LOS MEDANOS COLLEGE

SUPPORT SERVICES PROGRAM

REVIEW & PLANNING

“The institution offers high-quality support services programs to other college departments in the areas of instructional and student services programs. The effective provision of support services allows the college overall to meet its goals and strategic initiatives.

Support Services Program:
Marketing and Media Design
Submitted on    


by the following program members:



          (date)


Lead   
Barbara Cella




      (print name)    


  (signature)

Member       Eloine Chapman



     (print name)    


               (signature)

Member   




     (print name)    


               (signature)

Member   




     (print name)    


               (signature)

Reviewed and Approved by:

Manager   




     (print name)    


               (signature)

Manager   




     (print name)    


               (signature)

COLLEGE GOALS and INITIATIVES

As you review and prepare plans for your program, keep in mind current goals and initiatives developed for the college’s Master Plan.

COLLEGE GOALS

1. Offer high quality programs that meet the needs of the students and the community.

2. Ensure the fiscal well-being of the college.

3. Enhance a culture of innovation, inclusiveness and collaboration.

4. Improve the learning of students and the achievement of their educational goals.

5. Establish a culture of planning, implementing, assessing and improving.

STRATEGIC INITIATIVES
1. Grow enrollments productively.

2. Improve the image of the college.

3. Increase the number of transfers, degrees and certificates.

I.
GENERAL DESCRIPTION OF THE DEPARTMENT PURPOSE/MISSION
Each support services department possesses a general purpose and mission in defining the services it provides and how those services will be administered.

1. What is the purpose and mission of this department?  

The Marketing and Media Design Department is responsible for all college-wide marketing efforts including print and web, video and radio. The department develops and implements strategies to increase awareness of Los Medanos College, help shape and enhance the College’s image, and advance its objectives through integrated, strategic communications.

2. What specific services does this department provide and who are the customers of these services?  

· Design and print annual college catalog – potential and current students, faculty & staff, counselors, parents, community

· Design and print tri-annual course schedule - potential and current students, faculty and staff, counselors, parents, community

· Strategize, write, edit, design and print outreac/recruitment publications and marketing collateral - potential and current students, faculty & staff, counselors, parents, community and community partners

· Strategize, write, edit, design and manage placement for advertising and awareness campaigns - potential and current students, faculty & staff, counselors, parents, community and community partners

· Strategize and develop college web site design, architecture and content management - potential and current students, faculty & staff, counselors, parents, community and community partners

· Public information (including crisis communications) and media relations – media outlets, potential and current students, faculty & staff, counselors, parents, community and community partners

· Edit and design internal e-newsletter – staff, faculty, management

· Design and support student communications – students, staff, faculty, management

Address how each service is provided to the identified customers.  

· College catalog –The Media Design specialist is the main person who handles this project from the Marketing/publication side of things.  They manage content edits with a wide team of contributors, download and place all program/course information, design and assemble entire print project, work with printers to ensure timely/correct/within budget publication. Once the materials arrive on campus, they are distributed to the appropriate departments. Online publication of the college catalog is maintained by the web administrator.

· Course schedules - The media design specialist is the main person who handles these projects from the Marketing/publication side of things.  They manage content edits with a wide team of contributors, design advertisements, download and place all course schedule information, design and assemble entire print project, work with printers to ensure timely/correct/within budget publication. Once the materials arrive on campus, they are distributed to the appropriate departments. Online publication of the college catalog is maintained by the web administrator.

· Recruitment publications and marketing collateral - The marketing director develops the broad publication strategy and writes/edits text in response to and in collaboration with LMC Outreach and Student Services departments, and works with the Media Design Specialist who implements the design, and deals with all printer interaction including file preparation, quotes, proofing and press checks.  

· Advertising and awareness campaigns - The marketing director develops the broad advertising and awareness strategy in conjunction with college and district initiatives.  The media design specialist implements the design, and deals with all printer/vendor interaction including file preparation, quotes, proofing and press checks.  The web administrator creates online complements to print campaigns such as: banner ads, digital flyers, photo galleries, etc. 

· College website architecture, design and content management – The marketing director oversees the overall management/design of the website.  The web administrator is the main person with responsibility for designing and developing the architecture, layout and functionality of the LMC website. They also maintain, monitor and prepare reports on the performance of the LMC website, and troubleshoot and resolve operational issues.  

They also coordinate the gathering of information for placement on web pages, along with review and edit of information to be posted (in alignment with college graphic standards) or may update content and layout of web pages. They train select LMC employees on updating of content and presentation, and support them with planning and development expertise.  The web administrator also designs systems for database generation, integrate information from various databases, format and present and monitor and maintain web-based data collection systems. 

· Public information (including crisis communications) and media relations -The marketing director oversees and facilitates all public information matters and media relations. The web administrator supports with online crisis communications.

· Internal e-newsletter – The marketing director coordinates and edits the occasional (every six weeks) LMC internal e-newsletter (Inside LMC).  It is designed and placed on the web by the web administrator.  

· Student communications - The marketing director and web administrator support the Student Services staff in editing and publishing of the Student Services e-newsletter and other student e-communications.

Address any manuals, publications or marketing efforts the department uses to communicate its services.

The Marketing and Media Design Department markets itself through client-focused communications (usually email including the Inside LMC e-newsletter): department chairs, student services managers, administrators.  The web administrator markets content management training sessions through specific client email communications.

3. How do the purpose, mission and services support college goals and strategic initiatives?

The Marketing and Media Design Department focuses its efforts in support of virtually all of the college goals and strategic initiatives. The efforts of the department provide institutional awareness and branding internally and externally.  The catalog and schedules are mission-critical publications produced by the department  - providing bottom-line information to internal employees and to our clientele. 

Success by the department is measured by increased enrollments, enhanced retention and persistence, and an elevated and positive awareness in the community of LMC – its accomplishments, its programs and its impact on the quality of life in the region. 

II.         SATISFACTION SURVEY

One of the best ways to evaluate the services provided by support services departments is to survey its customers.  Provide a summary of the results of a recent survey conducted for this program review, or any other instrument the department has conducted for use in the program review process.

Satisfaction survey to be administered Fall 2008.

PLAN

Based on the results of the survey, or other instrument used, indicate what plans the department has developed to meet any areas of improvement.

III.        PROGRAM RESOURCES and DEVELOPMENT

Program review and planning must be integrated with other planning processes such as the master plan, requests for staffing, and the financial planning model. It is important that the institution effectively and efficiently uses its human, physical, technological and financial resources to achieve its educational purposes, including stated student learning outcomes and improvement of institutional effectiveness.

REVIEW

1. Does the program have sufficient permanent and hourly staffing (FTE)? Address any recent changes in staffing and the reason for the changes and the impact it has had on the department operation.

The Marketing and Media Design Department would like to increase the Media Design Specialist from a half-time to a full-time position.

The marketing department is very lean with one manager, one full-time web administrator, and one half-time media designer.  With a half-time media designer, eight months of the year are basically dedicated simply to the facilitation of the proofing process, design and production of the tri-annual course schedule and the annual college catalog.  By making this position a full-time position, this major area of work should be reduced to a four-month process (or at the very least, an eight-month process with approximately twenty hours/week for other projects throughout this time.)

During this intensive time, other basic advertising and public relations print projects are usually delegated to the web administrator or outside designers. Many projects are put on hold or rejected because of lack of staff.  The web administrator has a full-time workload without the addition of print design projects. Web updates, basic web infrastructure maintenance, and creative development are set aside to accommodate the more date-driven print work required.

The Clarus market analysis made numerous recommendations which will take increased staff resources to incorporate into work flow, such as market-specific outreach materials and templates for departmental promotional use.  Web-based initiatives recommended by Clarus will require more web administrator time dedicated to her primary responsibility – the web. 

2. Describe staff participation in staff development? What staff development activities are needed to improve the program?

There is currently little time for staff development for the half-time media designer.  In the seven months that I worked with Sharrie Bettencourt, every minute was needed to make deadlines for basic print materials. Although this position is in transition at this time (Sharrie has gone to a full-time position at DVC, they have two full-time media designers…), it is important that the person holding this position have the most up-to-date skills in the software utilized, and an awareness/understanding of marketing trends/best practices in print design for educational recruiting/outreach, and more specifically, in higher education.

The web administrator recently attended a digital photography software workshop to update her skills in manipulating photographs for the web and print, utilized by the department and campus-at-large. Web administration requires constant training to keep up with technical requirements and new software/hardware utilized throughout the college on college web pages, let alone design/architecture trends for educational institution web sites.  It is important that the web administer consistently updates skills in these areas. Flash training will be scheduled sometime during the 08-09 academic year. At this time, an examination of “most-needed web administration training” is underway, with a plan for at least one additional training completed by December 2008. 

3. What additional facilities and equipment are required to maintain or improve the effectiveness of the program? 

At this time, time is all we need.

We are eagerly looking forward to our move to the 4th floor of the renovated core in 2010.

4. Does the program have a sufficient budget? How would budget increases improve the program’s effectiveness?

The budget for the program covers basic advertising/promotion for the college.  The annual, and much valued, publication of Career Focus requires additional support (this past year, district support for this project totaled $25,000).  At this time, there appears to be enough in the budget to cover anticipated increase in print projects.  Certainly an increased budget would allow for additional promotional & communications projects.  

A significant part of the LMC print projects are grant- or client- (internal dept.) supported. (print-wise), and do not effect the Marketing and Media Design budget other than staff time.

Note: Other special projects, including re-architecting of the website (creating new navigation/organization) and the development of a new institutional logo may require additional funding.

PLAN

Write planning objectives for addressing the review of staff development, and human, facilities and financial resources.

Staff development:

Web administrator:

Advanced training in Flash to incorporate in website. Participate in at least one additional critical training to maintain or to acquire new skills in web administration – area still being researched.

Attend the annual CCPro conference in spring 2009 with the marketing director, to network with other web designers at other community colleges in California, and to learn about new trends/best practices in this area.  When a permanent media designer is hired, they will be invited to partake in advanced training in major area(s) of design work.

Media designer:

Attend at least one software skill update training per year to maintain contemporary design software skills. This software is constantly being upgraded.

Human Resources:

Request time/status increase for media designer from half-time to full-time.  Hire by Dec. 2008.

Facilities:

Moving into remodeled core/4th floor when completed in 2010.  Each of three employees will be accommodated in this area with individual offices. 

Financial:   

Budget currently sufficient for existing work.  Additional resources may be required for outside consultants assisting with logo and web development. This area is currently being analyzed, with plans for the work to occur during the 08-09 fiscal year.

IV.        OTHER ISSUES

This section is for issues not addressed previously in this report.

REVIEW

Detail other issues or items program staff has determined to be significant.

PLAN

Write planning objectives to address the additional issues detailed above.

V.        PROGRAM PRIORITIES

Due to resource limitations, programs need to focus on selected objectives for the short term. What changes does the program need to make based on the review? One of the key criteria for funding new initiatives via the Financial Planning Model process is the extent to which the proposal contributes to college goals and initiatives.

REVIEW

Carefully review the planning objectives generated in the previous sections. Identify them as either operational (not requiring additional funding or other resources) or new initiatives (requiring additional funding or other resources). Prioritize each set of objectives. 

PROGRAM ACTION PLAN

OPERATIONAL PLAN

	Objectives
	Activities
	Desired Outcomes
	Lead
	Timeline

	College catalog publication


	Coordinate front and back info edits, design and assemble project, coordinate printer
	Timely, accurate, and charismatic publication

Grow enrollments

Improve image of college

Increase persistence
	Media  Design Spec.
	Annually,

Feb-April

	Class schedule

publication
	ditto
	ditto
	Media

Design 

Spec.
	3 annually

Sept-Nov,

Nov-Jan, March-May



	Produce effective recruitment pubs & mktg collateral
	Text creation and/or editing, design, publication and distribution
	Grow enrollments

Improve awareness and image of college

Increase persistence
	Barbara Cella
	Continual activity

	Produce effective advertising & awareness campaigns
	Strategy creation, text creation and/or editing, design, publication and posting/distribution
	Grow enrollments

Improve awareness and image of college

Increase persistence
	Barbara Cella
	Continual activity

	Produce effective, informative and up-to-date web site
	Strategy creation, coordination & facilitation of text creation and/or editing, design, publication, structural maintenance
	Provide accurate, charismatic, informative web site. Grow enrollments

Improve awareness and image of college

Increase persistence
	Eloine Chapman
	Continual

	Make public aware of college in a positive light.
	Develop press releases and cultivate media attention on LMC’s positive contributions and program offerings.
	Receive positive press in regional media.


	Barbara Cella
	Continual

	Internal e-newsletter
	Develop, write/edit e-newsletter to

share college info. with LMC employee community 


	Build morale

Increase internal awareness of college happenings/planning
	Barbara Cella
	Six annually

	Student e-newsletter
	Developmental, technical & editing support
	Grow enrollments

Improve awareness and image of college

Increase retention & persistence
	Barbara  Cella

Eloine Chapman
	Ten annually


NEW INITIATIVE PLAN

	Objectives
	Activities
	Desired Outcomes
	Lead
	Timeline

	Re-construction of college web site to increase usability, accessibility and retention
	Develop new site architecture and implement
	Increased usability and accessibility, enhanced internal buy-in
	Barbara Cella,  Eloine Chapman
	Completed by June 2009

	Incorporate new college branding into website
	Develop site-wide norms and implement
	Consistent branding
	Eloine Chapman
	Completed by June 2009

	Have a brand for LMC: consistent, contemporary & expresses current mission & values
	Develop new logo and implement through institutional presence
	Consistent branding
	Barbara Cella
	Completed by June 2009



	Implement high-priority marketing-specific Clarus recommendations
	Implement marketing-specific Clarus recommendations


	Enhanced institutional presence; consistent, quality communications with internal and external audiences
	Barbara Cella
	Completed by June 2009

	Increase quantity and quality of enrollments, retention, persistence, institutional brand
	Monitor or coordinate high-priority and specific Clarus recommendations with appropriate departments.

Report progress for district office.
	Enhanced institutional presence; consistent, quality communications with internal and external audiences.

Increase quantity and quality of enrollments, retention, persistence, institutional brand


	Barbara

Cella
	Completed by June 2009 (high priority goal)


VI.        ANNUAL PROGRESS
Progress reports will be appended to this document each fall beginning in the academic year following completion of the program review.

FALL 2007

1. Have there been significant changes in the internal or external environment that necessitated changes to your program review and/or plan? If so, please describe them.

2. What is the status of the objectives identified in the Program Action Plan? 

3. If some objectives were attained, how successful were the changes in improving program effectiveness?

4. If some objectives were not attained, what were the impediments? Do you still believe these objectives will lead to program improvements?

5. What have you learned from this process that would inform future attempts to change and improve your program?

