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1. The Organization’s Student Loan Default Rate and Initiatives:
Grand Rapids Community College participates in the Federal Family Education Loan Program (FFELP) including both the Stafford Loan Program for students and the PLUS Loan Program for parents.  Each year the U.S. Department of Education calculates a cohort default rate for loans made to students who have received student loans while attending GRCC.  The cohort default rates for the past six years are as follows:
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Our FFELP default rate affects our eligibility to participate in the federal financial aid programs and a default rate higher than a certain level requires additional default management procedures be performed by the institution.   Although Grand Rapids Community College does not view our default rate as being unreasonably high (especially in view of the high need student population we serve), reducing our students’ default rate is a daily goal of the financial aid staff.  Our loan counseling efforts with students continues to be pivotal is striving to decrease our default rate.  

Several efforts are currently being made by all financial aid staff members at GRCC to address loan default:
· Counseling students to understand their rights and responsibilities as a borrower. 
· Advise students to consider limiting the amount they borrow to pay for direct educational expenses only (tuition, fee and books).  
· Video presentations have been developed for use at New Student Orientation sessions which address student loan issues.  
· Restrict the amount students can borrow each semester to one half the amounts of their annual loan limits.  
· An optional course offered by the college for credit (PY 101) is also available which includes a module on financing college costs and repayment of loan debt.  
· A default prevention brochure was developed in cooperation with the Michigan Guarantee Agency which is provided to students during the exit interview process.  This brochure outlines deferment, forbearance and payment options as well as opportunities for loan consolidation. 
· In August and December, a loan lab is set up to assist student with the loan application process.  Students are provided with opportunities to interact with student loan lending professionals as they complete their entrance counseling requirements.  Students also meet with financial aid staff who emphasize the importance of loan repayment after college.  

GRCC continues to consider and investigate several additional options to help lower our student loan default rate:
· In cooperation with our lending representatives, we are initiating an effort to provide financial seminars to current students that would include detailed information on budgeting and reducing personal and student loan debt.  
· We are planning to expand our partnership with one of our loan servicers to contact student borrowers who have graduated or withdrawn.  Calling campaigns will be used to provide information about repayment options and deferments available to prevent student loan default.  Students who are not eligible to return to college will be advised of deferments, forbearance, and loan consolidation and will be urged to select a repayment plan.  
A student loan committee has been formed to review all aspects of the student loan program processing and to evaluate the effectiveness of our student loan programs.  One of their responsibilities will be to review student default prevention activities. This committee will make recommendations to the Executive Director of Student Financial Services in Spring 2007.  
2. Commission Policy 1.C.7, Credits, Program Length and Tuition

Credits 

The college standards for offering college credit are based on regulations posted in the Activities Classification Structure (ACS) Manual for Michigan Community Colleges.  
· The ASC definition for a course Credit Hour:  A course credit hour shall be determined by the institution’s predominant calendar system.  A semester credit hour shall not be less than 800 instructional minutes. 

GRCC’s Fall and Winter semester courses are offered in a 14 week format with a 15th week exam period.  Classes are 60 minutes of instruction per credit for 14 weeks equaling 840 minutes plus a 2 hour exam. 

Program 
GRCC offers Associate Degree and Certificate Programs. GRCC offers nine (9) Associate Degree’s:

· Associate in Applied Arts and Sciences (AAAS)

· Associate in Arts (AA)

· Associate in Business (AB)

· Associate in Fine Arts in Fine Arts (AFAFA)

· Associate in Fine Arts in Photography (AFAP)

· Associate in General Studies (AGS)

· Associate in Music (AM)

· Associate in Nursing (ADN)

· Associate in Science (AS)

The college is regulated by the Michigan Department of Education and follows the guidelines as defined in the Community College Act of 1966 (EXCERPT) Act 331 of 1966.  GRCC follows a state wide common practice of requiring a minimum of 60 academic credits for an associate degree and a minimum of 30 credits for a certificate. 

GRCC program requirements are like most other colleges and universities across the country.  To be awarded an associate’s degree* at GRCC student must:

1. Complete 62 credits of course work.

2. Complete 15 credits of course work at GRCC

3. Have earned a cumulative grade point average of at least 2.0 in all course work.  

4. Students are also required to take one Wellness credit, 3 American Government (Social Science) credits, 6 credits in English, as well as Humanities, and Natural Science (the distribution of credits in Natural Science, Social Science, and Humanities varies based on degree granted AA, AB, AS, AM,  ADN, AAAS, AFAFA, AFAP, AGS). 
For a complete description of graduation requirements please see pg. 25 of the 2006/07 GRCC College Catalog or visit the college’s web site:  www.grcc.edu.

Associate degree programs are designed so students can complete in two years with some exceptions usually in health programs of study and law enforcement. 

Certificate Programs
Certificate programs are generally 30 to 32 credits and are often found in their counterpart Associate of Arts and Science degree programs. 

Non-credit Programs 

GRCC also offers non-credit program options to students. 

· Training Solutions – Customized training for the business community. Training programs are developed to meet the individual employer needs identified through assessment and corporate learning plans.  We were reviewed and approved to issue CEUs through IACET (International Association for Continuing Education and Training). 

· Continuing Education and Professional Development Programs – workshops, seminars, course, and certification programs designed to meet specific learning and professional development needs. Theses non-credit courses vary in length and cost and can be delivered in both traditional (classroom instructor-led) and online formats.  We were reviewed and approved to issue CEUs through IACET (International Association for Continuing Education and Training).

· Construction Trades Apprenticeship program – includes carpentry, electrical, pipefitting, plumbing, sheetmetal, and sprinkler fitters. 

· Job Training – Occupational programs offered in 18 weeks. These programs include:

· Automotive Technician

· Residential Construction

· Computer Support Technician 

· Machinist/CNC Technician 

· Computer Applications Specialist

· Welding/Fabrication Technician

· Construction Trades 

Tuition

Tuition at GRCC is calculated based on course contact hours.  Students are also subject to fees addition to tuition.  These fees include application fee, special course fees, student records fee, and a technology fee.      

GRCC Tuition Rates for Fall 2006:    

· Resident . . . . . . . . . . . . . . . . . . . . . . .$ 73.50 per contact hour
· Non-Resident . . . . . . . . . . . . . . . . . . .$ 142.00 per contact hour
· Out of State . . . . . . . . . . . . . . . . . . . $ 202.00 per contact hour
For a state-wide comparison of tuition rates at Michigan community colleges please visit the Michigan Association of Collegiate Registrars and Admissions Officers web site:  www.MACRAO.org/TuitionFees.asp

3. Commission policy III.A.1 Professional Accreditation, or III.A.3 requirements of Organizations Holding Dual Institutional Accreditation

III.A.1.—Professional Accreditation 

GRCC does not have an agency that accredits a significant portion of its programs (over 1/3).  GRCC does, however, have program accreditation in several programs:
· Automotive Technology—National Automotive Technicians Education Foundation (NATEF)

· HVAC—Partnership for Air Conditioning, Heating, Refrigeration Accreditation (PAHRA)

· Associate Degree in Nursing Program – National League for Nursing Accrediting Commission

· Corrections -  Michigan Correctional Officers Training Council

· Culinary Arts – American Culinary Federation Accrediting Commission

· Dental Assisting and Dental Hygiene Program – Dental Accreditation of the American Dental Association and Michigan Board of Dentistry

· Law Enforcement Michigan Commission on Law Enforcement Standards

· Music Department – National Association of Schools of Music

· Occupational Therapy Assistant – American Occupational Therapy Association, Inc.

· Practical Nursing – National League for Nursing Accrediting Commission.

· Preschool – National Academy of Early Childhood Programs and the National Association for the Education of Young Children.

· Radiologic Technology – Joint Committee on Education in Radiologic Technology

III.A.3—Requirements of Institutions holding Dual Institutional Accreditation 

GRCC does not hold dual institutional accreditation. 

4. Commission policy IV.B.4, Organizational Records of Student Complaints
GRCC welcomes input from our students and views complaints as an opportunity for continuous improvement. GRCC strives to provide its students multiple access contact points to resolve complaints and concerns with the college. This includes both informal and formal approaches with the goal to resolve student issues at the lowest level. Faculty and Staff are empowered to provided assistance or take action to resolve complaints on the spot. 

Complaint Management Process

We have focused on improving the Complaint Management Process (CMP).  A graphic illustrating the Complaint Management Process can be found in Appendix X. Improvements have included:  
 1) 
Establishment of a cross college team to review complaint summary reports. This group meets quarterly and monitors student complaint trends, identifies improvement opportunities and raises complaint issues in appropriate college discussions for proposed planning or action;
 2)  
Staff feedback and training has led to a monthly and semester complaint tracking system. Complaints are documented and tracked with the top issues discussed at Deans Council for implementation or action; 
3) 
Student suggestion and comment boxes have been added across campus to encourage students to provide input. The comment cards are collected by Student Affairs, reviewed and forwarded to the appropriate area for consideration and action; 
4) 
“Just in time” reminders prior to the start of academic semesters are sent to staff to track concerns or make appropriate referrals. We are intentional in collecting student impressions and reactions to changes we make in processes, programs and or services. Paying attention to how these changes impact students and their ability to navigate the educational systems is very important to the continuous quality improvement practices at the college.
Student Experience Assessment

One of our strengths in addressing student concerns and complaints is to anticipate student needs and expectations.  This process is accomplished by coordinating a variety of intentional activities for the purpose of engaging students in evaluating their personal “Student Experience” at GRCC. Using diverse methods provides valuable feedback for our planning, process improvement, decision making and college action. These activities include student satisfaction survey; internal customer services survey, service contact assessments, program evaluation; Student Congress meeting discussions, President’s Student Leadership Advisory Council, Blackboard student opinion surveys, student technology user groups/upgrades, on line customer service survey, student focus groups, staff experience management service inventories, e-mail and phone surveys. When these are conducted a formal report is prepared and added to the agenda of appropriate college meetings for discussion. Many of the reports are posted on the college website for referral and are accessible to everyone on campus for review and organizational learning.

Student Assistance Stations

Interacting with students outside of your primary area of responsibility during peak times has been a valuable learning process for our faculty and staff to remain updated on services, student processes and programs. It has become a tradition and expectation that staff from across the college volunteer to work at six information stations in high traffic areas the first full week of the fall and winter semesters. We track most frequently asked student questions and use this information to better prepare for the start of our semesters and or make changes. This one-on-one assistance process has been very effective and received compliments of appreciation from our students.

Using Technology to Track Complaints

One example of incorporating technology into the complaint management process has been in our Student Records Office. A prototype database has been developed to capture complaints as they occur and to document resolutions where applicable.  All staff, including student assistants, has desktop access to the database. They receive bi-weekly reminders to utilize the system for recording complaints and issues are discussed at the monthly staff meetings. The Registrar reviews the data at the end of each month and determines which processes may be in need of improvement. 

An example of this process in action -- complaints were received that during lunch there was no one to assist students who had questions about Veterans Benefits. As a result, cross training of another staff member to assist these students has taken place and caused a reduction in service complaints.

Technology has also been used to capture “student record problems”, which is related more directly to requests to review academic records and to accommodate the process for refunds. Electronic “comment cards” are created for each student to document any issue they may bring forward that directly impacts their academic records. The categories include: personal data corrections, grade changes, record review adjustments including refunds, veteran benefit issues, and general documentation used by auditors and/or the courts. This information is reviewed at the end of each semester by a team of administrators to examine any trends or process issues that may need to be addressed. 

An example of how this data has been used for improvement goes back two years when over 650 transactions were identified that required exceptions for students, data entry errors or refunds to be issued. After the team met and reviewed procedures with the assistant deans and department leaders, standards were set so there would be more consistent scrutiny of requests by students for refunds and record reviews; as well as additional training for data entry staff. The following semester such items were reduced by over 400 problems. The trend is that the numbers of related issues are going down while our student population is increasing overall. 



Formal Policies regarding Student Academic Grievance Procedures and Disciple Grievance Procedures

Information for students regarding formal policies regarding Student Academic Grievance procedures and Discipline Grievance procedures is found in both the College Catalog (page 33) and the Student Planner/Handbook (page 125).  Both documents can be viewed at: http://www.grcc.edu/catalog
5. Commission goals and expectation in soliciting third-party comments in relation to accreditation processes
Website Announcement and Notification

Beginning in early December, 2006 GRCC announced the upcoming AQIP Check-up Visit through their website at: http://www.grcc.edu/accreditation
The announcement reads as follows:

Accreditation Visit - February 7 - 9, 2007
Grand Rapids Community College is seeking comments about the College in preparation for evaluation by our regional accrediting agency. The college will undergo an evaluation visit February 7 - 9, 2007, by a team representing The Higher Learning Commission of the North Central Association of Colleges and Schools. The team will review the institution’s ongoing ability to meet the commission’s criteria for accreditation using the Academic Quality Improvement Program (AQIP).

The public is invited to submit comments regarding the college to:

Public Comment on Grand Rapids Community College
The Higher Learning Commission
30 North LaSalle Street, Suite 2400
Chicago, Il 60602

See http://www.ncahlc.org/ for more information.

Comments must address substantive matters related to the quality of the institution or its academic programs. Comments must be in writing and signed; comments cannot be treated as confidential.

Grand Rapids Press Announcement

In addition, a similarly worded announcement is scheduled to be printed in the Grand Rapids Press on January 8 and 22, 2007. 
6. Copies of documents relevant to Title IV compliance
The following documents will be available for inspection during the February site visit:


Program Participation Agreement – Expiration date 3/31/2012


Eligibility and Certification Approval Report – Expiration date 3/31/2012

GRCC Campus Crime Information


GRCC Completion/Graduation Rate Report (See also GRCC Dashboard at:

http://www.grcc.edu/ShowPage.cfm?PageID=3369)
7. IV.B.2, Advertising and Recruitment Materials 

The following statement is provided on-line in the GRCC Living Course Catalog (available at http: www.grcc.edu/catalog) and will be printed in the official college catalog in spring, 2007:

Grand Rapids Community College is accredited by The Higher Learning Commission and a member of the North Central Association, www.ncahigherlearningcommission.org, (800) 621-7440.
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