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Discussion Questions

How are you assessing for your unit? 
Is it assessment report, strategic plan, 

performance scorecards, or another way?
 Is it working? 
What do you like or not like about it?



SACSCOC approved change to institutional effectiveness standard

 CS 3.3.1.2 The institution identifies expected outcomes, assesses the extent to which it 
achieves these outcomes, and provides evidence of improvement based on analysis of 
the results in each of the following areas: administrative support services

to

 7.3 The institution identifies expected outcomes of its administrative support services and 
demonstrates the extent to which the outcomes are achieved. 

(Administrative effectiveness)



College of Charleston
Planning processes for monitoring effectiveness
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CofC Strategic Planning Process

• Institutional Strategic Plan
• 10 year plan (Gateways to Greatness)

• Divisional Strategic Plan (Business Affairs)
• Unit Strategic Plan (Business & Auxiliary Services)



Business & Auxiliary Services Strategic Plan
The Office of Business and Auxiliary Services (BUAS) has four overarching goals that guide 
the units for operational success and support of the College’s mission. 

Customer Satisfaction
Provide quality service and campus experience to all customers through continuously 
improving facilities and process efficiency, effectiveness and delivery to achieve an ever 
expanding new and existing customer database.

Financial Effectiveness
BUAS financial records are maintained and balanced by utilizing cost saving tactics 
without compromising quality.

Operational Efficiency
Improve operational efficiency through resourceful allocation and utilization of College 
resources.

Qualified Staff
Provide staff with the resources necessary to successfully achieve the department’s 
vision and execute its mission. 



Measuring Annual Progress

Outcome – objective or expected performance
Measure – quantifiable way to track progress
Performance Target – hypothesis 
Strategies – action steps 
Budget Requests – funding or resources needed
Results – aggregated data
Use of Results – action plan
Institutional/Divisional/Unit Goal/Tactics - alignment



2016-2017 Annual Outcome example
Outcome 1: Business and Auxiliary Services will 
provide facilities that meet customers’ needs and 
ensure maximum usage of space.

Measure 1: Campus Housing will track the number of 
beds occupied during the fall and spring semester at 
the semester drop/add dates. 

Target: 97% occupancy rate at fall drop/add (96% in Fall 
2015) and 92% at spring drop/add (89% in Spring 2016).

Measure 2: Dining Services will track the overall sales 
at the new kosher vegan/vegetarian dining facility.

Target: $500K in overall sales at vegan dining 
facility($250K in FY 16 – initial year)

Outcome 2: Business and Auxiliary Services will utilize 
current and appropriate technology to enhance the 
delivery of products and services and increase customer 
satisfaction.

Measure 1: Parking Services will track number of 
permits sold to students through the new virtual 
“firstcome, firstserve” permit sale.

Target: 80% of student parking permits available are 
purchased online.

Measure 2: Cougar Card Services will offer online photo 
submission functionality by deadline. 

Target: Online photo solution is implemented by 
November 2016 for testing with new students enrolled for 
spring 2017.



Performance Scorecard Process
 Started in Spring 2012, to evaluate opportunities for the nonacademic 

business operations to increase efficiency and effectiveness in carrying out its 
mission 

 Every two months scorecards (units and division) are updated
 Business Affairs’ directors meet to discuss and support 
 Three performance areas: User Focused Services; Motivated & Engaged 

Team; Operational Excellence
 KPI are color coded green, yellow, red to track ongoing progress



Business & Auxiliary Services Scorecard



Business Affairs Performance Scorecard
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LEAD 2018: The Citadel’s Strategic Plan for 
Leadership Excellence and Academic Distinction 
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Communication Strategies

Planning & Assessment Workshops

Dissemination of Planning Materials
Folders and Website

• Invitation Letter

• Process Description

• Timeline

• SWOT Analysis

• Environmental Scan

• Proposal Forms

• Proposal Examples

Creating the Planning and Assessment Atmosphere
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Questions?



Evaluation Criteria

• Centrality to Mission

• Proposal Impact/ Forward Trajectory

• Realistic Plan of Action

• Measurable Results

• Revenue Generation or Cost Savings



The Citadel 
utilizes an end-

to-end strategic 
planning and 

institutional 
effectiveness 

program
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The Annual Performance Plan (APP)

• Established clear, operational results to be achieved by each VP Area within 12 month 
increments.

• Upon completion, the results served to advance the LEAD Objectives they supported. 
• Progress was tracked and reported cyclically in the newly-developed Strategic Planning 

Dashboard. 
• The Dashboard utilized information gathered from the Initial Assessment (completed in May 

2014) as a baseline status. 
• Throughout the year, the Dashboard provided a centralized mechanism for collecting and 

reporting on LEAD progress in real-time. 
• The APP and Dashboard became a useful tool in informing and communicating across all 

facets of the College, including the Board of Visitors (BOV) meetings. 



The Annual Performance Plan (APP)



The Strategic Financial Plan (SFP)

• Introduced a cohesive strategy to fund the Citadel’s LEAD plan in a constrained fiscal 
environment. 

• Outlined the strategy and actions necessary to generate additional revenue in initiatives such 
as Athletics while controlling expenses. 

• Solved the funding challenge using three primary strategies: Generating Revenue, Controlling 
and Reducing Expenses, and Marketing and Monitoring Performance. 

• Format framed the financial goals, targets, and actions required to meet the LEAD Actions 
and Objectives with items that were specific, measurable, achievable, realistic and time-
based.



Analysis by 
Percentage of 
Improvement by 
LEAD Objective
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FY 2014 - 2017 performance has yielded an average growth 
rate of 14% year-over-year.

If we continue to advance at the same rate during this final year of the LEAD 
plan (FY18), we will should reach a 95% completion score.



Cumulative Progress
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Talk about it
Who looks at it?
Where is it presented?
Is it meaningful? For whom?
What will you do with it?



Contact Us

The Citadel
 Tara Hornor, PhD  

tara.hornor@citadel.edu
843.953.5336

College of Charleston
 Ashleigh Parr

parra@cofc.edu
843.953.5438

mailto:tara.hornor@citadel.edu
mailto:parra@cofc.edu
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