership qualities 
through formal and informal presentation re-
quests to the Cabinet, the CAC, and BOT in sup-
port of decision-making; at the pre-semester 
Kick-Off events; and at all-college assemblies as 
well as to community organizations or at confer-
ences and workshops. HCC employees are also 
encouraged to participate in professional associ-
ations from which engagement with colleague 
institutions or external knowledge bases provide 
examples of innovative practices or opportunities 
for collaboration. 

HCC strengthens the development of leadership 
capabilities in its students in a variety of ways; 
notably, in the encouraging participation in col-
lege-sponsored clubs and organizations. In par-
ticular, the Student Government Association 
meets monthly to fulfill its stated responsibility to, 
“(S)ustain, promote and represent the interests of 
the student body and establish a sound means of 
cooperation with the board of Trustees, admin-
istration, faculty, and staff of Heartland communi-
ty College, and to establish parity with these bod-
ies in decisions affecting the student body.” The 
SGA also appoints each year a new Student 
Trustee to serve on Heartland’s BOT. 

The aforementioned pre-semester Kick-Off 
events are held each year just prior to the start of 
the fall and spring semesters and are sponsored 
by the Instructional Development Center. All 
HCC employees are invited to attend the Kick-
Offs and further encouraged to offer ideas for 
session ideas in the weeks prior to the event. 
Programs have traditionally featured presenta-
tions by committees and teams updating the col-
lege community on their progress toward com-
pleting initiatives, research findings, program 
enhancements, recaps of conference or work-
shop attendance, or examples of best practices 
in place at other institutions. The IDC also pro-
vides numerous opportunities throughout the 
year for employees—particularly full-time and 
adjunct faculty—for taking part in teaching and 
learning-oriented training, often leveraging rec-
ognized, best-in-class curricula. 

5P10. How do your leaders and board mem-
bers ensure that your institution maintains 
and preserves its mission, vision, values, and 
commitment to high performance during 
leadership succession? How do you develop 
and implement your leadership succession 
plans? 

HCC’s formal Succession Plan serves the institu-
tion by recognizing long-term employees of HCC, 
encouraging and supporting the transfer of 
knowledge held by retiring employees, and by 
aiding in the management of long-term personnel 
costs. The Succession Plan guidelines, most re-
cently updated in July, 2009, covers all full-time 
administrators, faculty members, profession-
al/technical employees, and classified staff who 
are eligible to retire under Illinois’ State University 
Retirement System. The formal Succession Plan 
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also requires that HCC employees have 20 years 
of full-time service to the college at the time of 
retirement. 

The following action are required of all employ-
ees who retire under the Succession Plan but 
HCC also encourages supervisors to enact the 
same steps with all retiring or separating em-
ployees even if they are not covered under the 
plan: 

 Participate in succession planning meetings 
as requested by the supervisor. 

 Document processes and information unique 
to the position that have not been document-
ed previously and/or that are known primarily 
only to the departing employee. 

 Ensure appropriate access to information and 
documents stored electronically, in consulta-
tion with the employee’s supervisor and in 
accordance with the College’s Security and 
Appropriate Use Policy and/or other govern-
ing policies. 

 Convey to the employee’s supervisor and 
other appropriate personnel the purpose and 
location of files, equipment, or other re-
sources that will remain following the em-
ployee’s departure. 

 Document and advise the employee’s super-
visor and other appropriate personnel of im-
portant internal and external contacts to the 
position. 

 Document and advise the employee’s super-
visor and other appropriate personnel of insti-
tutional memberships, listservs, websites, 
etc. specific to the position. 

 Convey the status of any ongoing matters or 
unresolved cases that will continue following 
the employee’s departure.  

 Communicate unique knowledge, insights, 
advice, and other information to help facilitate 
a smooth transition.  

 Identify any unique training needs specific to 
the position. 

Notice of the Succession Plan’s implementation 
guidelines (above) is provided annually to all 
HCC employees via email notification from the 
College’s Human Resources Department. 

 Results 

5R1. What performance measures of Leading 
and Communicating do you collect and ana-
lyze regularly? 

The process transparency offered by the Share-
Point-based operational planning and budget re-
quest workflows allows anyone from the college 
to view progress and data from these processes. 
Any employee of the college can review these 
data, and departments are using budget approval 
or denial feedback to guide further planning deci-
sions.  

Additionally, perceptions of HCC faculty and staff 
were collected in 2013 in the inaugural admin-
istration of HEIS, which contains questions re-
garding leading and communicating within the 
institution.  

5R2. What are your results for leading and 
communicating processes and systems? 

Please see 5R3.  

5R3. How do your results for the performance 
of your processes for Leading and Communi-
cating compare with the performance results 
of other higher education institutions and, if 
appropriate, of organizations outside of high-
er education? 

HEIS contains three dimensions (communication, 
supervisor/department chair performance, and 
relations between faculty, administration and 
staff) that HCC believes reflect its performance 
for Leading and Communicating processes. Re-
lating to the dimension of communication, the 
fewest number of respondents agreed that 
changes that affected them were discussed prior 
to implementation, which also was the statement 
with most disagreement for the 2013 Carnegie 
Association at 50% (Figure 5R3-1). Open com-
munication within the respondent’s department 
about impactful issues was the point of most 
agreement for HCC, with 64% of respondents 
agreeing, compared to 71% of the Carnegie As-
sociation.  

Pertaining to supervisor/chair relations, a higher 
percentage of HCC respondents than Carnegie 
Association respondents agreed that they had a 
good relationship with their supervisor/chair, and 
that their supervisor/chair regularly modeled the 
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institution’s values, indicating points of strength 
for the institution (Figure 5R3-2). Between 68% 
and 70% of respondents agreed with the other 
items comprising this dimension, compared to a 
range of 70% to 75% for Carnegie Association 
respondents. HCC and Carnegie Association re-
spondents sat fairly close in the dimensional av-
erage, at 72% for HCC and 74% for the Carnegie 
Association.  

The faculty, administration and staff relations di-
mension asks respondents for their agreement 
that these three entities work together for the 
success of institutional programs and initiatives, 
and that they regularly and openly communicate. 
Sixty-one percent of HCC respondents agreed 
that these three entities work together, compared 
to 69% of Carnegie Association responses (Fig-
ure 5R3-3). Regularity and openness of commu-
nication was the point of lowest satisfaction for 
both HCC and Carnegie respondents. 

Figure 5R3 – 3: HEIS—Great Places to Work 
Survey - Faculty, Administration & Staff Relations 

 
Source: ModernThink Higher Education Insight Survey 
2013, Heartland Community College Overall Benchmark 
Scorecard 

Figure 5R3 – 2: HEIS—Great Places to Work Survey - Supervisors/Department Chairs 

 
Source: ModernThink Higher Education Insight Survey 2013, Heartland Community College Overall Benchmark Scorecard 

Figure 5R3 – 1: HEIS—Great Places to Work Survey – Communication 

 
Source: ModernThink Higher Education Insight Survey 2013, Heartland Community College Overall Benchmark Scorecard 
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 Improvements 

5I1. What recent improvements have you 
made in this category? How systematic and 
comprehensive are your processes and per-

formance results for Leading and Communi-
cating? 

SharePoint. The deployment of SharePoint pro-
vided a much-needed platform to improve com-
munication across the college. SharePoint sup-
ports a host of planning and strategic needs, not 
least of which is improved communication be-
tween and within project groups (such as the 
AQIP Systems Portfolio).  

College Advisory Council. The emergence of a 
representative college-wide council supports on-
going improvements to planning processes. CAC 
vets strategic, operational and budget request 
processes. Input from these meetings also in-
forms and helps to assess steps in the process-
es.  

Appreciative Inquiry (Ai). The College is explor-
ing Ai as an additional framework for strategic 
and operational planning. Ai emphasizes posi-
tive, proactive and systematic reliance on organi-
zational strengths. Ai was introduced to the cam-
pus as a whole session during the Fall 2013 
Kickoff (August 2013). These early steps repre-
sent the beginning stages of the integration into 
college culture, and hold promise for further im-
proving our planning processes.  

Succession Plan. Succession Plan Guidelines 
support the transfer of knowledge held by retiring 
employees and was recently updated in 2009. 

5I2. How do your culture and infrastructure 
help you to select specific processes to im-
prove and to set targets for improved perfor-
mance results in Leading and Communicating? 

Long-standing, faculty-oriented committees such 
as Curriculum and Standards (CAS), the As-
sessment Committee, and the Promotion Evalua-
tion Review Team (PERT) offer a robust and 
open forum for evaluation and improvement of 
processes. Most broadly, regular Campus Con-
versation Days provide avenues for regular feed-
back on processes, targets, and results. Lastly, 
the HEIS (Cat. 4, 5, 7, 8, 9) survey gathers insti-
tution-wide data which can then be used for 
benchmarking (7P2). These structures support a 

culture of collaboration which values input from 
across all College units.  
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Category 6 – Supporting Institutional Op-
erations 
Addresses the institutional support processes 
that help to provide an environment in which 
learning can thrive. 

 Overview 

Processes for Supporting Institutional Opera-
tions are systematic with recent improvements 
moving this category closer to alignment and in-
tegration. One of the College’s first AQIP Action 
Projects focused on improving internal communi-
cation to support institutional operations. Exam-
ples of systematic work include the development 
of teams like the Developmental Education Co-
ordinating Team (DECT) and the Emergency 
Management Planning Committee (EMPC) which 
work to ensure information and updates are 
shared with cross-campus constituents to influ-
ence planning, preparedness and decision mak-
ing.  

Processes for identifying support service needs 
of students are systematic. Student support de-
partments routinely assess operations, and stu-
dent feedback is elicited routinely through satis-
faction surveys. The results of those surveys are 
assessed and used to inform continuous im-
provement. Regular meetings of student support 
staff help to align and integrate these processes.  

Processes for identifying the administrative sup-
port needs of faculty, staff, and administrators 
are also systematic, with significant recent work 
on alignment and integration. Annual operational 
planning and employee evaluations identify 
needs, and the development of the SharePoint 
operational planning tool and its connection to 
the budgeting tool help to coordinate needs and 
allow employees to see the bigger picture. 

Processes to ensure safety and security through 
the EMPC are aligned as they are well-designed, 
regularly monitored, and coordinated among divi-
sions and departments. 

The College has worked to improve management 
of day to day institutional support services to en-
sure they are addressing the needs they were 
intended to meet, moving from reactionary pro-
cesses to more mature systematic and aligned 
processes. For example, the IT HelpDesk now 
manages requests for support electronically and 

based on priority. The new system has created 
efficiencies and allows for analysis of results. 

Systematic documentation of support processes 
is an area of opportunity for the College. Some 
support processes are well-documented, where-
as others are more informally understood. The 
College has provided training in tools such as 
process mapping to improve documentation pro-
cesses. 

 Processes 

6P1. How do you identify the support service 
needs of your students and other key stake-
holder groups (e.g., oversight board, alumni, 
etc.)? 

Heartland Community College (HCC) uses a mul-
ti-modal approach to identify the support service 
needs of students. Largely, students’ support 
service needs are identified through individual 
departments charged with a student support re-
sponsibility but Institutional Effectiveness (IE) al-
so administers instruments aimed with this pur-
pose. Many departments on campus administer 
student satisfaction surveys designed to capture 
information about how well services align with 
student needs. For example, both Tutoring Ser-
vices and Disability Support Services administer 
a student satisfaction survey in the fall and spring 
semesters of each year. These data, along with 
data about usage and other student de-
mographics, are analyzed at the end of each se-
mester and at the end of the year at an annual 
planning meeting where subsequent changes are 
made to address student needs. In Enrollment 
Services, one means of identifying the support 
service needs of students is analyzing Computer-
Adaptive Placement, Assessment, and Support 
System (COMPASS) testing scores as well as 
reviewing requests students make for more in-
formation about various campus support ser-
vices. IE administers the Community College 
Survey of Student Engagement (CCSSE) and the 
Student Satisfaction Inventory (SSI) to students 
on alternating years. The CCSSE asks students 
questions that assess institutional practices as 
well as student behaviors that promote student 
learning and retention. The SSI measures stu-
dent satisfaction and priorities and gives the Col-
lege information about how satisfied students are 
as well as what issues are of importance to them. 
IE reports the results of these instruments to sen-
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ior leadership and others within the institution to 
incorporate into consideration as future institu-
tional goals and priorities are set.  

6P2. How do you identify the administrative 
support service needs of your faculty, staff 
and administrators? 

The College identifies the administrative support 
service needs of faculty, staff and administrators 
using multiple approaches. Again, this area is 
managed largely by individual departments but IE 
plays a significant role as well. Department man-
agers have processes in place to identify the 
administrative support service needs of employ-
ees. For many, needs are identified and ad-
dressed informally throughout the year but also 
during annual operations planning processes 
which feed into the annual budget request pro-
cess. End-of-year annual evaluations are also 
used to identify administrative support service 
needs. Individual departments and committees 
with significant administrative support responsi-
bilities also have processes in place to identify 
administrative support service needs. For exam-
ple, the Professional Development Council re-
cently administered a survey to employees to 
identify their professional development needs 
and interests.  

During the Spring 2013 semester, the College 
was one of nearly 800 institutions to administer 
ModernThink’s Higher Education Insight Survey 
(HEIS) to its employees. This survey measures 
employee workplace experiences and the com-
petitiveness of workplace policies within institu-
tions. The results of this survey were shared with 
senior leadership for consideration in setting fu-
ture strategic goals and priorities. The College 
plans to administer this survey biennially. Also, IE 
annually administers a supervisor performance 
evaluation for administrators who opt to partici-
pate. This survey reveals information about the 
administrative support service needs of faculty, 
staff and administrators.  

6P3. How do you design, maintain, and com-
municate the key support processes that con-
tribute to everyone’s physical safety and se-
curity? 

The safety and security of all campus users is of 
great importance to the College. Processes and 
procedures have been designed, maintained and 

communicated to the campus community to aid 
in such. First, the Cabinet plays an integral role in 
the design and maintenance of security and safe-
ty processes and procedures. Two years ago, 
they developed policies establishing the creation 
of four formal committees dedicated to reviewing 
safety and emergency management issues of the 
College, making recommendations, and imple-
menting related action items. These committees, 
overseen by the Vice President for Business 
Services, include the (1) EMPC, which oversees 
and enhances the emergency planning and re-
sponse capabilities of the campus; (2) Behavioral 
Intervention Team which examines behaviors 
that may alarm or disturb members of the Col-
lege community to determine if the person(s) of 
concern are on a pathway to violence; (3) the 
Campus Violence Prevention Committee which 
reviews and implements the campus violence 
prevention plan, a plan that establishes and 
maintains an environment free from violence, 
harassment, or intimidation while acknowledging 
the diversity of its students, faculty, staff, and 
visitors; and (4) College Incident Response 
Teams which respond to emergencies on cam-
pus.  

The Executive Director of Facilities plays an inte-
gral role in designing and maintaining campus 
safety and security. The College contracts out 
Safety and Security Services, managed by a full-
time coordinator housed on campus. The Execu-
tive Director of Facilities oversees the contractor 
selection process through the creation of a Re-
quest for Proposal, which outlines the expecta-
tions of potential contractors. Some of these ex-
pectations include providing security officers who 
are uniformed, background checked, and trained 
to administer first aid and CPR. Additionally, 
once a contractor is hired, HCC expects security 
officers to follow a very prescriptive set of post-
orders which identify tasks to be completed dur-
ing a shift such as monitoring security cameras, 
patrolling campus on foot and in vehicle at a pre-
determined frequency. 

HCC communicates safety and security process-
es to students and employees through multiple 
means. The first mechanism HCC uses is the 
safety video, shown to students in the classroom 
on the first day of class, and to employees during 
new employee orientation. This video includes 
information about what students and employees 
should do if they observe violent crime, have 
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knowledge of an immediate physical threat or 
witness an emergency. It also provides infor-
mation about how to contact Security Services, 
how to use the Immediate Action Guides (IAG) 
on campus, which contain valuable information 
for responding to emergency situations on cam-
pus, including where to take shelter in an emer-
gency, emergency alert messages, and areas of 
rescue assistance. This guide contains specific 
information about responding to a medical emer-
gency, fire, tornado, bomb threat, hazardous ma-
terials release, disruptive or potentially violent 
situations, and active shooter and hostage situa-
tions. HCC also provides a safety video to the 
public via the Heartland website. All students are 
made aware of the IAGs and their purpose in the 
safety video. Drills are also periodically sched-
uled to test the College’s emergency response 
processes. Feedback is collected through follow-
up employee surveys and administrative debrief-
ing sessions, and enhancements are made as 
needed. 

6P4. How do you manage your key student, 
administrative and institutional support ser-
vice processes on a day to day basis to en-
sure they are addressing the needs you in-
tended them to meet? 

Individual department leaders ensure that the 
day to day management of key student, adminis-
trative and institutional support service processes 
addresses their intended needs. Many have both 
formal and informal procedures in place to make 
sure this happens. Figure 6P4-1 describes how 
key student, administrative and institutional sup-
port service processes are managed to address 
intended needs: 

An example of day to day management of a key 
institutional support process in a way that ad-
dresses needs is the IT HelpDesk. The IT de-
partment tracks and services requests from stu-
dents, employees and campus visitors. Ticket 
management has been done in helpdesk soft-
ware for many years, but a new SharePoint-
based helpdesk system was implemented in July 
2013. The new system leverages the College’s 
investment in SharePoint as a powerful but agile 
platform, and has provided a variety of improve-
ments over the old system, including much better 
data capturing, which will allow the IT department 
to define its performance metrics and bench-
marks. With this implementation, more effort has 

gone into business process re-engineering and 
documentation than has gone into software con-
figuration, as IT strives to improve customer ser-
vice and establish clear performance indicators. 

Given the ever-growing around-the-clock expec-
tations of users, the IT department maintains a 
schedule for both regular and after-business 
hours helpdesk support, generally categorized as 
follows: 

 Regular Business Day – individuals needing 
assistance may simply e-mail, call or stop by 
the IT office to request assistance. 

 Extended Business Day – between 5:30 pm 
and 7:30 pm on weekdays, particularly for the 

Figure 6P4 – 1: HEIS—Great Places to Work 
Survey - Faculty, Administration & Staff Relations 

Support 
Service 
Areas 

Management to Meet Intended 
Needs 

Advising  Weekly staff meetings 

 Tracking by type of student (1st 
semester, prospective, returning) 

 Tracking how students are seen 
(appointment, drop-in, email) 

 Tracking a student’s needs during 
a contact 

 Keeping case notes that can be 
seen by other advisors 

Tutoring  Weekly staff meetings 

 Tallying and review of student 
complaints 

 Appointment request process 

 Tutor observations and confer-
ences 

 Satisfaction survey administered 
from week 5-12 of the semester 

Library  Collect various usage statistics 

 Weekly staff meetings 

 Email and paper communication 
with all staff, including student 
workers 

Facilities  Work flow management meetings 
are held routinely between key 
staff members 

 Preventative maintenance reports 
are computerized and reviewed 
monthly 

 Customer requests are reviewed 
daily for completion 
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support of evening classes, individuals may 
call the IT hotline and an on-campus IT staff 
member can service requests. 

 After Hours – From 7:30 pm until 9:30pm on 
weekdays and during daytime hours on the 
week-ends, an IT member is always on-call. 
The IT department has leveraged several re-
mote access technologies that allow many 
problems to be addressed even though no 
one is scheduled to be on campus, and when 
needs arise, most key staff members live 
within reasonable driving distance of campus 
and come in if problems cannot be resolved 
remotely. 

 Emergency – During late night hours, callers 
are directed to Security if they need to report 
system-level emergencies. For these situa-
tions, the CIO is always on call and is backed 
up by the Director of Technology Support 
Services. Security has post orders authoriz-
ing them to call the CIO. 

Access to the IT helpdesk, as well as to Security 
and to Facilities, is simplified for faculty by stand-
ardized installations of telephones with speed-
dial numbers in every instructional space. All 
Heartland classrooms and computer labs can be 
classified as “smart classrooms.” They each have 
a ceiling mounted projector, wall mounted stereo 
speakers, a network/internet connected comput-
er, a document camera, and cables that allow 
personal devices to be connected to the projec-
tor. In addition, every space has a touch panel 
and user interface (UI) that is consistent in all 
rooms. This standardization reduces the chances 
of problems for instructors due to training, but the 
presence of the telephone and speed dial num-
ber also ensures that when they do have prob-
lems, they have quick access to the helpdesk 
and class time disruption is minimized. 

Behind the scenes, during and after regular busi-
ness hours, the IT helpdesk is staffed by several 
roles (system administrators, technicians, pro-
grammers, etc.) interconnected by mobile devic-
es. Further each team within the IT department 
maintains extensive documentation that supple-
ments knowledge that is growing in the helpdesk 
database. 

6P5. How do you document your support 
processes to encourage knowledge sharing, 
innovation and empowerment? 

Individual departmental leaders document sup-
port processes. Documentation methods vary 
from department to department as seen below. 
Many areas of the College have begun docu-
menting processes using process maps devel-
oped with Microsoft Visio. Training has been pro-
vided to assist process owners in documenting 
processes using this method.  

Key Support 
Service Are-
as 

Process documentation 

Advising  Advisor handbook 

 Process maps of core pro-
cesses 

Tutoring  Policy and procedure manual 

 Tutor handbook for staff  

 Process maps of core pro-
cesses 

Library  Various procedures manuals 

 Check lists 

Facilities  Visio file depicts the work flow 
management process and de-
fines items and activities 

 Completed work orders and 
preventative maintenance rec-
ords are kept 6 months 

 Results 

6R1. What measures of student, administra-
tive, and institutional support service pro-
cesses do you collect and analyze regularly? 

While HCC collects many measures to evaluate 
these processes, the primary measures are the 
SSI, HEIS, and ICCB utility cost reports. The Col-
lege also collects and analyzes data on IT 
HelpDesk and IE Data requests (see Category 7 
results).  

6R2. What are your performance results for 
student support service processes? 

Between the 2006 and 2011 SSI administrations, 
HCC’s average response decreased for all items 
related to academic advising except for the ap-
proachableness of students’ advisors. However, 
these differences were small, at less than one-
tenth of a point, leaving the average for all aca-
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demic advising items nearly unchanged between 
2006 and 2011 (Figure 6R2-1). 

All items relating to academic support services, 
such as the library and tutoring services, in-
creased between these administrations, with the 
sharpest increase noted on the availability of tu-
toring services. The average for all items with the 
academic support services dimension increased 
by approximately one-tenth of a point (Figure 
6R2-2). 

Figure 6R2 – 1: SSI Results – Academic Advis-
ing 

Source: Noel-Levitz Student Satisfaction Inventory Survey, 
2006 and 2011 

Figure 6R2 - 2 – SSI Results – Academic Sup-
port Services 

Source: Noel-Levitz Student Satisfaction Inventory Survey, 
2006 and 2011 

6R3. What are your performance results for 
administrative support service processes? 

SSI results for safety and security items de-
creased slightly overall between the 2006 and 
2011 survey administrations (Figure 6R3-1). The 
largest decrease related to satisfaction with the 
maintenance of campus; however, this was also 
the item with the highest satisfaction response. 
The dearth of offenses from 2010 through 2012 
supports the student perception of the College as 

a safe and secure environment, and reinforces 
support of current safety and security processes 
(Figure 6R3-2). Figure 6R5-4 presents HCC’s 
performance, as well as comparative results, for 
HEIS. 

Figure 6R3-1: SSI Results – Safety and Security 

Source: Noel-Levitz Student Satisfaction Inventory Survey, 
2006 and 2011 

Figure 6R3 – 2: Crime Statistics Overview, Cal-
endar Years 2010 - 2012   

Source: Heartland Community College Annual Security Re-
port, 2012  

While HCC’s usage of natural gas increased from 
FY 2012 to FY 2013 after a small drop between 
FY 2011 and FY 2012 (Figure 6R3-3), HCC’s 
electricity usage decreased by 50% (Figure 6R3-
4) and water usage decreased by 37% (Figure 
6R3-5). Combined, utility costs for the college 
decreased by just over $371,000, or almost 39%, 
between FY 2012 and FY 2013 (Figure 6R3-6). 

Figure 6R3 – 3: HCC Natural Gas Usage FY2011 
– FY2013 

Source: ICCB Fiscal Year Energy Usage and Cost, FY 2011 
– 2013 

Crime Statistics Category 2010 2011 2012

Reported Offenses 0 0 0

Arrests and Disciplinary Action for Selected Offenses 0 0 0

Hate Crime Offenses 0 0 0
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Figure 6R3 – 4: HCC Electricity Usage FY2011 – 
FY2013 

Source: ICCB Fiscal Year Energy Usage and Cost, FY 2011 
– 2013 

Figure 6R3 – 5: HCC Water Usage FY2011 – 
FY2013 

Source: ICCB Fiscal Year Energy Usage and Cost, FY 2011 
– 2013 

Figure 6R3 – 6: HCC Energy Costs FY2011 – 
FY2013 

Source: ICCB Fiscal Year Energy Usage and Cost, FY 2011 
– 2013 

6R4. How do your key student, administrative, 
and institutional support areas use infor-
mation and results to improve their services? 

Results from the collected measures are pre-
sented to the College and are made available to 
faculty, staff, and administrators. While results 
from these measures are used for institutional 
change and advancement, such as budget crea-
tion, HCC does not have formal, documented as-
sessment processes pertaining to these items. 

6R5. How do your results for the performance 
of your processes for Supporting Institutional 
Operations compare with the performance 
results of other higher education institutions 
and, if appropriate, of organizations outside 
of higher education? 

Results from HCC and other community colleges 
demonstrate that HCC excels at having ap-
proachable advisors who are knowledgeable 
about transfer requirements for other institutions, 
but could improve on goal-setting and guidance 
on students’ academic careers within HCC. HCC 
sits just below all participating national colleges 
when averaging results for all academic advising 
items (Figure 6R5-1). 

Students reported that HCC’s library provided 
more adequate services than libraries at other 
institutions, and that library staff were more help-
ful and approachable. Additionally, tutoring ser-
vices were seen as being more readily available 
at HCC. These responses resulted in HCC hav-
ing a response average almost two-tenths of a 
point higher than all participating institutions for 
academic support service items (Figure 6R5-2). 

While HCC students expressed that security staff 
were not as helpful and prompt as other institu-
tions’ security staff, responses were much higher 
for HCC than the average of all participating insti-
tutions regarding the overall safety, security, and 
maintenance of campus (Figure 6R5-3). Accord-
ing to HCC HEIS results, 75% of participants 
agreed that the institution takes reasonable steps 
to provide a safe and secure environment for the 
campus, compared to 81% of the 2013 Carnegie 
Association (Figure 6R5-4).  
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Figure 6R5 – 1: SSI Results – Academic Advis-
ing 

Source: Noel-Levitz Student Satisfaction Inventory Survey, 
2011 

Figure 6R5 – 2: SSI Results – Academic Support 
Services 

Source: Noel-Levitz Student Satisfaction Inventory Survey, 
2011 

Figure 6R5 – 3: SSI Results – Safety and Securi-
ty 

Source: Noel-Levitz Student Satisfaction Inventory Survey, 
2011 

Figure 6R5 – 4: HEIS—Great Places to Work 
Survey – Item 29: “The institution takes reasona-
ble steps to provide a safe and secure environ-
ment for the campus.” 

Source: ModernThink Higher Education Insight Survey 
2013, Heartland Community College Overall Benchmark 
Scorecard 

 Improvements 

6I1. What recent improvements have you 
made in this category? How systematic and 
comprehensive are your processes and per-
formance results for Supporting Institutional 
Operations? 

Complementing the College’s Foundational 
Commitment to Modeling Stewardship and Sus-
tainability, HCC was the first community college 
in Illinois to install a commercial-grade wind tur-
bine on campus to offset utility costs. Annual re-
views of utility expenditures—coupled with regu-
lar environmental scanning and price tracking 
and accompanied by several feasibility studies 
prior to enacting this effort—helped ensure the 
installment would be viable for the College in the 
long-term. The availability of grant funding made 
the installation a practical reality for the College. 
This specific process for driving the improvement 
of institutional operations serves as an example 
showcasing the College’s systematic processes 
for similar improvement. Results of such system-
atic improvements are evaluated regularly 
against performance expectations, helping to 
build regular mechanisms that create predictable 
cycles for improving similar processes. 

Following the lead of Saint Petersburg College 
after learning of its success with a similar ap-
proach, the College Advisory Council (CAC) en-
dorsed moving to a zero-based budgeting ap-
proach for preparation of the fiscal year 2014 
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institutional budget. With achieving transparency 
as a primary driver, individuals submitted re-
quests via SharePoint and correlated them to re-
cently completed strategic plan priorities, empha-
sizing the importance of alignment. Each request 
was then subjected to additional reviews by 
budget managers, category reviewers (such as 
travel, facilities and technology), and vice presi-
dents. When requests still exceeded available 
funds for a balanced budget, the CAC reengaged 
to further refine the list. 

Health and Safety Training is another area in 
which improvements at the College have seen 
systematic improvement. While general safety 
policies have historically been in place, a more 
concentrated focus on specific improvements 
were based on reactionary but nationally trending 
considerations—such as how to most effectively 
manage on-campus active shooter scenarios or 
terrorist activities. More frequent scenario-based 
training modules accompany increased employ-
ee training offerings and structured learning op-
portunities in emergency scenario management. 
A purposefully diverse team of administrators on 
campus were approached to receive additional 
emergency scenario training. The College is ex-
ploring how best to integrate this type of training 
for future employees and aligning these respon-
sibilities to specific job descriptions on campus. 

A brief summary of other improvements includes: 

 the creation of four formal committees dedi-
cated to safety and emergency management 

 The campus-wide HCC safety video 

 The creation and strategic distribution of Im-
mediate Action Guides across campus 

6P4 addresses the details of these components. 

6I2. How do your culture and infrastructure 
help you to select specific processes to im-
prove and to set targets for improved perfor-
mance results in Supporting Institutional Op-
erations? 

HCC was founded on a set of core values that 
have been relatively constant guidelines, even 
throughout recent enhancements to the College’s 
Vision, Mission and Values (VMV) statements 
and its newly created Foundational Commitments 
and Enduring Goals. Because these guiding 
principles are regularly communicated across the 
College to key internal stakeholders (5P8), they 
are increasingly evident in the results of the Col-
lege’s day-to-day work. Cycles of strategic plan-
ning in coordination with stakeholder outreach 
(3P3) help the College explore, review, and set 
meaningful targets for improved performance in 
all areas. Specific concentrations emerge during 
strategic planning cycles, and after meaningful 
periods of stakeholder review and assessment, 
timelines are assigned to particular focus goals to 
help ensure institutional commitment to their ac-
complishment (see Figure 6I2). 

Figure 6I2 – Strategic Focus Goals, (adopted for 2012-2017 Strategic Plan) 
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Category 7 – Measuring Effectiveness 
Examines how your institution collects, analyzes, 
distributes, and uses data, information, and 
knowledge to manage itself and to drive perfor-
mance improvement. 

 Overview 

Processes for Measuring Effectiveness are 
generally systematic. Processes related to 
providing performance information to instructional 
and non-instructional programs (7P1) are well-
defined and rigorously followed through regular 
program review cycles. The data elements pro-
vided, such as enrollment trends, completions 
and course success, are critical to planning pro-
cesses. The Institutional Effectiveness (IE) office 
also maintains an Academic Program Review 
calendar and distributes key data to stakeholders 
in alignment with annual planning and budget 
cycles. 

A concerted effort with broad engagement from 
across the College in 2012 established a new 
strategic planning process, and Foundational 
Commitments developed within that effort have 
spawned a more formal selection and review 
process for key performance indicators (KPIs) 
(7P2), though a new set of KPIs has not yet been 
formally adopted. 

A formal Operational Planning Tool now serves 
as a consistent baseline across all business 
units. Tightly coupled to the College’s Founda-
tional Commitments, operational plans will pro-
vide more intentional metrics that will better in-
form data collection requirements. Since this 
planning process is so new, however, it is evolv-
ing from the systematic level of maturity to the 
aligned level and more work is needed on estab-
lishing operational metrics and aligning them with 
institutional goals (7P3, 7P5). 

The strategic planning process has identified pre-
liminary KPIs, and the IE office regularly analyz-
es data with the Cabinet and the College Adviso-
ry Council (CAC). Through this dialog, needed 
data sources are identified (7P4, 7P5). While 
strategic planning has been a core College func-
tion, the revision of the process to engage 
broader input has strengthened it to a systematic 
level of maturity, but not yet proven itself to have 
attained the aligned level. 

As the primary information system at the College, 
PeopleSoft is managed by a variety of standard 
Information Technology practices to maintain 
both physical and logical system security. Data 
entry standards, audits, training, security roles, 
clear software-driven processes and active IT 
governance bodies provide evidence of a sys-
tematic level of maturity. Business process map-
ping and reengineering efforts have also been 
prevalent over the last few years, particularly in 
the Enrollment Services area, and these efforts 
strive to move these processes (7P7) from the 
systematic to the aligned level. 

Data is regularly extracted from PeopleSoft to 
populate data marts maintained by the IE Office, 
but the institution’s strategic plans target a full 
data warehouse/business intelligence system in 
the longer term, which will benefit all of the pro-
cesses (7P1 – 7P7) in the Measuring Effective-
ness category. 

 Processes 

7P1. How do you select, manage, and distrib-
ute data and performance information to sup-
port your instructional and non-instructional 
programs and services? 

Heartland’s selection, management and distribu-
tion of data and performance information to sup-
port instructional and non-instructional programs 
and services are chiefly governed by the Aca-
demic Program Review and Operational Planning 
processes. 

The Illinois Community College Board estab-
lished a 5-year schedule of review of academic 
programs (including career and technical pro-
grams, transfer disciplines and cross-curricular 
degree programs) and academic support func-
tions. Institutional Effectiveness maintains a 
shared Academic Program Review calendar indi-
cating the years in which each HCC program is 
to be reviewed and coordinates the preparation 
of Academic Program Review Data Templates. 
The templates consist of performance indicators 
on a variety of dimensions including enrollment 
trends, completions, course success, and student 
demographic characteristics. Academic deans 
review the data elements of the Data Templates 
regularly, gather input on data accessibility and 
utility from faculty members conducting program 
reviews, and propose changes to the Data Tem-
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plate or request additional program review data 
when deemed necessary. Prior to the Fall 2013 
semester, Program Review Data Templates were 
prepared and distributed to program coordinators 
only in the year scheduled for ICCB review; how-
ever, the IE office now provides Data Templates 
for all academic programs allowing reviews to be 
conducted annually rather than every five years. 
The Data Templates are distributed as down-
loadable .pdf files via Microsoft SharePoint at the 
beginning of the fall semester. This aligns review 
with institutional planning and budgeting cycles 
which culminate the following spring, in March 
and April.  

Additional data and information elements re-
quired for review of academic and academic 
support programs accredited by external agen-
cies are accommodated by the IE office with 
supplemental reports or analysis. For example, 
HCC’s developmental Reading, English, Mathe-
matics and Tutoring Services programs are all 
certified by the National Association of Develop-
mental Education Certification Council. The 
NADE Council requires a similar approach to 
program review, but also requires preparation 
and analysis of additional indicators each year. 
Similarly, HCC’s Nursing and Radiography pro-
grams are externally accredited; those programs’ 
require additional indicators, which include the 
results of specifically worded, post-graduation 
follow-up surveys, to be reported annually. 

Individual department or unit leaders will define, 
with the assistance of IE and documented in the 
recently developed Operational Planning Tool, 
the indicators by which the effectiveness of oper-
ational areas will be evaluated. The consistent 
use of defined data and information elements in 
support of the evaluation is, at this time, an im-
mature process; however, progress in this effort 
is being realized. In the Spring 2013 term, the 
College piloted its first use of an Operational 
Planning Tool, deployed through SharePoint, 
which asked department and unit leaders first to 
identify their respective, high level goals and il-
lustrate alignment to the College’s Enduring 
Goals and/or Foundational Commitments. De-
partment leaders were then asked to identify the 
indicators against which those goals would be 
measured. The IE office and CAC are charged 
with further deploying this approach in FY14. 

The IE office manages the source data for the 
Academic Program Review Data Templates and 
Operational Plans in its IE data mart. The bulk of 
the source tables in the data mart come from 
programmed SQL reports which perform routine 
extracts from the College’s Enterprise Resource 
Planning software system (PeopleSoft) and from 
raw data provided to the Illinois Community Col-
lege Board (ICCB) and Integrated Postsecondary 
Education Data System (IPEDS) throughout the 
reporting cycles for those entities. The IE office 
also maintains all raw data derived from campus 
wide assessments such as the Student Satisfac-
tion Inventory (SSI), Community College Survey 
of Student Engagement (CCSSE), and the High-
er Education Insight Survey (HEIS); from Nation-
al Community College Benchmark Project sub-
missions; from Complete College America 
results; and from National Student Clearinghouse 
enrollment submissions and query results. The IE 
office regularly works with business process 
owners throughout the institution, chiefly through 
the HCC PeopleSoft Steering Committee and 
PeopleSoft Users Group, to highlight and ad-
dress issues of data integrity.  

7P2. How do you select, manage, and distrib-
ute data and performance information to sup-
port your planning and improvement efforts? 

HCC’s Foundational Commitments provide an 
organizing structure for planning through which 
strategy is developed and enacted in an aligned 
fashion. They are, by themselves, broadly de-
scriptive and are closely connected to the main 
elements of the institution’s Vision and Mission. 
The Foundational Commitments also describe 
and define areas in which the College will track 
its most important organizational outcomes—its 
KPIs. New, preliminary KPIs have been devel-
oped, but are not yet formally finalized or adopt-
ed. They are intended to encompass both driver 
and results outcomes and are selected for the 
facility with which they can be collected and for 
which comparison measures, where possible, 
can be chosen. HCC’s KPIs are being chosen to 
promote desired behaviors and prompt the Col-
lege to action. It is against these criteria that 
Cabinet and CAC members will assess the KPIs 
during the third-year and fifth-year planning cy-
cles under the revised strategic planning struc-
ture.  
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7P3. How do you determine the needs of your 
department and units related to the collec-
tion, storage, and accessibility of data and 
performance information? 

As noted in 7P1, data and information needs 
among departments and units are expressed 
through the Academic Program Review and Op-
erational Planning processes. The Academic 
Program Review process allows academic deans 
and other faculty to identify desired modifications 
to the constitution of the Program Review Data 
Templates in regular meetings of the Deans 
Council and to communicate those needs to the 
IE office to enact changes, prior to the start of the 
fall semester. Where appropriate, faculty and 
program coordinators communicate changes 
arising from external accreditation or certification 
requirements in the same manner. 

The Operational Planning process, though still 
relatively immature, emphasizes the use of data 
and information in the definition of intended pro-
gram outcomes. At present, the IE office provides 
guidance to operational entities on how to identify 
appropriate measures of effectiveness; ideally, 
those measures which are tied to key processes 
and attendant to the needs of students and other 
stakeholders. Dialogue with these entities guides 
the selection and refinement of those data and 
information needs which are then captured in the 
department’s or unit’s annual operational plan. 

To that end, the IE office commits to a schedule 
by which institutional assessments yielding valid, 
actionable, and comparable metrics are regularly 
collected to be used by departments and units—
academic and operational alike—conducting sys-
tematic planning. Many of the College’s KPIs are 
also derived from these sources, creating confi-
dence in a high degree of alignment between in-

stitutional outcomes and those in use at lower 
organizational levels. Assessments are listed in 
Figure 7P3-1. 

Currently, shared network drive access, the HCC 
website, and—increasingly—SharePoint sites 
facilitate the distribution of these materials. 

Lastly, based on input received during informal 
meetings with department and unit leaders re-
garding data accessibility and general respon-
siveness to requests, the IE office now maintains 
a SharePoint-enabled data and information re-
quest tool—the “store front” for all ad hoc re-
quests or for requesting modifications to existing 
data and information products (see 7I1). Indexing 
data and information requests enables the IE of-
fice to better track, plan for and respond to the 
needs of its internal partners. 

7P4. How, at the institutional level, do you 
analyze data and information regarding over-
all performance? How are these analyses 
shared throughout the institution? 

One of Heartland’s Enduring Goals is to 
“…enhance decision making at all levels of the 
organization through processes and technologies 
that guarantee quality data and actionable intelli-
gence to support improvement.” Heartland strives 
to fulfill this goal by analyzing data and infor-
mation regarding overall performance at the insti-
tutional level in an effort to align decision-making 
with the needs of its students and stakeholders. 

The College has identified preliminary Key Per-
formance Indicators that reflect the degree to 
which the institution fulfills its Foundational 
Commitments and its Enduring Goals. The initial 
set of KPIs was proposed following input from 
CAC membership during the drafting of the Col-
lege’s 2012-17 strategic plan. HCC plans to ex-
pand and refine its KPIs with additional input 
from CAC members prior to the start of the 2014-
15 planning year. In addition to the KPIs, Cabinet 
members will be provided the most recent execu-
tive summaries of any primary institutional as-
sessments such as those referenced in Figure 
7P3-1, or any data and information specifically 
requested by Cabinet members. 

Analysis of these internal data and information 
sources result in the development of operating 
assumptions about the College’s strengths and 
weaknesses which will be discussed and verified 

Figure 7P3 -1: Heartland Community College 
Assessments Administered  

Assessments 

Community College Survey of Student Engagement 
(CCSSE) 

Noel-Levitz Student Satisfaction Inventory (SSI) 

National Community College Benchmarking Project 
Survey (NCCBP), which utilize IPEDS Survey Com-
ponent Responses 
Higher Education Insight Survey – ModernThink’s 
“Great Colleges to Work For” instrument (HEIS) 
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by both CAC membership and by the College’s 
Board of Trustees during its spring retreat. It is 
against these operating assumptions that Cabi-
net members will weigh the appropriateness of its 
existing Strategic Focus Goals and supporting 
priority initiatives and decide whether to continue 
or discontinue them, or whether new initiatives 
are needed. These decisions and accompanying 
performance data are communicated to CAC 
members during regularly scheduled spring plan-
ning meetings as well as to those individuals re-
sponsible for preparing annual operational plans. 

Outside of the formal strategic and operational 
planning processes, the analyses and executive 
summaries arising from HCC’s institutional as-
sessment efforts (e.g., administration of the 
CCSSE, SSI, etc.) are shared by IE staff in a va-
riety of venues. These include stand-alone 
presentations at the annual August Kick-Off; 
meetings of the standing committees, like the 
AQIP Coordinating and Assessment committees; 
and at departmental meetings. 

7P5. How do you determine the needs and 
priorities for comparative data and infor-
mation? What are your criteria and methods 
for selecting sources of comparative data and 
information within and outside the higher ed-
ucation community? 

Comparative data sources for KPIs are initially 
researched by IE office staff with the intent of 
identifying relevant and reliable sources which 
lend themselves to efficient and affordable 
means of collection. Suggested sources will be 
further vetted through discussion with the CAC 
and with potentially affected process owners, and 
then approved for inclusion by Cabinet. Present-
ly, the College attempts to leverage higher edu-
cation industry sources rather than those from 
outside of higher education, though this approach 
does not preclude consideration of different in-
dustry types. The Cabinet and CAC members will 
have the opportunity to evaluate the appropriate-
ness of the comparative sources and propose 
any changes during the third- and fifth-year stra-
tegic plan check-ups. Figure 7P3-1 lists the com-
parative sources for the College’s KPIs and the 
cycle during which those data are collected. 

Where sources of comparative data are not 
available, or have not yet been determined, the 
College will prioritize the need for these against 

the operating assumptions derived from the stra-
tegic planning process; specifically, the analysis 
of external and internal environmental data. 
Where the College appears faced with emerging 
opportunities or threats affecting its sustainability, 
and for which the College lacks a good feel for its 
standing against them, is a blind spot to be ad-
dressed. 

7P6. How do you ensure department and unit 
analysis of data and information aligns with 
your institutional goals for instructional and 
non-instructional programs and services? 
How is this analysis shared? 

As described in 7P4, the Cabinet, in collaboration 
with the CAC, will communicate HCC’s Strategic 
Focus Goals and priority initiatives to college 
faculty, administrators and staff during early 
spring planning meetings. This will ensure that 
operational and academic program planning ef-
forts are aligned to them. The SharePoint-hosted 
Operational Planning Tool will be updated at this 
time to account for any changes from the prior 
year’s planning focus, which reinforces the need 
for alignment to the institution’s strategic direc-
tion. 

The IE office serves in a critical supporting role to 
operational and academic areas completing an-
nual plans so appropriate outcome and progress 
measures can be defined and tracked to assess 
progress toward meeting programmatic goals 
and objectives. As described in 7P1, academic 
program areas are provided each fall with a Data 
Template to form the basis of program analysis 
and evaluation. Department and unit leaders 
completing annual operational plans are encour-
aged first to identify key processes for which they 
have ownership, to document those processes, 
and then to develop related outcome and pro-
gress measures. The Systems Mapping effort 
described briefly in the Institutional Overview 
provided a recent, and important, approach at 
HCC to recognize more clearly process owner-
ship for supporting operational planning efforts. 

Budget requests are made annually via a sepa-
rate, SharePoint-hosted submission tool, subse-
quent to the development and submission of the 
operational and academic program plans. Vice 
Presidents—and other Cabinet members, as ap-
propriate—will then individually review their re-
spective divisions’ planning and budgeting sub-



Heartland Community College – November 2013 Systems Portfolio 

Category 7 – Measuring Effectiveness 87 

missions, working with departmental and unit 
leaders to review their programs’ progress for the 
prior year and to approve and/or revise their pro-
posed goals. At that point, the Vice Presidents 
and Cabinet members, again in close coopera-
tion with the CAC, can select specific initiatives 
developed and proposed through the operational 
and academic program planning process for in-
clusion as institution-level priority initiatives. 

7P7. How do you ensure the timeliness, accu-
racy, reliability, and security of your infor-
mation system(s) and related processes? 

Timeliness of HCC’s information systems results 
from the real-time capture of multiple business 
transactions in the College’s ERP system (Peo-
pleSoft) and extends to the extraction, transfor-
mation, and loading processes in place to popu-
late the IE office’s institutional data marts at 
regular points throughout each semester. The 
accuracy of information systems is ensured by 
the training in data entry standards which are de-
ployed to front-line employees engaged in these 
business processes. 

In Fall 2012, HCC initiated an extensive business 
process mapping effort, with initial focus in the 
Enrollment Services area. In cooperation with an 
external consultant and business analysts in the 
IT department, in depth analysis of Admissions, 
Advisement, Assessment and Recruiting func-
tions has occurred over the last year. Documen-
tation and re-engineering of business processes 
was closely coupled to a new Admissions Module 
implementation in PeopleSoft, a new Online Ad-
missions Application, and a significant reorgani-
zation of Academic Structure and Program/Plan 
data in PeopleSoft. All of these changes will im-
prove the College’s ability to track more data el-
ements, and the processes that have been re-
vised have been designed to improve data 
integrity. For example, one of the most funda-
mental things the new online application does is 
numerous validations on data entered by the ap-
plicant. Further, data audits have also been de-
veloped for several business processes and will 
continue to be developed. 

Assuring the reliability of data extracted from 
HCC’s information systems falls to data stew-
ards, or functional experts, assigned to the gen-
eral areas of Records, Enrollment Services, 
Scheduling, Human Resources, and Business 

Services. These individuals enact and follow data 
integrity efforts that include business process 
mapping, defining and revising data entry stand-
ards, and performing routine data audits. HCC’s 
Enterprise Applications Team (within the IT de-
partment) plays a significant role in data reliability 
in systems testing when changes are made with-
in modules and prior to PeopleSoft maintenance 
upgrades. EA Team business analysts lead pre-
change/upgrade discussions with affected stake-
holders to capture and account for downstream 
issues. Finally, the data stewards and the EA 
Team business analysts reference data defini-
tions and conventions provided for report sub-
missions to the ICCB and to IPEDS to support 
accurate and timely reporting processes. 

HCC’s Technology Steering Committee charges 
the Information Security Committee with main-
taining and regularly updating the College’s In-
formation Security Policy. The primary goal of 
HCC’s Information Security Policy is to ensure 
that all confidential and sensitive information 
(CSI) maintained by the College is protected in a 
manner that is in compliance with all relevant leg-
islation, industry best practices, and the Values 
of the College. The Information Security Policy 
further defines what information is considered to 
be confidential and sensitive versus what is pub-
lic; employee responsibilities when working with 
CSI; and the process for reporting security 
breaches or other suspicious activity related to 
CSI. 

The Director of Technology Support Services 
(TSS) leads the Information Security Committee 
and leads education and training efforts to all 
HCC employees on the Information Security Pol-
icy and related practices. This training informs 
employees of their responsibilities when working 
with CSI and provides updates on any changes 
to the policy. Additional training is provided to 
employees whose primary job duties require 
them to work with CSI. The Director of TSS is 
also responsible for working directly with admin-
istrators from all areas of the College to imple-
ment information security practices in accord-
ance with all legal requirements and industry best 
practices. At the time of this portfolio submission, 
the College is in final negotiations for launching a 
comprehensive three-year security program that 
will include annual instructor led training sessions 
for all fulltime employees and online or video-
based training for all other employees, as well as 
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risk and vulnerability assessments, and regular 
review and prioritization of mitigation activities. 

The Information Security Committee also main-
tains Appropriate Use, Information Privacy, and 
Password Policies. 

 Results 

7R1. What measures of the performance and 
effectiveness of your system for information 
and knowledge management do you collect 
and analyze regularly? 

IE and IT track the type of departmental re-
quests, how long completion of requests typically 
takes, and how the date of completion relates to 
the request deadline. In a recent four-month pe-
riod, IE recorded 31 completed requests through 
the ad-hoc data request system; of these, 80% 
were data requests, with the remaining requests 
focused on compliance reporting, grant applica-
tion support, and consultation (Figure 7R1-1). 
Twenty of the IE requests were completed, with 
55% being completed within five days and 85% 
being completed within 11 days (Figure 7R1-2). 
85% of these requests were completed within 
five days of the request’s deadline (Figure 7R1-
3).  

In a three-month period, IT recorded 1,732 com-
pleted requests through the IT Helpdesk Ticket 
System across 20 categories, with the largest 
percentage (14%) relating to computers and ac-
cessories. Eighty-seven percent of tickets were 
closed within 11 days, and 86% were completed 
within eight days after the request deadline (Fig-
ures 7R1-4 – 7R1-6). 

Figure 7R1 – 1: Institutional Effectiveness Ad 
Hoc Completed Requests – Categories, June 
2013 through September 2013 

Source: HCC Institutional Effectiveness Ad Hoc Request 
System 

Figure 7R1 – 2: Institutional Effectiveness Ad 
Hoc Completed Requests – Completion Time 
Frequencies, June 2013 through September 
2013 

Source: HCC Institutional Effectiveness Ad Hoc Request 
System 

Figure 7R1 – 3: Institutional Effectiveness Ad 
Hoc Completed Requests – Completion Time 
Relative to Deadline Frequencies, June 2013 
through September 2013 

Source: 
HCC Institutional Effectiveness Ad Hoc Request System 

Figure 7R1 – 4: IT Helpdesk Completed Re-
quests – Categories, July 2013 through Septem-
ber 2013 

Source: Heartland Community College IT Helpdesk Ticket 
System 
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Figure 7R1 – 5: IT Helpdesk Completed Re-
quests – Completion Time Frequencies, July 
2013 through September 2013 

Source: Heartland Community College IT Helpdesk Ticket 
System 

Figure 7R1 – 6: IT Helpdesk Completed Re-
quests – Completion Time Frequency, July 2013 
through September 2013 

Source: Heartland Community College IT Helpdesk Ticket 
System 

IE also tracks the timeliness of data submissions 
to ICCB, with roughly 47 submissions per fiscal 
year. From FY 2009 through FY 2012, between 
64% and 65% of submissions were on time, 
roughly 30% were late, and between 6% and 7% 
were overdue. The number of on-time submis-
sions decreased in FY 2013, with 56% of sub-
missions being on-time and 38% being late. 

Figure 7R1 – 7: Status of Heartland Community 
College ICCB Report Submissions FY 2009 - 
FY2013 

Source: Illinois Community College Board Data and Report 
Submissions, accessed 10/9/2013 

7R2. What is the evidence that your system 
for Measuring Effectiveness meets your insti-
tution’s needs in accomplishing its mission 
and goals? 

While HCC tracks IT and IE activities as dis-
cussed in item 7R1, and though these depart-
ments have made efforts to align their goals with 
the larger institutional Vision, Mission, Values, 
and Foundational Commitments statements, 
these areas have not defined thresholds for indi-
cating success in meeting user needs. Indicators 
of success for these measures will need further 
discussion. 

7R3. How do your results for the performance 
of your processes for Measuring Effective-
ness compare with the results of other higher 
education institutions and, if appropriate, of 
organizations outside of higher education? 

Currently, HCC does not formally compare pro-
cess performance against other institutions, edu-
cational or otherwise. 

 Improvements 

7I1. What recent improvements have you 
made in this category? How systematic and 
comprehensive are your processes and per-
formance results for Measuring Effectiveness? 

KPI Development 
At the conclusion of HCC’s last 5-year strategic 
planning cycle, the IE/IR office reviewed the KPIs 
that were being used and -- consistent with gen-
eral feedback in AQIP reviewers’ past observa-
tions -- did not find them to be sufficiently meas-
urable. In some cases, for example, progress on 
a particular KPI might have been reported based 
entirely on someone’s opinion about whether 
progress was being made. With the advent of the 
current strategic planning cycle, an entirely new 
KPI structure is being developed. While not yet 
complete, considerable progress has been made 
in clearly defining the new KPIs and their bench-
marks. 

IE Ad Hoc Data Request SharePoint Site 
In Spring 2013, the IE Office implemented a 
SharePoint site for gathering ad hoc data re-
quests. When requests come to the IE office, 
stakeholders are directed to this venue to formal-
ize and structure their requests. This allows the 
IE office to both use automated workflows to as-
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sign the activities associated with satisfying the 
request, as well as a means to provide results 
back to the requester in a secured portion of the 
site. This process has been well-received and 
provides a better means of tracking the types of 
requests received, which will be used to inform 
IE’s plans for publishing of data. 

IE Data Mart/Decision Support Improvements 
In 2011, the IE/IR department was moved into IT. 
This move has placed more emphasis on the link 
that exists between PeopleSoft and other data-
bases maintained by the IT department and the 
data marts maintained by the IE/IR office. Previ-
ous to this move, the IE office relied very heavily 
on Access database files that contained de-
normalized table extracts from PeopleSoft. The 
processes for populating these Access data-
bases were time-consuming, laborious and ineffi-
cient. While enterprise implementation of a data 
warehouse/decision support system continues to 
have very high strategic importance (and efforts 
to move in this direction are continuing), the IE/IR 
office deemed it necessary to improve the pro-
cesses by which its data marts were created and 
maintained. Collaboration between IE/IR and En-
terprise Applications team members within the IT 
department, the data marts are now prepared in 
a more effective and efficient manner, and long-
term technology strategy is continuing on a path 
to a much more robust data warehouse/decision 
support system. 

(Also note that another very recent organizational 
structure change was made regarding the IE and 
IR functions. Please see 8I1 for information on 
this change.) 

Academic Program Review Data Templates 
The Academic Program Review process allows 
academic deans and chairs to identify desired 
modifications to the constitution of the Program 
Review Data Templates in regular meetings of 
the Deans Council and to communicate those 
needs to the IE office to enact additional data 
needed prior to the start of the fall semester.  

The academic program review is updated yearly 
and is focused on Improvements or Rationale for 
Action for a designated program. More in-depth 
program reviews are submitted to ICCB every 
five years on a rotating basis. These reviews fo-
cus on: 

 Why are we here—purpose and mission of 
the program, 

 What are we trying to accomplish—goals, 
process and outcome indicators of success, 

 How well are we doing it—data for process 
and outcome indicators, historical and com-
parable data, benchmarks, external feedback, 

 What does it mean—analyze internal and ex-
ternal data, strengths and weaknesses of the 
program, 

 Where are we going—improvement needs, 
new initiatives, goals and measurement 
methods, and budgetary needs. 

7I2. How do your culture and infrastructure 
help you to select specific processes to im-
prove and to set targets for improved perfor-
mance results in Measuring Effectiveness? 

While there is still work to be done to complete 
unit operational plans (and metrics) and to final-
ize institutional level KPIs, the level of institution-
al engagement in the development of the 2012-
2017 Strategic Plan was greater than any other 
plan in the college’s history. Stakeholders from 
across the college participated in numerous fo-
rums and were provided with many opportunities 
for providing feedback as the plan infrastructure 
and its components evolved. The IE office has 
also established a more structured calendar for 
the collection of comparison data and the admin-
istration of surveys in support of this data, which 
will further contribute to the quality of its data 
marts, and the institution’s ability to select pro-
cesses for improvement and set appropriate tar-
gets. 
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Category 8 – Planning Continuous Im-
provement 
Examines your institution’s planning processes 
and how your strategies and action plans help 
you achieve your mission and vision. 

 Overview 

To this point, most of Heartland’s planning pro-
cesses have been primarily systematic with 
pockets of aligned approaches. Planning pro-
cesses are deeply embedded in the institution’s 
culture. Processes that are consistently followed 
throughout the entire organization are not as 
prevalent. Accordingly, much effort has been put 
into establishing more formal and broadly adopt-
ed approaches. The recent update to the institu-
tion’s Vision, Mission and Values statements and 
the addition of the Foundational Commitments 
and Enduring Goals have set the stage for mov-
ing solidly into more aligned planning processes 
with progress toward integrated processes. 

As the redesign of the Strategic Planning cycle 
was completed, the college began efforts to de-
velop a systematic approach to operational plan-
ning by establishing a common template for use 
across all areas of the college. This template, 
implemented in SharePoint and named the Op-
erational Planning Tool, was created within the 
past year to facilitate these efforts but it has not 
yet been fully populated by all departments. This 
was due, in part, to the template being refined 
near the end of the fiscal year when the focus of 
operational planners needed to shift to preparing 
the budget for the coming year. The goal in the 
coming year is that the Operational Planning Tool 
will be further developed and utilized across the 
college in time to support and drive the budget 
process, rather than be displaced by it: i.e., move 
from being systematic to aligned. 

The budgeting process itself was supported 
through the creation of another SharePoint solu-
tion: the Budget Planning Tool. This facilitated a 
much more systematic approach than has been 
used in the past. Furthermore, the tool is open to 
be viewed by all employees throughout the pro-
cess. Item approval status and comments made 
by all reviewers are visible. As this process and 
tool become integrated with the Operational 
Planning Tool, it is anticipated that this will be-
come an aligned process. 

Although certain areas of the college may regu-
larly track specific metrics that inform their plan-
ning processes, the college does not currently 
have a systematic approach to tracking key per-
formance indicators (KPIs). One area in which 
this has been particularly apparent is in the data 
used for academic program review. Unfortu-
nately, much of this data in the past had not been 
provided to the deans and program coordinators 
until near the end of the fiscal year and thus with-
in just a couple months of when final reports 
were due. During the Summer of 2013, much ef-
fort went into creating the appropriate query tem-
plates so that data was provided to program co-
ordinators at the beginning of the academic year 
in order to have nearly a full year to work with 
that data and fully review their given programs. 
Furthermore, the use of these new query tem-
plates will enable all programs to be reviewed 
annually in a systemic way. 

 Processes 

8P1. What are your key planning processes? 

Figure 8P1-1 illustrates Heartland Community 
College’s (HCC’s) strategic planning process. In 
Spring 2012, HCC worked through an extensive 
process to collaboratively examine its funda-
mental Vision, Mission, Values, and Foundational 
Commitments statements in preparation for crys-
talizing enduring and strategic focus goals for the 
coming years. The addition of Heartland’s Foun-
dational Commitments represented a change in 
approach from the College’s prior planning cycles 
and expanded the breadth of HCC’s elementary 
statements. By its very nature, this iteration of the 
process outlined in Figure 8P1-1 focused ex-
tended effort on Step 1. 

To maximize results from this planning effort, the 
Institution sought to leverage these statements to 
state its objectives both quickly and with consen-
sus from the HCC community. The College be-
gan the subsequent phases of planning by con-
vening a series of vital discussions with a cross-
represented group of Heartland employees. The 
first task of this group was to define HCC’s 
Foundational Commitments. 

Comments, ideas, and feedback from Heartland 
employees during development of the College’s 
Vision, Mission, and Values statements generat-
ed ample information to begin formalizing the 
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Foundational Commitments. These serve as the 
structural foundation for the current strategic 
plan. In addition to providing the organizing struc-
ture for Heartland’s planning efforts, the Founda-
tional Commitments serve an additional im-
portant function: they help to describe and define 
areas in which the College will track and report 
many of its most important organizational out-
comes—its Key Performance Indicators (KPIs). A 
broad engagement activity was launched in Feb-
ruary 2012 wherein numerous administrators, 
faculty, and staff engaged in earnest dialogue 
focused on defining HCC Foundational Commit-
ments. Another faculty group conducted a similar 
exercise in early March, along with many other 
internal constituent groups that also met 
throughout March. Input from all of these constit-
uents informed the work of a smaller representa-
tive group, the Strategic Planning Task Team, 
who worked to fully develop the 2012-17 plan.  

The Strategic Planning Task Team also made 
use of up-to-date external environmental scan-
ning data combined with internal assessment da-
ta to conduct a Strengths, Weaknesses, Oppor-
tunities, and Threats (SWOT) analysis for each of 
the eight Foundational Commitments. From the 
summarized analyses, the group distilled a doc-
umented master list of Key Challenges and Ad-
vantages in determining Heartland’s strategic ob-

jectives. Recent College-wide input from efforts 
such as the 2010 Needs/Goals/Barriers/Solutions 
survey and the 2012 “future campus” vision-
ing/planning (from the Campus Development 
Master Planning Process) activities were also 
considered. 

Vision, Mission, and Values—in particular—pro-
vide purpose and impetus for strategy develop-
ment while the Foundational Commitments lend 
a basic organizing structure for planning strate-
gies. Intelligence gathering—in the form of 
SWOT analyses and identification of preliminary 
KPIs—was used to identify areas of relative 
strength and vulnerability. This led to clear identi-
fication, definition and prioritization of Enduring 
Goals and 2012-2017 Strategic Focus Goals. 
These will enable more effective response to the 
needs of students and community stakeholders, 
ensure organizational viability, and spur innova-
tion. 

Groundwork has been laid to begin the next step 
in the planning process. Beginning in November 
2013, the College Advisory Council will select 
priority initiatives that will have defined perfor-
mance measures of their own and those 
measures will become part of the KPIs that are 
regularly monitored for effectiveness and 
achievement of plans. These initiatives will flow 
from the Enduring and Strategic Focus Goals 

Figure 8P1-1: Heartland Community College Strategic Planning Cycle (adopted for 2012-
2017 Strategic Plan)  

Step Subprocess Intended Outputs 

1 Reaffirm/revise Mission, Vision, Values, 
Foundational Commitments, Enduring Goals 

Elementary statements 

2 Reaffirm/revise Key Performance Indices 
(KPIs) 

Levels, trends, and comparative data of KPIs 

3 Perform SWOT analysis for each Founda-
tional Commitment (3

rd
 and 5

th
 years of plan-

ning cycle) 

Operating assumptions re: external and internal 
trends; student/stakeholder needs; challenges and 
advantages  

4 Reaffirm/revise Strategic Focus goals Short- and medium-range planning priorities 

5 Reassess targets and projections for KPIs Performance objectives  

6 Annual unit/departmental Operational Plan-
ning 

Aligned operational goals; potential Strategic Priority 
Initiatives 

7 Determination of Strategic Priority Initiatives Strategic and Operational direction for action plan-
ning and budgeting; key measures of PI success 

8 Annual Budget Request Submission Process Annual budget aligned to strategic efforts 

9 Implementation of action plans in support of 
Priority Initiatives (PI) 

Operational direction; AQIP Action Projects 

10 Ongoing review of PIs Data and information for forthcoming planning cycle 
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and some, but not necessarily all, priority initia-
tives will also be defined and documented as 
AQIP projects. However, even if such an initiative 
is enacted without formal identification as an 
AQIP project, alignment to the strategic direction 
of the College will be expected of all HCC’s pri-
ority initiatives. 

Although all 10 steps of the strategic planning 
process shown in Figure 8P1-1 have an annual 
component to them with on-going review, the col-
lege engages more extensively in the first 3 steps 
at the third and fifth years of the 5-year planning 
cycle—as indicated explicitly in Step 3; the re-
maining 7 steps are more integral to the annual 
operational planning and budgeting processes. 

The College recently developed an Operational 
Planning Tool in SharePoint to facilitate opera-
tional planning at the unit/departmental level 
(Step 6). The tool is designed to allow each initia-
tive/project to be aligned to appropriate Enduring 
Goals with the Strategic Focus Goals being spe-
cifically highlighted as choices in the selection 
area. The reporting functionality of the Opera-
tional Planning Tool allows for the collection of all 
initiatives/projects aligned with any specific En-
during Goal. Development of the tool was com-
pleted during the end of FY 2013 concurrently 
with the SharePoint template for the annual 
budget process. As such, there has been limited 
use of the Operational Planning Tool, as more 
focus was on the budgeting process tool to pre-
pare for the coming fiscal year. The goal is that 
these two tools will be connected in SharePoint 
and thus would also facilitate coordination of 
these processes. 

The SharePoint tool that has been developed to 
support the budget planning process (Step 8) 
was used by all areas of the College in the de-
velopment of the FY 2014 budget. Similar to the 
Operational Planning Tool, each budget item en-
tered into the template can be aligned with any of 
the Strategic Focus Goals or other Enduring 
Goals. The template allows for everyone in the 
College to view the development of the budget 
and to see the status of any specific item, includ-
ing related comments. 

[It is very important to note that the entire set of 
Strategic and Operational Planning activities de-
scribed herein represent a broad effort by the 
College to advance longstanding planning pro-

cesses to a higher level of maturity. Since early 
in the College’s life, strategic planning, business 
unit planning and Continuous Quality Improve-
ment (CQI) have been mainstays of the culture. 
These processes, however, were not consistent 
across all business units. The College recog-
nized the opportunity to do a better job of truly 
engaging the full college community in the devel-
opment of a more robust strategic and operation-
al planning model and the developments de-
scribed throughout this Systems Portfolio 
reference the very intentional improvement ef-
forts that have been pursued over the last couple 
of years.] 

8P2. How do you select short- and long-term 
strategies? 

The answer to this question will be logically 
grouped into two parts: New Strategic & Opera-
tional Planning Model and Historical Practice. 

New Strategic & Operational Planning Model: 
HCC will make determinations about the planning 
horizons of its institutional strategies in order to 
efficiently use College resources to respond to 
evident student and stakeholder needs and to 
better ensure organizational sustainability. In its 
strategic planning cycle’s third and fifth year envi-
ronmental scans, HCC will develop operating as-
sumptions about its external and internal envi-
ronments and estimate the degree and timing of 
their impact to operations at the College. Imme-
diate and longer-range opportunities and threats 
will be assessed and addressed by designating 
the particular Strategic Focus Goals for specific 
years in its strategic planning cycle. 

For example, trends observed throughout the 
College’s feeder K-12 systems, as well as quali-
tative feedback from district officials, underscored 
the need to strengthen college readiness levels 
among recent high school graduates. HCC has 
traditionally maintained enviable matriculation 
rates among those very students and wished to 
safeguard that advantage. As a result, Heartland 
chose to make its Enduring Goal to “… effectively 
transition students into college-level coursework 
by assessing, accelerating, and augmenting stu-
dent readiness,” a near-term, Strategic Focus 
Goal. That Strategic Focus Goal was deployed 
primarily through its priority initiative (and AQIP 
Action Project) known as Guided Path to Suc-
cess (GPS). Similarly, HCC has enhanced efforts 
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to assess its shared learning outcomes, which 
respond to the public policy sector’s increasing 
calls for accountability for demonstrating effective 
teaching and learning practices. This work ad-
dresses the Strategic Focus Goal to “effectively 
assess students’ experiences, creating actiona-
ble intelligence applied at key momentum points 
to improve student learning,” but given the scope 
of the project, and its heavy reliance on faculty 
members, the College has designated it a longer-
term focus. 

The annually developed operational and aca-
demic program plans will also be expected to 
consider the degree of alignment in their respec-
tive goals and actions to the Strategic Focus 
Goals, whether or not those actions are elevated 
to the level of strategic Priority Initiative. Collabo-
rative reviews conducted each year between 
Vice Presidents along with other divisional lead-
ers and those individuals preparing operational 
plans allow for discussion about goal alignment 
and for considering resource needs to be articu-
lated in the subsequent budget request process. 

Because of the significant degree of leadership 
turnover experienced by the College since 2010 
(see the Category 5 Overview), Heartland’s new 
President (appointed in June 2013) has called for 
a series of strategic discussions, commencing in 
November 2013, with the College Advisory 
Council (CAC) and its Board of Trustees (BOT). 
HCC’s President and Cabinet members want to 
thoroughly review HCC’s planning process and 
its Priority Initiatives prior to the beginning of the 
strategic planning cycle in January 2014. The 
intent is to communicate a clear and consistent 
message to strategic planning participants about 
the approach by which the College community 
will reach agreement on its operating assump-
tions and Strategic Focus Goals, and to clarify 
the Priority Initiatives that will support those 
goals. 

Historical Practice: While the Cabinet certainly 
serves a high-level steering and oversight role, 
an important organizational trait is the intentional 
decentralization of—or at least significant em-
phasis on participative approaches to—strategic 
decision making. 

For example, the College is in the midst of a long 
term Campus Development Planning exercise. 
Initiated in 2012 when the College acquired 96 

additional acres, five highly participative planning 
phases were identified: 
1) Dream – This completed phase involved nu-

merous internal constituent groups from 
throughout the College and encouraged crea-
tive brainstorming about campus develop-
ment possibilities. 

2) Vision – This completed phase included nu-
merous external constituent groups and con-
cluded with a very formal summary report that 
will inform upcoming phases about communi-
ty and regional needs. 

3) Analysis – With much data collected, this 
phase will seek to start defining possible di-
rections through analysis not only of data 
gathered in the Dreaming and Visioning 
phases, but also through further environment 
scanning.  

4) Reflect – Intentionality and deliberation will be 
the key characteristics in this phase as 
thoughtful strategic decisions are finalized. 

5) Plan – Once strategies are clear and assum-
ing that viable campus development options 
have been identified and prioritized, efforts 
will commence to do programming and de-
sign of additional facilities to meeting com-
munity needs. 

Over the years, there have also been many other 
planning activities and exercises. Some of these 
have included facilities master planning (linked to 
but separate from the aforementioned Campus 
Development Plan), long term strategic budget 
development, strategic technology planning, and 
long-term enrollment projections. Numerous Col-
lege documents are on hand as evidence of 
these recurring and ongoing planning activities. 

In addition, it has been a regular college practice 
to do goal setting as part of the annual employee 
performance appraisal process. Supervisors and 
employees work together to set performance 
goals that are aligned with unit and college level 
goals and plans. Though of much lower priority 
than the establishment of metrics and KPIs, the 
new strategic and operational planning frame-
work will eventually include the ability to link indi-
vidual performance goals to the Operational 
Planning Tool plans. 
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8P3. How do you develop key action plans to 
support your organizational strategies? 

HCC’s priority initiatives will be determined 
through dialog in a variety of forums, with the 
Cabinet and the College Advisory Council serv-
ing as the primary coordinating bodies. Associat-
ed action plans have typically been (and will con-
tinue to be developed) in three distinct ways.  

First, Cabinet members can take individual own-
ership of action plan development, making use of 
their respective divisional resources or designat-
ed ad hoc teams, to determine plan objectives, 
goals, and timeframes. Cabinet members serve 
as the project sponsors, but frequently designate 
a team lead or chair through whom they com-
municate project expectations or changing re-
quirements, and from whom they learn about pro-
ject progress, challenges, and resource 
requirements. Cabinet members regularly review 
the progress made toward executing action plans 
at regular meetings and can do so also at the 
monthly meetings of the CAC.  

Second, initiatives developed by department or 
unit leaders at the operational and academic 
program levels typically involve others from those 
respective areas, working with other process 
partners and stakeholders as needed, to devise 
and execute action plans. Department and unit 
leads maintain regular communication with their 
supervising Cabinet members on plan progress, 
and will provide action plan summaries on an an-
nual basis via the SharePoint Operational Plan-
ning Tool, as it is further developed. Plans docu-
mented in the Tool are—and will continue to be—
accessible to anyone at the College. By example, 
a team of several employees in the IT depart-
ment leveraged the Operational Planning Tool 
design to collaboratively develop and document a 
new set of departmental goals. This participative 
approach has both improved stakeholder buy-in 
as well as exposed all members of the depart-
ment to the institutional level strategic goals and 
how the department’s goals should—and do—
align with them. It will also lead to identification of 
specific unit level initiatives. 

Finally, AQIP Action Plans can be elevated in 
status and involve cross-functional teams—as 
well as the assistance from the AQIP Coordinat-
ing Committee members—in defining the action 
plan steps and timeframe for project completion. 

Cabinet members serve as AQIP Action Project 
sponsors. The AQIP Coordinating Committee is 
currently considering requiring Action Project 
teams—those launched in Fall 2013 and after—
to provide updates at regular project intervals 
(roughly, Plan-Do-Check-Act stages or similar) 
through public meetings with key project stake-
holders and any other interested members of the 
College community. The committee feels this can 
enhance project hand-offs and the College’s ef-
forts to institutionalize its process improvements. 

High priority initiatives will be comprehensively 
reviewed annually by the Cabinet and the CAC, 
and updates will then be shared with the BOT. 
While it is not currently a feature of the planning 
process, HCC would like to incorporate an evalu-
ation component with its SharePoint-supported 
planning tools (for operational plans and budget 
requests) so that strategic, operational, and 
budget planning participants can provide feed-
back on the College’s overall approach to plan-
ning and ideas for how to improve its effective-
ness. 

8P4. How do you coordinate and align your 
planning processes, organizational strate-
gies, and action plans across your institu-
tion’s various levels? 

As noted in 8P1, both the Operational Planning 
and Budget Planning Tools in SharePoint include 
areas that invite the user to indicate alignment 
with each of the Strategic Focus Goals along with 
the other Enduring Goals. Each tool also includes 
the ability to readily collect and report all items 
that are aligned with each specific goal.  

Another important feature of the new planning 
model draws upon past practices. Operational 
plans at the unit level will be much more detailed 
than the BOT will need to see. Accordingly, unit 
level operational plans will feed and align with 
higher division level plans, as will divisional level 
plans align with and feed strategic plans. While 
the Cabinet will maintain ultimate approval au-
thority—particularly important for budget and re-
source allocation—the CAC will be responsible 
for general oversight and coordination of opera-
tional plans across the institution. 

Once operational plans are established and ap-
proved, budget planning will logically follow, 
again, with further improvements planned for in-
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tegrating the SharePoint Operational Planning 
Tool and the Budget Tool. 

Once the budget has been reviewed and adopted 
by the BOT, it will be transferred from the budget 
tool into the PeopleSoft financial system. (This is 
another example of a refinement to establish 
consistency. The College’s practice for several 
years is to collect budget requests and for the 
Controller and the Vice President of Business 
Services (in consultation with the Cabinet) to pri-
oritize and allocate budget funds, and then to 
populate the spending accounts in the Peo-
pleSoft financials system. A key feature of the 
new SharePoint budget planning tool is that it is 
open to view by all employees at the college 
throughout the entire process beginning with the 
initial budget requests and supporting documen-
tation all the way through the various review 
stages with changes to status and inclusion of 
comments from the reviewers. Given the new-
ness of this approach, the general employee 
community does not have broad awareness, but 
members of the CAC wholeheartedly endorse the 
new transparency-based approach. 

In a similar manner, the SharePoint operational 
planning tool is also available across the institu-
tion throughout the process. Individual initia-
tives/projects are aligned with the Strategic Fo-
cus Goals and/or other Enduring Goals at the 
unit/departmental level and then rolled up for re-
porting at HCC’s various organizational levels. 

During the course of the year, the Cabinet as well 
as individual budget managers and supervisors 
monitor and review progress on the operational 
plans and annual budget; changes are made as 
necessary to account for changing environmental 
circumstances that arise. 

8P5. How do you define objectives, select 
measures, and set performance targets for 
your organizational strategies and action 
plans? 

While planning processes are deeply embedded 
in the College culture, sound processes for es-
tablishing performance targets and measures are 
in their infancy. They will be identified as action 
plans are developed and will receive considera-
ble attention in 2014, just as the strategic plan-
ning foundation received so much attention in 
2012 and 2013. Currently, this is left largely to 

operational planners in conjunction with their 
team but also includes dialog/discussion with the 
sponsoring Cabinet member. Furthermore, Insti-
tutional Research staff are available to provide 
guidance in selecting metrics that are measura-
ble and meaningful for any given action plan. 
However, much work is needed on establishing a 
comprehensive and centralized bank of such 
metrics. 

When operational and budget planners do en-
gage in this process, results from the surveys of 
student perceptions (CCSSE, and SSI, see 3P1) 
as well as data from the National Community 
College Benchmark Project (NCCBP) can be 
used to inform the development of actions plans 
and their measures. These are resources that 
are currently in place, but not yet fully leveraged 
or aligned with operational plans throughout the 
College. There are certainly cases, though, 
where they have been leveraged. 

As an example, data from the NCCBP about the 
College’s developmental math courses served as 
an impetus for a major redesign of the College’s 
math program in 2011. Adding structure to this 
redesign was a seed grant from the National 
Center for Academic Transformation (NCAT) that 
incorporated benchmarking data along with a fol-
low-up comparison at the end of the grant period. 
The math redesign project also served as the 
project for seeking formal NADE certification of 
the College’s developmental math program. 

Beyond NADE certification for developmental 
math, the Developmental Education Coordinating 
Team (DECT) also led the effort to attain NADE 
certification, English, and reading programs as 
well as for the Tutoring Center. The self-studies 
and resulting baseline data identified areas for 
improvement and informed extensive curricular 
redesign in all three curricular areas. The alloca-
tion of resources for curricular redesign was a 
direct result of the NADE analysis; the intelli-
gence was used to allocate resources in a priori-
tized and data-informed manner. Evaluative pro-
cedures in the NADE redesign led directly to 
facility design and staffing decisions; the baseline 
data obtained for the certification enables the 
programs to set performance targets for students 
and action plans to achieve program goals.  
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8P6. How do you link strategy selection and 
action plans, taking into account levels of 
current resources and future needs? 

As described in 8P1, requests that have budget-
ary implications are linked to the College’s Stra-
tegic and other Enduring Goals in the SharePoint 
Budget Planning Tool. These are reviewed at 
multiple levels culminating in review by the Cabi-
net and the CAC to ensure alignment with the 
strategic direction of the College and that the ini-
tiative is sustainable. 

Although not currently included in the Budget 
Planning Tool, staffing needs are also reviewed 
for alignment with the direction and priority initia-
tives of the College. Prior to directly filling staffing 
vacancies, a Cabinet review is performed to de-
termine how to best align the position with the 
strategic goals of the College and whether there 
is opportunity to address other strategic staffing 
needs through the vacancy. 

8P7. How do you assess and address risk in 
your planning processes? 

Within the 5-year strategic planning cycle (see 
8P1), risk is addressed explicitly in the SWOT 
analysis (Step 3) that occurs in the third and fifth 
year for each of the Foundational Commitments. 

On an annual basis, risks are taken into consid-
eration during the development of operational 
plans at the unit/department level as well as dur-
ing the development and implementation of the 
budget. 

The Cabinet regularly reviews the status of the 
budget throughout the year and also regularly 
monitors the external fiscal landscape. Mid-year 
adjustment to projects and initiatives are made 
as appropriate. 

8P8. How do you ensure that you will develop 
and nurture faculty, staff, and administrator 
capabilities to address changing require-
ments demanded by your organizational 
strategies and action plans?  

In Fall 2010, a Professional Development Task 
Team was organized to advance professional 
development strategy recommendations for 
HCC. Based on those recommendations, a Di-
rector of Professional Development and Training 
position was created and subsequently filled in 

February 2013. Shortly thereafter, HCC formed a 
Professional Development Council (PDC) con-
sisting of the Director of Professional Develop-
ment and Training, the Director of Instructional 
Development and Assessment, the Director of 
Community Education, and the Manager of IT 
Training and Software Services. Since its begin-
ning, the PDC has been actively working to as-
sess current training needs based on institutional 
priorities and employee requests and to develop 
a relevant collection of courses, trainings, and 
events. Recently, the PDC has implemented an 
online course registration system using Share-
Point as a means for employees to enroll in cur-
rent professional development offerings. 

A custom solution, known as the Work Center, 
served as the very first HCC SharePoint produc-
tion deployment. The Work Center enables em-
ployees to quickly share information, actively col-
laborate on projects, and plan for future events. 
Currently in development is an Employee Center 
within HCC’s SharePoint environment. Along with 
a central document repository, the Employee 
Center will house a virtual Professional Devel-
opment Center with a variety of resources, in-
cluding online registration; means for employees 
to request scheduling of specific training topics; 
and online training resources such as how-to 
documents and videos. 

Traditional means of promoting Professional De-
velopment opportunities, such as mass e-mail 
notifications and flyers, have been successful in 
generating participation in in current development 
offerings. These methods have been used, for 
example, to advertise recent safety and security 
trainings, critical thinking workshops, On-Course 
trainings, etc. The SharePoint solution should 
provide a platform for establishing and monitoring 
metrics related to training needs and delivery of 
development opportunities.  

 Results 

8R1. What measures of the effectiveness of 
your planning processes and systems do you 
collect and analyze regularly? 

While it is not a direct measure, HCC has begun 
participating in the HEIS, which includes 
measures of employee involvement in institution-
al planning. For example, item 42 of the HEIS 
asked survey participants if faculty, administra-
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tion and staff were meaningfully involved in insti-
tutional planning. 49% of HCC participants 
agreed with this statement, compared to 60% of 
the 2013 Carnegie Association (Figure 8R1-1). 

Figure 8R1 - 1: HEIS - Great Places to Work 
Survey - Item 42 - “Faculty, administration and 
staff are meaningfully involved in institutional 
planning.” 

Source: ModernThink Higher Education Insight Survey 
2013, Heartland Community College Overall Benchmark 
Scorecard 

8R2. What are your performance results for 
accomplishing your organizational strategies 
and action plans? 

With the conclusion of the last strategic planning 
cycle, institutional attention has been squarely 
focused on establishing a new, more robust 
model for the last two years. Given the newness 
of this model and the need for the KPIs to be fi-
nalized and implemented, it is too early to report 
on performance results under this new model. 

8R3. What are your projections or targets for 
performance of your strategies and action 
plans over the next 1-3 years? 

HCC has not developed any formal projections or 
performance targets for the next three years yet. 

8R4. How do your results for the performance 
of your processes for Planning Continuous 
Improvement compare with the performance 
results of other higher education institutions 
and, if appropriate, of organizations outside 
of higher education? 

Please see item 8R1.  

8R5. What is the evidence that your system 
for Planning Continuous Improvement is ef-
fective? How do you measure and evaluate 
your planning processes and activities? 

HCC currently does not have measurable evi-
dence regarding the effectiveness of its system 
for Planning Continuous Improvement. 

 Improvements 

8I1. What recent improvements have you 
made in this category? How systematic and 
comprehensive are your processes and per-
formance results for Planning Continuous 
Improvement? 

Curricular Improvements: The redesign of vir-
tually all developmental education course offer-
ings (math, English and reading) is evidence of a 
systematized approach to program evaluation. 
The Developmental Education Coordinating 
Team (DECT) led the effort to achieve National 
Association of Developmental Education (NADE) 
certification for the developmental math, English 
and reading programs and the tutoring program 
since 2009. NADE certification was accepted as 
an AQIP project in November 2009. Reading re-
ceived NADE certification in 2012; Tutoring re-
ceived NADE certification in 2013. Math and 
English implemented significant curricular inter-
ventions in 2010 and 2012, respectively, which 
will be measured with post-data to complete 
NADE certification.  

Teams of faculty from each developmental area 
completed the NADE self-study and, in conjunc-
tion with IE, identified baseline data. The self-
studies and baseline data identified areas for im-
provement and informed extensive curricular re-
design in all three curricular areas (math, Eng-
lish, reading).  

All curricular areas adopted evidence-based ap-
proaches (institutional data and best practices) to 
teaching and learning which support accelerated 
progress through developmental curricula. For 
instance, the developmental math program 
moved from three levels (courses) to a modular-
ized “single course” with a minimum pace for 
completion containing learning milestones. The 
redesigned English curriculum now offers co-
enrollment in English 101 alongside a required 
support course, English 099, for most students in 
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developmental writing courses, reducing the 
amount of time students spend taking non-credit 
English courses. 

The allocation of resources for these efforts was 
a direct result of the NADE analysis; the intelli-
gence was used to allocate resources in a priori-
tized and data-informed manner. Evaluative pro-
cedures in the NADE redesign led directly to 
facility design and staffing decisions. The Math 
Success Center (MSC) houses approximately 
175 computer stations as well as separate, se-
cure testing area housing another nearly 50 
computers; the also college hired an Associate 
Director for the MSC. Initial funding from the Na-
tional Center for Academic Transformation 
(NCAT) provided structure and timeline for the 
implementation of the math program redesign, 
which further emphasized the need for systemat-
ic analysis and change. 

Organizational Structure Improvements: The 
most recent improvement in this category was an 
intentional separation of the Institutional Re-
search and the Institutional Effectiveness func-
tions in the College’s organizational reporting 
lines. Triggered by the recent departure of the 
Executive Director of Institutional Effectiveness, a 
deliberate evaluation of the vacancy occurred as 
described in 8P6. 

The College did not do this to isolate these two 
functions from each other, but rather to promote 
greater communication and collaboration across 
multiple college divisions. The 2011 Strategic 
Technology Plan charted a course, still being ac-
tively followed, to adopt a data ware-
house/business intelligence system. The Institu-
tional Research function remains in the 
Information Technology division where there is a 
very close coupling to the college’s information 
systems, to the IT staff who manage and support 
those systems and to the planned implementa-
tion of the data warehouse. The Institutional Ef-
fectiveness function, including strategic planning 
and AQIP compliance, has moved into the do-
main of the Associate Vice President for Aca-
demic Affairs, another position that is new as of 
the current fiscal year. This AVP role will serve 
as the College’s accreditation liaison officer, and 
an additional executive director level position will 
also report to the AVP in support of the IE, plan-
ning and AQIP functions through a realignment of 
duties. This change is so new, that some imple-

mentation decisions have yet to be made. How-
ever, the establishment of an Institutional Effec-
tiveness committee is being considered (poten-
tially as an extension of the AQIP Coordinating 
Committee or a subset of the CAC). Regardless, 
a primary goal will be to further expand and en-
trench IE and AQIP functions in the College’s cul-
ture. 

8I2. How do your culture and infrastructure 
help you to select specific processes to im-
prove and to set targets for improved perfor-
mance results in Planning Continuous Im-
provement? 

The faculty and staff culture at the College em-
phasizes a proactive, “can do” attitude. One such 
example is evidenced in the growth in scope and 
influence of DECT. At various times during its 
history, DECT might be described a “grassroots” 
effort led by faculty and staff to influence and de-
sign policy related to developmental education at 
the college. Today, DECT is supervised by the 
Associate Vice President for Academic Affairs, 
supporting initiatives to improve processes and 
performance results. DECT membership is also 
intentionally distributed across divisions and em-
phasizes the institutional preference for closely 
aligning developmental education outcomes with 
college-level curricula. Most recently, DECT su-
pervised the NADE certification programs for 
math, English, Reading, and Tutoring. DECT 
provides infrastructure to support strategic goals. 
DECT monitors processes which support student 
success, such as assessment, advising, curricu-
lar design, and disability support.  
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Category 9 – Building Collaborative Rela-
tionships 
Examines your institution’s relationships—current 
and potential—to analyze how they contribute to 
the institution’s accomplishing its mission. 

 Overview 

The Building Collaborative Relationships cat-
egory is best characterized by the systematic 
designation as most processes are not yet fully 
aligned or integrated. The College has recently 
given heightened focus to this Category as is de-
scribed in the narrative that follows. This is a 
Category in which innovative programs and ap-
proaches can be cited, yet there is room for 
growth in defining how processes might be coor-
dinated for increased and more measurable im-
pact. 

Processes for creating, prioritizing, and building 
relationships with the educational and other insti-
tutions from which we receive students and that 
depend on the supply of our students are sys-
tematic to aligned and are largely housed in the 
Enrollment Services Division and Customized 
Training. 

Relationships with organizations that provide 
services to students and supply materials to the 
College typically evolve out of need. Various pro-
cesses exist to determine such needs. Examples 
include student surveys to learn of support ser-
vices needs or procurement practices to deter-
mine supply needs. Relationships in these in-
stances are often embedded in ongoing business 
transactions with integral College partners. 

Relationships with associations, agencies, part-
ners, and the general community are much 
broader and tend to develop in light of specific 
programs or needs. Various areas of the College 
are involved in targeted programs or initiatives 
that enhance institutional relationships through 
shared goals. Such relationships are continually 
fostered through, for example, the HCC Founda-
tion as it engages partners for support of institu-
tional goals, and the Central Illinois Regional Col-
laborative Effort, or CIRCLE (which was recently 
absorbed by the College), as it engages partners 
to identify and advance collaborative projects that 
are mutually beneficial. 

Opportunities to continue engaging partners 
abound, but the institution does not currently 
have identified ways to systematically ensure the 
partnership relationships are meeting the needs 
of those involved. Though some characteristics 
have been defined to ensure collaborative pro-
jects are likely to experience success based on 
project goals, measures of relationships have not 
been formally adopted. 

Several mechanisms are in place to build rela-
tionships within the institution and to ensure 
communication and integration of those relation-
ships including the routine meetings of the Col-
lege Advisory Council, the All-College Best Prac-
tices Kickoff, and the implementation of a 
customized SharePoint site. A customized Con-
stituent Relationship Management (CRM) system 
to manage and share relationship information is 
also evolving. The College’s internal relationships 
and the communication and integration of those 
relationships could be improved with more clearly 
defined, systematic processes. 

Overall, the institution enjoys a multitude of inno-
vative opportunities for creating, prioritizing, and 
building relationships. Enhancing approaches to 
integrating, communicating, and measuring those 
relationships would maximize collaboration and 
set the institution apart. 

 Processes 

9P1: How do you create, prioritize, and build 
relationships with the educational institutions 
and other organizations from which you re-
ceive your students? 

Heartland Community College uses a variety of 
methods to create, prioritize, and build relation-
ships with educational institutions and other or-
ganizations from which students are received. 
The majority of our students come from area high 
schools, and as such, external scanning of K-12 
system priorities is constant and ongoing. While 
students are still enrolled in high school, they 
may be simultaneously enrolled at Heartland 
Community College through one of many dual 
credit partnerships. Students enrolled in the three 
area career centers can similarly benefit from 
dual credit opportunities. The area career centers 
receive students from regional high schools, thus 
relationships with administrators, faculty, and 
students in all high school settings are prioritized. 



Heartland Community College – November 2013 Systems Portfolio 

Category 9 – Building Collaborative Relationships 101 

Ongoing engagement of K-12 administrators, 
counselors, instructors, and students creates and 
maintains relationships. Engagements in the form 
of school visits, interactions with individual stu-
dents, and convening groups such as secondary 
guidance counselors or superintendents in the 
College’s district are scheduled on a consistent 
basis. 

Heartland’s approach to creating, prioritizing and 
building relationships with K-12 partners, includ-
ing the area career centers and the alternative 
high schools, often emanate through Enrollment 
Services. Staff members with expertise in student 
recruitment build college relationships among 
high school partners. Each HCC recruiter is as-
signed to one to three specific high schools with 
whom they work to build relationships with ad-
ministrators, guidance counselors, and students. 
At each high school, at least two regularly 
scheduled group visits and additional recruitment 
visits with individual students are conducted an-
nually. A series of general informational work-
shops are offered, “College Now’ opportunities 
are discussed, testing requirements are clarified, 
financial aid and scholarship information is 
shared, and College advising appointments are 
made. Additionally, the Vice President of Learn-
ing and Student Success invites all superinten-
dents and the regional superintendent to campus 
as part of Superintendents’ Advisory group each 
semester. K-12 needs are discussed, opportuni-
ties to collaborate are identified, and follow-up 
from prior meetings is reviewed. 

Those students who do not come directly from 
high schools originate from a multitude of 
sources, including from within the local work-
force. Examination of local, national, and global 
labor market information helps the College priori-
tize relationships with businesses through an un-
derstanding of occupational and industry de-
mands. The College also develops relationships 
with businesses as they seek to increase the 
training or education of existing employees. Un-
derstanding business needs and communicating 
the availability of customized training solutions or 
educational programs to elevate an employee’s 
skills allows the College to create and enhance 
relationships. Heartland’s Career Services and 
Customized Training areas coordinate employer 
outreach efforts with slightly differing foci. How-
ever, each shares an underlying goal of creating 
and building relationships that foster the Col-

lege’s ability to address needs of students cur-
rently working at business partner locations.  

Customized Training assesses local business 
training needs. Representatives in both Career 
Services and Customized Training build relation-
ships with businesses through marketing and 
outreach, requests to contribute to events such 
as mock interviews and career fairs, and partici-
pation on HCC advisories for career and tech-
nical programs. The HCC Foundation also en-
hances relationships with businesses sending 
student to HCC as they create scholarships that 
employees can take advantage of.  

Additionally, the College convenes, at least sem-
iannually, employer advisory committees for all 
career and technical education programs. These 
advisories serve to enhance and prioritize rela-
tionships with businesses that have employees 
who are also HCC students. Additionally, indus-
try-based focus groups with regional leaders be-
gan in 2011-12 to obtain individual insights on 
industry trends, needs, and opportunities to col-
laborate.  

One emerging effort of the College exists with a 
23 year old non-profit called McLean County 
Community Compact. The mission of the Com-
pact is to support college and career readiness 
efforts for students in our area. Compact consists 
of over 130 leaders in education, business, gov-
ernment and the community. As HCC has 
stepped forward to take a lead role in sustaining 
Compact operations, a multitude of relationships 
have been created and enhanced with regional 
leaders. College leadership in collaborative ef-
forts such as the Certified Work Ready Commu-
nity continues to build relationships with educa-
tional institutions, businesses, and community 
entities that promote HCC to students across our 
region. HCC’s relationships are created and im-
proved as numerous College representatives 
across campus work with local employers to 
support their employees’ success as students. 

The College also maintains a strong presence 
within the community to ensure we are building 
partnerships and relationships with organizations 
that may more indirectly send the College stu-
dents. For example, the College maintains strong 
representation within community groups such as 
Rotary, Kiwanis, Chamber, Economic Develop-
ment Council, and Local Workforce Investment 
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Board, and also prioritizes attendance at local 
events such as State of McLean County, Illinois 
State University Community Partners Breakfasts, 
and local Economic Update luncheons. Ongoing 
attendance at such events enhances the Col-
lege’s relationships with numerous partners who 
send or refer students. Individual meetings with 
groups such as local Township or Community 
Action Agencies also help the College under-
stand the needs of groups who also serve HCC 
students. 

The College is refining its collaborative approach 
to building and maintaining relationships through 
implementation of a CRM (Constituent Relation-
ship Management) technology system. This sys-
tem will allow tracking of constituent relationships 
from Leads to Opportunities to Accounts, and will 
increase efficiencies and abilities in our data re-
porting.  

9P2: How do you create, prioritize, and build 
relationships with the educational institutions 
and employers that depend on the supply of 
your students and graduates that meet those 
organizations’ requirements? 

Heartland Community College creates and en-
hances relationships in various ways with educa-
tional institutions that depend on the supply of 
our students. HCC is party to the Illinois Articula-
tion Initiative (IAI), a statewide agreement to 
promote clarity and consistency around course 
transfer requirements in Illinois. HCC’s Enroll-
ment Services staff members stay abreast of IAI 
requirements, and also monitor how courses 
transfer to institutions beyond Illinois’ state uni-
versities and colleges. HCC maintains 2+2 articu-
lation agreements outlining curriculum for the first 
two years of Heartland followed by the final two 
years at a four-year transfer institution. The Col-
lege prioritizes relationships and determines fo-
cus areas, such as transferability and future 2+2 
agreements, through awareness of students’ 
choices in transfer institutions. 

Approaches to fostering relationships that will 
address the needs of colleges and universities 
receiving HCC students typically emanate 
through the College’s Enrollment Services Divi-
sion. In recent years, Enrollment Services has 
worked closely with staff in Institutional Effective-
ness to obtain and analyze data showing where 
students go after HCC and how successful those 

students are. This data helps the College priori-
tize relationships. The College is also seeking to 
create business processes with our post-
secondary education partners in these three are-
as: 1) articulation agreements, 2) dual degree 
programs, and 3) reverse transfer practices. 

Many employers have a demand for HCC-
educated students and the College engages in 
many opportunities to advance those relation-
ships. In accordance with the State of Illinois rec-
ommendations and requirements for Career and 
Technical Education (CTE) programs receiving 
Carl D. Perkins Career and Technical Education 
grant funds, the College maintains employer ad-
visory teams for each of its CTE programs. Addi-
tionally, employers are often contacted to partner 
in other grants that promote workforce develop-
ment opportunities or events and initiatives that 
foster career services for students. Examples 
would include on-campus employer recruiting or 
employer assisted mock interviews. Additionally, 
clinical site approvals require partnerships be-
tween HCC and employers to ensure the sites 
meet requirements and address workforce 
needs. The HCC Child Development Lab serves 
as one such site on campus, and numerous 
healthcare partners provide off campus sites for 
HCC’s nursing, radiography, and EMT programs 
clinical experiences. A current HCC Major Gifts 
Campaign and ongoing Development efforts en-
hance relationships as HCC Development staff 
reach out to employers who need students gain-
ing experiences in clinical settings. 

The College also engages regularly with local 
employers as HCC representatives sit on the lo-
cal Workforce Investment Board, the Economic 
Development Board, attend Chamber meetings, 
and serve as Rotarians or Kiwanis with business 
leader. 

Two specific areas of the College regularly reach 
out to businesses. Customized Training, within 
the Continuing Education area of the College, 
regularly seeks to create and maintain relation-
ships based on employer training needs. The 
College also recently absorbed the Central Illi-
nois Regional Collaborative Effort (CIRCLE) into 
its operations. CIRCLE exists to enhance com-
munity relationships and advance collaborative 
projects. The College, leveraging CIRCLE, con-
vened over 120 business leaders in industry-
based focus groups to learn how the College and 
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business might enhance collaborative efforts to 
address industry needs. Nine industry-based fo-
cus groups were convened in 2012. Regional 
industry leaders and educators attended to offer 
insight on industry trends, needs, and collabora-
tive opportunities. Opportunities to discuss re-
gional needs of interest to each respective group 
fostered new relationships and enhanced others. 

Heartland Community College wants to ensure 
its students and graduates are college and ca-
reer ready upon ending their educational experi-
ences at HCC. Some cycles of review take place 
around various approaches that allow the Col-
lege to learn about these successes. The Nurs-
ing program conducts follow up surveys with its 
graduates and employers. The Health and Hu-
man Services division maintains contracts and 
agreements with specific employers. Advance-
ment assesses industry responses to solicitation 
as well as prior giving. Career Services sends 
employer surveys to determine and provide data 
on the use of its services and resources for re-
gional employers. HCC’s industry based focus 
groups elicited a summary of results around col-
laborative opportunities. This summary was pub-
lished in print and shared on the HCC website in 
an effort to disseminate with all external partner 
participants, all College employees, and numer-
ous community leaders. The College intends to 
determine a systematic way to analyze and pri-
oritize these suggested opportunities based on fit 
with the College’s mission and resource availabil-
ity. Such a process should increase follow up 
outcomes, thus enhancing and creating relation-
ships with employers and four year institutions 
that rely on the College’s ability to supply stu-
dents. 

Two key efforts underway at Heartland Commu-
nity College will assist the College in learning 
greater detail about the effectiveness of ap-
proaches to relationships with educational institu-
tions and employers that depend on the supply of 
HCC students and graduates. Enrollment Ser-
vices and Institutional Effectiveness staff are 
working closely with HCC IT staff to initiate a da-
ta warehousing project that will increase the effi-
ciency, detail, and validity of, among other things, 
data on graduates. Additionally, the College is 
embarking on a broad CRM implementation that 
will leverage existing relationships and allow for 
enhanced reporting of success measures and 
collaborative partnerships. The first phase of this 

project is underway with a vendor who is custom-
izing initial College needs in the areas including 
Career Services, Customized Training, Devel-
opment, CIRCLE, and Alumni Services. Addi-
tional College processes that will be improved 
through management of relationships with those 
depending on HCC students include annual aca-
demic program review, operational planning 
across all areas of the College, and curriculum 
and syllabus development/review. CRM imple-
mentation should serve to significantly enhance 
integration in this area.  

9P3: How do you create, prioritize, and build 
relationships with the organizations that pro-
vide services to your students? 

Heartland begins the prioritization of services to 
students by collecting and analyzing student sat-
isfaction feedback. It is within these reports and 
data points that the College can understand what 
students expect and what they view as needs or 
barriers to their success.  

A direct service that occurs systematically is 
providing financial assistance via the Heartland 
Community College Foundation (see Category 
2). Additional opportunities are being developed 
through the college’s partnership in the “Next 
Step” program. This effort, outlined in 9P5, lever-
ages relationships across the community to inte-
grate services and programs that empower stu-
dents to lead financially sustainable lives. 

The College has prioritized support outside of the 
classroom by partnering with a variety of com-
munity services to provide for identified student 
needs. Examples include Chestnut Health Ser-
vices, a community leader in mental health ser-
vices, to provide counseling services for emo-
tional and mental health issues and Bloomington-
Normal Mass Transit System to provide free 
transportation for students to and from campus, 
which is at the northern most edge of the com-
munity.  

By consistently reviewing student satisfaction 
surveys (SSI and CCSSE measures), the Col-
lege can evaluate any changes in needs or barri-
ers and adjust its relationships with organizations 
providing services to students accordingly.  

Additionally, the College now has CIRCLE as an 
operational entity, which provides models for 
strengthening and prioritizing partnerships as 
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well as case specific measurement tools and 
standards for their effectiveness in serving the 
needs of students. 

Providing services to students is embedded in 
the College’s strategic plan in two key areas: 
“Supporting Student Success” and “Modeling 
Stewardship and Sustainability.” The College fo-
cuses on many aspects of a student’s time with 
the College and the services that can be provid-
ed to make their experience enriching and re-
warding. 

9P4: How do you create, prioritize, and build 
relationships with the organizations that sup-
ply materials and services to your institution? 

Under the ownership of Director of Administrative 
Services, there are various systems and proce-
dures to ensure that the College maintains rela-
tionships with vendors to ensure efficient and ef-
fective supply of materials. Procurement 
processes are repeatable and coordinated by the 
Business Office to ensure quality control, effi-
ciencies of scale, and overall sound fiscal prac-
tice. New vendor relationships are vetted through 
reference checks and existing vendor relation-
ships are reviewed annually with the goals of en-
suring consistent product delivery and quality.  

Areas of opportunity for the College include 
providing additional training on procurement pro-
cedures and better integration of processes to 
leverage the system to its fullest potential (e.g. 
ensuring efficiencies of scale in supply ordering). 

9P5: How do you create, prioritize, and build 
relationships with the education associations, 
external agencies, consortia partners, and the 
general community with whom you interact? 

The College has heightened its focus on building 
and maintaining collaborative relationships 
through the addition of a fully dedicated position 
(the Assistant to the President for Collaborative 
Efforts) in 2011. A community effort, the Central 
Illinois Regional Collaborative Effort (CIRCLE), 
had been created and advanced in the region, 
and that effort was also absorbed under the um-
brella of Heartland Community College. CIRCLE 
brings research on collaborative best practices 
and assists college and community constituents 
with identifying opportunities and moving toward 
collective action when appropriate. Through re-
search, five key criteria have been identified 

(mission relevance, impacts, time and expertise, 
key partners, and sustainability) that provide a 
framework for the College to prioritize relation-
ships and strategic partnerships. 

Academic program accreditation standards and 
regional accreditation standards are identified in 
Category 1. These parameters provide focus for 
College partnerships with associations and ac-
crediting institutions. Broad programs such as 
Illinois Green Economy Network (IGEN) and 
CIRCLE assist with ongoing outreach among re-
gional and state partners who share mission-
relevance for given programs, such as the Adult 
Transition Services efforts or Next Step. Some 
grant efforts provide direction for identification 
and prioritization of critical partners who are inte-
gral for project success.  

General community outreach is a constant and 
ongoing effort often led by the Foundation or 
Alumni Services. Community Education provides 
events and training that attract the general com-
munity. And a focus on government relations was 
enhanced in 2011 when the Executive Director of 
Governmental Relations was added to foster 
communications and engagement in this area. As 
mentioned in 9P1, numerous College representa-
tives regularly attend or serve on community 
groups and/or boards. The College does not 
maintain a current list of such engagement by its 
staff, and this may be an opportunity that the 
emerging CRM initiative could address.  

Professional development opportunities such as 
attendance at conferences or workshops provide 
mechanisms to create and build relationships. 

Several projects involve strong relationships with 
community partners and have been advanced 
through the engagement of College leadership. 
Such projects have a purpose or goals that align 
closely with HCC Vision and Mission. One exam-
ple includes the Illinois Green Economy Network, 
or IGEN, is a consortium of the Illinois Communi-
ty College System to establish sustainable best 
practices, promote energy demand reduction pro-
jects, and drive growth of the green economy. 
The College’s engagement as a partner in the 
State system and its commitment to sustainability 
make this a good fit. HCC employed and provid-
ed office space for the first IGEN Executive Di-
rector, and HCC’s Grants Coordinator plays a 
role in fiscal and compliance oversight. 
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McLean County Community Compact is a 23-
year old 501c3 has a mission to pursue and en-
hance active partnerships with business, educa-
tion, community, and government for the purpose 
of impacting and fostering college and career 
readiness. Members include leaders from local 
K-12, university, business, social service, and 
municipalities. Regional leaders in these sectors 
are integral to the College’s success, and HCC 
certainly has a vested interest in college readi-
ness efforts. HCC’s Assistant to the President for 
Collaborative Efforts sits on the Compact Board 
and the College is in discussions about contrac-
tually employing a Coordinator to assist Com-
pact. Others in HCC’s Student Recruitment, Ca-
reer Services, and Student Success areas are 
involved in Compact’s ongoing efforts. 

Next Step is a collaborative effort to empower un- 
or under-employed individuals in the College’s 
region to achieve financial self-sufficiency. HCC 
is one of four key partners that have created a 
unique collaborative model that will serve current 
and prospective students. Other lead organiza-
tions include United Way, Mid Central Communi-
ty Action Agency, and University of Illinois Col-
lege of Law Community Preservation Clinic. 
Current HCC students will benefit from an on 
campus financial coach, a resource that can 
positively impact the College’s retention rates, 
particularly for non-traditional students. The Col-
lege has also committed to providing a College 
Navigator to assist those who are referred to the 
College from partnering organizations. Addition-
ally eleven Next Step Liaisons were identified 
among HCC employees in 2012. These Liaisons 
will assist in communicating the benefits of Next 
Step to current students and will serve as a first 
connection to areas of relevant need such as Fi-
nancial Aid, Foundation, or the Veteran’s Center. 
HCC’s Vice President for Learning and Student 
Success and the Senior Executive for Collabora-
tive Efforts sit on the Next Step Partnership 
Council. 

The College’s approach to creating, prioritizing, 
and building relationships with education asso-
ciations, external agencies, consortia partners, 
and the general community is also deployed 
through an opportunity coordinated by HCC’s 
Community Education and HCC’s Professional 
Development. A series entitled “Enhancing Col-
laborative Capacity” attracted over twenty partici-
pants for six sessions over an eight month 

timeframe. The series aims to create clarity 
around collaboration and provide pragmatic re-
sources to advance each individual’s project. 
Content from research and best practices was 
created by HCC’s Assistant to the President for 
Collaborative Efforts who is serving as instructor 
for the pilot series. In addition to fostering broad 
community collaboration, the series is creating 
and building relationships among seven HCC 
employees and fifteen community partner partici-
pants who signed up for the series. 

Finally, the College’s approach in the form of 
events is deployed to targeted community audi-
ences by various areas of the College. The HCC 
Foundation, for example, builds and prioritizes 
through Ambassador Luncheons to honor do-
nors. Career Services and Alumni Relations and 
Outreach host learning events around meaningful 
topics such as Social Networking, to enhance 
relationships with Alumni. The Executive Director 
for Government Relations plans annual Legisla-
tive Updates and the Assistant to the President 
for Collaborative Efforts convened nine industry-
based focus groups to engage business leaders 
in dialogue around collaborative opportunities 
and campus visioning. 

The College is interested in how successful 
community relationships are created and ad-
vanced in order to identify and understand best 
practices, gain knowledge around the benefits of 
collaborative partnerships, better serve stake-
holders, and improve institutional outcomes. 
Some metrics exist but the College could ad-
vance its measures of success. 

Individualized projects, such as IGEN, Next Step, 
and Compact identified above, have their own 
unique measures of success. For example, as a 
collaborative effort, Next Step has metrics related 
to improved credit scores, increased net worth, 
demonstrated employment retention, improved 
employment prospects, and established relation-
ship with mainstream financial institution. How-
ever, HCC currently maintains no metrics to 
measure relationships or collaboration on a 
broad scale, as perceived by College participants 
or by College partners.  

Some measures assist the College with address-
ing specific issues via accreditor feedback such 
as AQIP. Grant requirements for review 
measures of effectiveness also periodically ad-
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dress grantor-grantee partnerships or relation-
ships. Community Education course evaluations 
can also serve to provide feedback from partners 
across the community, whether individual course 
participants or businesses with a customized 
training contract. 

Over the past few years, several areas of the 
College have identified the need for a Constituent 
Relationship Management (CRM) software sys-
tem. Such a system would allow the College to 
leverage relationships across depart-
ments/divisions, and would provide data to indi-
cate the effective of relationships. In 2012, a 
CRM Task Team was created and will be rec-
ommending an initial customized site in Fall 
2013. After three more phases, including devel-
opment and testing, it is expected that use 
across five areas of the College will be launched 
in 2014. 

9P6: How do you ensure that your partner-
ship relationships are meeting the varying 
needs of those involved? 

The College has the options of purchasing con-
tracts, grants, legal contracts, and licensing, 
which are bound by state and federal laws, which 
clearly spell out the given need and what defines 
it being met. The College also has an officially 
sanctioned bidding process, owned by the Direc-
tor of Administrative Services, which includes 
well documented guidelines on what is expected 
from both the provider as well as the College to 
ensure that all needs are being met. Vendors 
must show success and worth in incremental 
stages. 

The College also has strategic opportunities such 
as “Next Step” and “Compact”, where the college 
intentionally sends representation to key devel-
opment process meetings with broad community 
partnerships and is involved in the dialogue to 
fully establish and define what role the College 
can and will play in their success.  

The College also has a dedicated position, the 
Assistant to the President for Collaborative Ef-
forts, to ensure partner needs are met. 

Examples of ways the College works to meet the 
needs of its partners include: 1) integration within 
College of CIRCLE, a community organization 
that works with many internal partners to educate 
and advise them on how to meet the needs of 

those they are serving in an external partnership; 
2) the Business Services unit, in its management 
of contracts, MOUs, and other binding agree-
ments keeps detailed records and files reports 
that document that specifically defined needs are 
being met for funding organizations and other 
entities; 3) the review and evaluation of the re-
sults of student satisfaction surveys; and 4) the 
environmental scanning process conducted as 
an element of the Institutional Effectiveness func-
tion of the College.  

Given the College’s more recent focus on this 
Category, the College currently lacks a formal 
process for collecting and evaluating data on ex-
ternal partnerships. While the College does not 
conduct formalized development and data collec-
tion, the necessary tools, surveys, and resources 
do exist and could be deployed to better analyze 
partnerships. The College recognizes this as an 
opportunity for improvement. Specifically, the 
College needs to identify a process for defining 
partnerships, identifying the needs and data to be 
gathered, and delineating the magnitude and 
scope of intended outcomes of the partnership.  

9P7. How do you create and build relation-
ships between and among departments and 
units within your institution? How do you as-
sure integration and communication across 
these relationships? 

There are several key processes designed to 
build and maintain relationships and ensure inte-
gration and communication across the College. 
The College Advisory Council is a representative 
body that meets monthly. Academic and busi-
ness departments and divisions also hold routine 
staff meetings. Three academic shared govern-
ance committees (Curriculum and Academic 
Standards, Assessment, and the Promotion 
Evaluation Review Team) hold regularly meet-
ings and drive many of the processes defined in 
Categories 1 and 3.  

The All-College Best Practices Kickoff, scheduled 
the week before the fall and spring semesters 
begin, is a day-long professional development 
day for HCC employees. The format includes a 
keynote speaker and breakout sessions (work-
shop-style) with varied themes designed to en-
gage a range of employee groups. A light break-
fast and lunch are provided to encourage 
informal interaction amongst attendees.  
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In an effort to assure integration and communica-
tion across these relationships, HCC embarked 
on Organizational Systems Mapping which was 
carried out by members of the President’s Coun-
cil Task Team. The initiative resulted in 24 organ-
izational “maps” depicting the relationships that 
specific HCC entities, units, or departments have 
to various key work processes that were identi-
fied and selected for mapping based on AQIP 
criteria. The systems mapping exercise entered 
its first transition to more detailed work process 
mapping and a focus on the development of per-
formance indicators aligned with stakeholder 
needs. 

Additionally, deployment of specific processes to 
build and maintain relationships across college 
functions include the implementation of Share-
Point work center, which has been critical to im-
proving communication across the college. 
Cross-functional teams now share information 
more easily and dynamically. Additionally, specif-
ic areas of the college have undertaken process 
mapping to identify and document key process-
es. For instance, Enrollment Services recently 
completed mapping of front-of-student services 
(recruiting, admissions, assessment, registration, 
and advising).  

 Results 

9R1. What measures of building collaborative 
relationships, external and internal, do you 
collect and analyze regularly? 

As stated in the process items for Category 9, 
most measures of process effectiveness in build-
ing collaborative relationships are anecdotal or, 
at best, basic measures such as frequencies. 
Opportunities for further, formal evaluation of col-
laborative relationships with external stakehold-
ers are numerous and noted, such as analyzing 
enrollment from area high schools and tracking of 
needs for Customized Training and Community 
Education offerings. Item 9P3 discusses the Col-
lege’s use of SSI and CCSSE measures to guide 
future institutional offerings, such as courses or 
services. 

One of the existing tools used to evaluate internal 
collaborative relationships is the HEIS. HCC’s 
first deployment of the HEIS occurred in 2013. 
HCC is in the process of developing an executive 
summary to efficiently communicate survey re-
sults and, as with the SSI and CCSSE, drive in-

stitutional discussion on possible improvements. 
Due to the candid nature of employee responses, 
as well as their efficacy in identifying areas for 
improving employee satisfaction, HCC plans on 
participating in the HEIS biennially in the future. 

9R2. What are your performance results in 
building your key collaborative relationships, 
external and internal? 

HCC’s performance results for the HEIS, as well 
as comparative results against the 2013 Carne-
gie Association, are further detailed in item 9R3.  

9R3. How do your results for the performance 
of your processes for Building Collaborative 
Relationships compare with the performance 
results of other higher education institutions 
and, if appropriate, of organizations outside 
of higher education? 

Four items from the HEIS (13, 23, 26, and 58) 
related directly to employee perceptions of sup-
port for building collaborative relationships. The 
highest percentage of participating HCC employ-
ees (67%) agreed that people in their department 
work well together, though 75% of the 2013 Car-
negie Association agreed with this statement 
(Figure 9R3-1). A high percentage of employees 
also agreed that they have opportunities to con-
tribute to important decisions within their depart-
ment, with 65% of participants agreeing with this 
statement, comparable to the 69% agreement 
indicated by the Carnegie Association. HCC was 
on par with the Carnegie Association with 61% 
agreement that people can be counted on to co-
operate across departments. The item with the 
least agreement for participating HCC employ-
ees, at 46%, asserted that there’s a sense that all 
individuals at the institution are on the same 
team, though agreement on this item was also 
lower for the Carnegie Association at 56%. Tak-
en overall, 59% of HCC survey participants agree 
that there is institutional support for building col-
laborative relationships, compared to 65% for the 
2013 Carnegie Association. 
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Figure 9R3 – 1: HEIS—Great Places to Work 
Survey - Collaboration 

Source: ModernThink Higher Education Insight Survey 
2013, Heartland Community College Overall Benchmark 
Scorecard 

 Improvements 

9I1. What recent improvements have you 
made in this category? How systematic and 
comprehensive are your processes and per-
formance results for Planning Continuous 
Improvement? 

Two recent improvements have targeted 
strengthening our collaborative relationships with 
institutions from which we receive students and 
better integrating the College’s process for track-
ing our relationships in order to develop a more 
systemic approach to building and maintaining 
relationships. 

Substantial efforts to strengthen relationships 
with our secondary partners who send us stu-
dents (HCC serves 18 high schools and three 
career centers) are underway. Those efforts cen-
ter on aligning curriculum and increasing college 
readiness through the development of programs 
of study with expanded opportunities develop-
mental remediation/bridge coursework and dual 
credit. To coordinate these efforts across aca-
demic divisions and enrollment services, the Col-
lege recently created a new position with central 
leadership over these areas (Associate Vice 
President for Academic Affairs) and hired a new 
Coordinator of Dual Credit Programs to provide 
specific coordination to our secondary partner-
ships. In the coming year, new processes will be 
developed, documented, and communicated. 
Additionally, the College has convened a Super-
intendents Advisory Council that meets bi-
annually to further coordinate efforts. 

The College is also working to improve our pro-
cesses for maintaining our relationships through 

implementation of a CRM (Constituent Relation-
ship Management) technology system. This sys-
tem will allow tracking of constituent relationships 
from Leads to Opportunities to Accounts, and will 
increase efficiencies and abilities in our data re-
porting. 

9I2. How do your culture and infrastructure 
help you to select specific processes to im-
prove and to set targets for improved perfor-
mance results in Planning Continuous Im-
provement? 

Heartland spent its early years focusing on build-
ing its campus and its internal relationships. Ex-
ternal relationships were developed on an ad hoc 
basis, to meet immediate needs, or when ap-
proached with what were deemed to be relevant 
partnership opportunities. Not until recent years 
has the College begun to really focus on devel-
oping established criteria for selecting partner-
ships. A draft of established criteria was recently 
presented to the Board of Trustees and approved 
as an approach for determining when to partner. 
Selection of processes to improve in this area is 
still reactionary; however, with new processes 
tying operational planning and resource alloca-
tion to strategic focus goals, relationship pro-
cesses should improve along with other institu-
tional processes. 
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