
STUDENT LEARNING OUTCOME FOR 2013-2014 

1. Admissions and Records 

Our mission is to educate and support students on college policies, procedures, services, and 
online functions to help them achieve their educational goal(s).  

Department Goal: A commitment to student learning is a priority in all interactions that 
Admissions and Records staff has with students. 

STUDENT LEARNING OUTCOME: As a result of an interaction with the Admissions and 
Records Office, students will be able to demonstrate their understanding of the college’s policies, 
procedures, and services.  

The normal refund timeframe for a full semester class of sixteen weeks is two weeks. With only 
four weeks in the spring intersession, the 10% refund period is drastically reduced to either one 
or two days. Since SCC has not offered a Spring Intersession for over 3 years, it was presumed 
that most students taking classes would not be aware of this very short drop with a refund period. 

SLO: In the last week of the fall semester, and on the Thursday prior to the start of the Spring 
Intersession, every actively enrolled student in the Spring Intersession received an email. This 
email warned students that the drop for non-payment period during the intersession was 
extremely short.  

Each email requested that the student reply either a Yes or a No as to whether this email was 
helpful. Students were also given the ability to comment on this email.  

2. Methods 

The Admissions and Records Office is committed to supporting student success. This office 
regularly provides students with numerous communications about current policies that affect 
enrollment. This SLO aligns with the departmental mission statement and represents a 
fundamental function of the Admissions and Records office – to inform students of current 
policies and procedures.  

In compliance with the College’s Student Service Learning Outcomes and Standard IIB.3.B for 
Accreditation, this SLO promotes learning of the life skills of self-responsibility and good 
citizenship by notifying them on how to work within institutional timelines during the 
registration process. 

The following email was sent to every actively enrolled student for the Spring Intersession, 2014, 
during the last day of the fall semester as well as on the Thursday prior to the start of the Spring 
Intersession. The ideal criteria for success would be receiving at least 10% replies, but the true 
success of this SLO lies in whether the students find this email helpful. 



Dear SCC Student,  

There are few things you need to know about Spring Intersession. They are:  

• Intersession begins on Monday, January 6
th

  

• Intersession is only 4 weeks in length 
 

 

Dropping a class after Tuesday, January 7
th

, will result in:  

• a W or letter grade 

• loss of enrollment fees 

• class counted toward units attempted 
 

 

Sincerely,  

 

SCC Admission & Records Team 

 

 

Kindly reply and let us know if this information was helpful to you:  

 

Yes, I appreciated this e-mail and the information it provided. 

 

No, it was not helpful. 

 

Written comments below are greatly appreciated. ☺  

 



Limitations: There were several limitations to this SLO. First, A&R presumed that all of the 
students’ email addresses were current and up to date. There was no certainty that the emails 
were properly delivered or read. 

Secondly, language in the email can be confusing to students! Some students prefer to see an 
actual drop date designated in the email content. The email could have explained that the refund 
date varies from class to class depending on the number of classes meetings. However, this kind 
of explanation seemed like an overload of information and the Associate Dean was wary that 
students would not read lengthy emails. Also, a new student may not fully understand what it 
means to “lose an enrollment fee.”  

Another limitation on this email (in hindsight) was that the opportunity to educate the students 
was greatest at the moment that someone could have responded immediately to the students’ 
replies. When students commented with a question, A&R lost the ability to connect with 
students. It would have been wise to place a disclaimer on the bottom of the email stating that 
A&R could not reply in a timely manner to this email. At best, it would have been a useful idea 
to add the phone number for A&R in the signature line.  

Finally, A&R did not want to overemphasize or encourage dropping classes for refunds. Students 
were responding with requests regarding textbook information and how to get a refund.  The 
issue of replying to these inquiries needs to be considered in future SLOs that ask for student 
replies. 

3. Implementation of Assessment Process: Who? How? When? 

List all of the individuals involved in the assessment process: The assessment process involved a 
survey response which students could use to reply to an email sent by A&R.  Members of the 
A&R staff were responsible for reviewing the student answers that were returned via office 
email. Staff members were asked for their feedback on the student replies. The email/survey was 

administered by the Registrar.  

Outline the timeline for implementation: A&R decided to wait until the majority of students were 

enrolled for the Spring Intersession. Sending an email on two specific days --the last business day of 

2013 and again on the Thursday prior to the start of the Spring Intersession—allowed students enough 

notification time for this refund drop notice. In addition, it was presumed that an email sent close to the 

start of the intersession would catch the students’ attention.  

Identify who will be evaluated: Every actively registered student in the spring intersession was sent an 

email. On December 20, 2013, there were 1435 students registered. On January 2, 2014, this email was 

sent again to 1466 registered students. In total, only 94 (6%) students replied to the A&R email.  

Identify who is the intended user of the data that will be collected: The A&R office sent this email in a 

proactive effort to eliminate student requests for refunds when the drops occurred late in the first week 

of the spring intersession.  A staff meeting will be the evaluation process to discuss whether this email 



was useful or if there is a better way to communicate short refund periods to students. The District is 

currently reviewing Blackboard Connect which can send text messages to thousands of students. Text 

messaging would be the preferred method of communication as it is more efficient and students are 

quicker to read them.  

4. Results 

Summarize the results for each outcome: The staff members in A&R recognize that it is their 

responsibility to educate students on college policies at every opportunity. Providing refund information 

to students before the term begins can prevent multiple problems after the term starts. As a result of 

this SLO, staff thought it would be a good procedure in the future to send a similar email to all students 

to remind them about the refund period.  

A total of 94 replies were received from students. Of this group, there were 86 replies of YES, 5 replies of 

NO, and 3 with comments but no reply of YES or NO. The returns indicated that 92% of the students 

replied positively, 5% replied negatively, and 3% returned a comment without an evaluation of the 

email. The general replies were that this email was helpful and a nice reminder about the drop with 

refund policy for intersession.  Staff members commented on how it felt good to know that students 

appreciated the email and expressed this appreciation in their comments. 

One student did not find this email helpful because he had an online class and did not know how that 

class would work out since no information was posted about it.  Another student replied that she did 

not understand the email. The reply from one student said that it helped a little, but that it was unfair to 

assess how s/he would do in a class in such a short timeframe.  Lastly, another student did not 

understand the term “loss of enrollment fee” and was unaware of the meaning of the W.  

Future emails that are sent to student should track not only the number of emails sent, but also the 

number of emails that were read by students. It would be meaningful to know that students opened the 

email and possibly read the content, though they did not return a survey response.  

The actual results can be viewed in Appendix A. – List of students who replied with their comments. 

Summarize the process to verify/validate the results: Since 92% of the students replied positively to 

this SLO, this email can be verified to be a success!  It is unfortunate that only 6% of the student replied. 

Another alternative to getting more results would be to send this email out daily for a specified number 

of weeks during a registration period.  

5. Decisions and Recommendations 

Summarize the decisions/recommendations made for the outcome: This outcome is closely tied to the 

office’s mission statement.  Since refunds are specific to individual sections, it would be an excellent 

idea to educate all students on the important dates related to each section: dates related to refunds, 

how to get a refund, drops without a W grade and drops with a W grade.  Decisions can be made to 

improve this email and consider sending it out to all registered students just prior to the start of a 



semester/session. The students who responded to the A&R email clearly understood and expressed 

satisfaction that this email provided information that was critical for them to understand. 

The fact that 94% of the emailed students did not respond is a key finding!  This low volume of replies 

implies a number of unanswered questions. Is it because they are too distracted prior to the start of 

Intersession? Is it because it was too soon after the holiday break to think about school? How many read 

or did not read the email?  Perhaps the email is NOT an effective tool for communicating with students. 

What will A&R change as a result of this SLO? 

In order to demonstrate that students met the department’s expectations, they would reply YES that the 

email was helpful. This expectation was proved by the 92% positive answers that were received from 

the 94 student replies.  

Identify the groups who participated in the discussion of the evidence that led to the 

recommendations and decisions:  All staff members in Admissions and Records were asked to share 

their feedback on this SLO. Many were surprised that almost all of the responses indicated that students 

appreciated the email that was sent to them. Other than the few students who were confused, staff said 

that it felt good to know that students appreciated the email. They also wished that an email could be 

sent to all students who registered but did not pay. This would be a good reminder about the non-

payment drop policy.  

Summarize the suggestions for improving the assessment process: If this SLO was repeated in the 

future, the suggested changes would be: 

• Track not only the number of emails sent, but also the emails that were read. (Require a read 

receipts from Outlook).  

• Immediately read the replies from the students as they often asked follow up questions. This 

would create a better rapport and service to students who may be new and unknowledgeable. 

The work would be divided among all staff members. 

• Provide a phone number for the A&R office within the content of the email.  

• Include an option that states “I was unaware of this short refund period” to verify that students 

did not have knowledge of this refund policy prior to sending this email. 

 

 

 

 

 

 

 

 

 

 

 



APPENDIX A FOLLOWS THIS PAGE – THE NAMES HAVE BEEN REMOVED  

APPENDIX A – STUDENT RESPONSES TO INTERSESSION EMAIL SENT BY A&R 

Helpful Bad Comments 

X 

 

make sure that when students contact Instructors that the Instructors respond in a timely manner.   

x 

  x 

 

Thank you for the reminder! 

X 

 

Very helpful 

x 

  
x 

 

I really appreciated this email  

x 

 

I really appreciated this email, helpful reminder. Thank you 

x 

 

thank you.  This message and information helps a whole lot. 

x 

 

Thank you, 

 

x i did not find this message helpful.  

X 

 

it is very helpful thank you 

x 

  x 

 

 I really appreciated this email. Many blessing, 

x 

  

x 

 

I really appreciated this email. 

 

x it was not helpful because I have an online class and I don't know how that is going to work out because no information is posted about it yet.

x 

 

I appreciate the email, thank you :) 

x 

 

Very helpful thanks! 

x 

 

I appreciated this e-mail and the information it provided 

x 

  x 

  
X 

 

is helpful. Thanks 

X 

 

thank you 

 

X I really don't understand it 

X 

 

it was very helpful 

x 

  x 

 

It was helpful, but I'm confused on keeping a class part 

x 

 

thisinformation was helpful 

x 

 

I really appreciated this email. It is nice to know SCC cares about their students 

x 

 

I really appreciated this email.  

x 

  

 

x 

because I already knew the information that I was concerned about in the message, but it is a nice reminder and it's good to know the

red (that's what I didn't know).  



  

This information helped a little regarding that we only have one day to be able to assess ourselves if we will be able to take on a course during 

winter. I personally think its' a little unfair on us studens that we don't even have leiterally anytime to check out the class before we can make 

an assessment of ourselves if we have the potential to take it on and it is a fact that 4 wee courses are a bit more difficult. also, you didn't 

provide us students when the last refund date is, which is kind of inconsiderate. we literally have only one day.  

x 

 

I appreciated this email 

 

x This message was not helpful. What does it mean by I will loose the enrollment fee? And what is the W for? 

  

Thank you for the reminder! Happy Holidays 

X 

 

Thank you so much for the informaton and happy holidays! 

x 

 

the info was helpful 

x 

 

I really appreciate this email 

x 

 

I really appeciated this email 

X 

 

I really appreciated this email 

x 

 

It was helpful. 

 

x I don't understand what it means: Keeping a class beyond Tuesday, Jan. 7th. What's that supposed to mean? 

x 

 

I really appreciated this email 

X 

 

This reminder is helpful 

x 

  x 

 

from Iphone 

  

I was wondering how I go about getting an extension on my payment for registration for the spring semester 

x 

  x 

 

this eamil was helpful 

x 

 

I apprecaite the reminder and knowing what the last date to drop is. Thank you 

x 

 

I really appreciated this email 

  

hi, my son had to drop this class due to a broken arm. He dropped on the last day that he could drop and still get a refund, our credit card was 

never refunded. Can you please tell me how to find out why. 

x 

 

it is helpful 

x 

 

I really appreciated this email 

x 

  x 

 

I really appreciated this email 

x 

 

appreciated 

x 

  x 

 

it was helpful 

x 

 

it was helpful! Thank you 

x 

 

this email was very helpful thank you 

x 

 

I really appreciated this email and I am prepared to tak this class! If there is anything I am missing to keep this class, please advise me

X 

  



x 

 

thank you for the information . It is helpful to know that I must drop soon if necessary. (iphone) 

x 

  
x 

  x 

 

I really appreciated this email 

x 

 

Very helpful 

x 

 

I really appreciate this email 

x 

  x 

  
x 

 

I appreciate this email and the information provided. Thank you 

x 

 

Thank you for the reminder 

x 

 

Thank you for the notice! It is helpful 

x 

 

I really appreciate this email 

x 

 

it was really helpful 

x 

 

I appreciated this email and the information it provided 

x 

 

Thank you for the notice. I found it very helpful. But I am quite confused of what you siad. Did you mean if I skip the first day of class (Jan 6), I 

will get the consequences as you mentioned? 

x 

  

x 

 

Dear Admissions, The email about the critical information for the intersession was helpful. Thank you! 

x 

 

it was really appreciated 

x 

 

the information I received was helpful! Thanks! 

   x 

  
x 

 

thank you for let me know. I will appreciate all the information coming from SCC 

x 

 

Much appreicated! Merry Xmas:))) 

x 

  
x 

 

I greatly appreciate this email 

x 

  x 

  
x 

 

I really appreciated this email 

x 

 

I really appreciate this email 

x 

 

Hi  I really appreciated this email. When can I buy the textbook for my Intersession class at Santa Ana College bookstore? 

 

 


