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Form: "2021/2022 Program Review" 
Created with : Taskstream  

Participating Area:  Vice President of Student Services Office 

Date submitted: 02/03/2022 9:43 pm (PST)  

2021/2022 Program Review 

(REQUIRED) Name of Lead Writer and Manager/Service Area Supervisor 

Lead Writer: Ashanti Hands, Vice President, Student Services 

Supervisor: Pamela Luster, President 

(REQUIRED) In what ways (if any) did changes to an online/remote modality due 
to COVID-19 impact student success and equity in your area/program?  Please 
provide evidence.  

One notable change included a shift to our petition processes. In March 2020, the District quickly 
moved petition processes online as we learned we'd be working remotely 
(see https://www.sdccd.edu/students/forms-and-documents.aspx). In addition to facilitating an 
effective petition process, this shift resulted in petition remedies becoming more visible and 
accessible to students. We've seen an increase in petitions, as a result of this. While Excused 
Withdrawals were once fairly rare, requiring extreme circumstances and strong documentation, 
with the onset of the pandemic, the State encouraged colleges to grant Excused Withdrawals for 
COVID-related circumstances fairly liberally ("do no harm"). As a result, faculty were informed 
of this remedy and were encouraged to talk to their students about it. The historic need and the 
promotion coupled with the petition's online availability increased our EW processing most 
conservatively by 500%. Non-COVID related petitions increased by approximately 120%. We 
suspect that moving petitions online and making them more visually 
and technologically accessible does improve equity because more students have direct access to 
this information, democratizing the process. In terms of educational success, EWs, for example, 
do not count against progress or academic standing or lower GPA, eliminating those barriers. 
However, students still need to know where to look for these petitions online, to feel 
comfortable and capable of using them, and to understand institutional terminology. There is 
more equity work to be done on this front.  

Another change of note is the role that the Vice President of Student Services Office played in 
making sure that our students with the greatest needs had access financial and technological 
resources . This included working with Student Success and Equity and the Mesa Foundation to 
establish processes for distribution of Resiliency Funds, working with the San Diego Foundation 
to distribute laptops and working with District, Business Administration and Edquity to distribute 
CARES|HEERF and other State Funds. To date, we have distributed almost $9,000,000 in HEERF 
Direct Aid to students. The Vice President also worked very closely with Student Services 
departments to allocate institutional funds in support of our switch to remote services. Funds 

https://www.sdccd.edu/students/forms-and-documents.aspx


were allocated in the areas of technology, staffing, software, retention and re-engagement 
efforts. The allocations were requested using a student success and equity lens,  

The pandemic forced us to be extremely focused on student success and equity more than ever. 
We had to be creative, flexible and fast-acting to service the needs of our students. The primary 
challenge that came to the forefront was how do we provide students with information and 
resources they need in a virtual format. These are a few of the issues/topics we had to address 
when we went remote. 

 How do we continue to provide students with support and services? 

 How do we inform students of the services that are available? 

 How do we communicate with our students? 

 Return to campus safety for employees and students 

    Here are some of the solutions we implemented to address these challenges: 

 Creation of Online Student Support Services, Online Learning and Student Resources,and 
Student Services Canvas pagesto provide students with a one stop web page for 
information and resources 

 Implemented Constant Contact email marketing tool for programs and departments to 
communicate more efficiently with students 

 Creation of Mesa Journeys and First Steps Newsletter to share information and events at 
Mesa, plus to help new students learn about resources available to them 

 Launched Mesa Live Chat to provide another platform to serve our students online 

 Provided Live Chat Extended schedule to assist student populations such as (adult 
learners, working students, high school students, students with children) 

 Implemented virtual line waiting system QLess to provide social distancing for students 
waiting in line for on-campus transactions 

 Created Jumpstart Resources page to help students learn about Mesa resources and 
programs at our virtual Jumpstart event 

 Created Higher Education Emergency Relief Funds page to help students learn about 
COVID-19 relief funding 

 Allocated millions of dollars in direct aid to students using CARES/HEERF, United Way, 
State Emergency, outreach and retention funds 

 Assistanted with coordination of Mesa's WiFi parking lot program 

 In partnership with Protelesis, distributed nearly 100 office phones to SS employees. To 
help us better serve and connect with students, phones were programmed so that 
employees can receive department calls from home as they do from the the office. 

 To support employee morale, we moved all monthly Motivation and Morale Committee 
activities online. 

 In partnership with District and campus departments used hearl funds to launch Cranium 
Cafe, Q-Less and Edquity partnerships 

 In partnership with District worked on District policies and communiques including travel 
advisories, Excused Withdrawal, Late Drop, Drop for Non Payment, Vaccination, 

https://www.sdmesa.edu/student-services/online-student-support-services.shtml
https://www.sdmesa.edu/student-services/outreach/student-resources.shtml
https://www.sdmesa.edu/student-services/docs/Fall%202021%20SS%20QLess%20Graphics_updated_9_7_21_lo_res.pdf
https://www.sdmesa.edu/academics/jumpstart/resource-fair.shtml
https://www.sdmesa.edu/financial-aid/cares-act.shtml


Exemption, Cleared4, Student Death and Public Health Exposure protocols|guidance and 
more. 

 Developed a Return to In Person Activities Plan for Student Services 
 Hosted Welcome Stations to help guests navigate our campus reopening. The station 

provided PPE, information on hours and services, COVID self-screening question, masks 
requirements and more 

(REQUIRED) What practices has your area/program implemented since the last 
program review cycle that you would like to improve/continue? Identify impacts 
on student success and equity.  

Below are notable practices that we have implemented since our last program review cycle that we will 
continue and/or improve 

 At the onset of the pandemic, Student Services created a one stop web page to help students quickly 
find support and resources from different departments at Mesa. Our Online Student Support page: 
https://www.sdmesa.edu/student-services/online-student-support-services.shtml provided quick 
access links to helpful resources and contact information from different service departments. This 
page has been widely used by our students and employees. It is a page Mesa continues to share with 
students virtually and in person. We are looking to continue and improve this page for future 
semesters to come.  

 We will continue with the use of the online submission, approval and streamlining of petitions. This 
service provides equitable access for students to complete important transactions 

 Our launch of Ivy Chatbot has allowed us to boost enrollment and increase retention by allowing us to 
reach every student and answer every question through our virtual bot (including live and virtual chat 
options and transcripts). This platform has also allowed us to extend our service hours into the 
evening and weekend and has provided greater access to the delivery of student services impacted by 
the coronavirus. To see of a flyer includeing information on our chat options, visit - 
https://www.sdmesa.edu/student-services/student-services/ss-home-
page/SS%20FA21%20Services%20Poster..pdf  

 Our launch of Q-Less, appointment scheduling and queue management system, has allowed us to 
honor social distancing while making it easy and more convenient to serve our community.  To view our Q-

Less Flyer visit: https://www.sdmesa.edu/student-
services/docs/Fall%202021%20SS%20QLess%20Graphics_updated_9_7_21_lo_res.pdf  

(REQUIRED) What practices has your area/program implemented since the last 
program review cycle that you would like to change/discontinue? Identify impacts 
on student success and equity.  

One of the practices we implemented since our last program review was a Point of Service survey to assess 
student satisfaction of services received from student service departments.The following departments 
participated in this survey: Admissions, Financial Aid, Student Accounting, and Veteran & Records. Student 
Service leads collaborated with the Office of Institutional Effectiveness to design the questions and administer 
the survey to students. Data was collected from Oct-Nov of 2019. Results were then disseminated to the leads 
in mid December 2019. The following data dashboard was created by the Office of IE analyzing the results:  

Student Services POS Fall 2019 

https://www.sdmesa.edu/student-services/online-student-support-services.shtml
https://www.sdmesa.edu/student-services/student-services/ss-home-page/SS%20FA21%20Services%20Poster..pdf
https://www.sdmesa.edu/student-services/student-services/ss-home-page/SS%20FA21%20Services%20Poster..pdf
https://www.sdmesa.edu/student-services/docs/Fall%202021%20SS%20QLess%20Graphics_updated_9_7_21_lo_res.pdf
https://www.sdmesa.edu/student-services/docs/Fall%202021%20SS%20QLess%20Graphics_updated_9_7_21_lo_res.pdf


https://public.tableau.com/profile/sdmesaresearch#!/vizhome/StudentServicesPOSFall2019_v4/Intro
duction?publish=yes 

One of the biggest challenges we encountered was the administration of this survey. It was time 
consuming and required support from multiple departments and resources. Departments would send 
us a list of students they serviced during the week. We would then forward it over to the office of IE, 
who would then email the students the survey. These departments also had flyers with QR codes, 
where students can scan and access the survey. In addition, we had added the link to the survey on 
desktop computers on the first floor of the Student Services building. Furthermore, we added an 
opportunity drawing to further encourage students to participate in the survey. In all we had 165 
responses, a 12% response rate. 

We would like to continue our POS survey, however we want to leverage QLess our line management 
tool to administer the survey. When a student uses QLess to get in line at a department, their phone 
number is collected. After service is completed, a text will be sent to the student asking them to 
complete our POS survey. This is much more efficient, as it allows a student to provide immediate 
feedback and less people involved in the data collection process. We are looking forward to examining 
the results of this new survey delivery method.  

Since our last review, we Launched Knowledge2Go, offering unlimited access to 150+ live webinars and access 
to over 100 on-demand recorded trainings for the entire Mesa College community. Categories included 
student success, student populations, security and more. Campus surveys suggested that on-time professional 
learning opportunities were desired by employees however, this services was greatly underutilized. This 
service will not be continued.  

(REQUIRED) What college-wide practices implemented since the last program 
review cycle have affected your area/program positively or negatively? Identify 
impacts on student success and equity.  

One college-wide practice that impacted our work was the Student Services Call to Action initiative. In July 
2020, the Student Services Leadership Team made a Call to Action to all Student Services departments. The 
call recognized the urgency of racial inequity as demonstrated by the murder of George Floyd. We called for 
our student services community to engage in “necessary trouble” to end practices and structures of racism 
where they were found with a focus on black students.  

Our Leadership Team created space for a yearlong effort by hosting monthly Feel, Heal and Be Real sessions so 
that we can come together as SS practitioners to talk about what is going on in our lives, the world and our 
campus community. We institutionalized this work by having departments provide written monthly updates on 
their progress and made formal presentations at our monthly Student Services Council meetings.  Our goal 
was that intentionality and care would become a habit that would lead to a change of hearts, minds, 
perspectives, polices and approaches impacting our Black students. 

Visit https://www.sdmesa.edu/student-services/reports/SS%2020-
21%20Call%20to%20Action%20REDUCED%20FILE.pdf to review our 2020-21 Student Services Call to Action 
Year End Report. Highlights incude 

 Admissions making 135 personal calls and sending emails to 54 new Black students. They tracked 
themes with calls and made changes to process and promotional items that would remove barriers or 
clarify process. Not only did they document and resolve specific admissions matters, after a few 
weeks, they reconnected with each of those students just to see if they needed anything else. 

https://public.tableau.com/profile/sdmesaresearch#!/vizhome/StudentServicesPOSFall2019_v4/Introduction?publish=yes
https://public.tableau.com/profile/sdmesaresearch#!/vizhome/StudentServicesPOSFall2019_v4/Introduction?publish=yes
https://www.sdmesa.edu/student-services/reports/SS%2020-21%20Call%20to%20Action%20REDUCED%20FILE.pdf
https://www.sdmesa.edu/student-services/reports/SS%2020-21%20Call%20to%20Action%20REDUCED%20FILE.pdf


 Counseling Launched a You Matter campaign in which counselors took a group of 4-5 students and 
wrote personal letters of welcome to almost 90 black students. 

 Financial Aid emailed and offered special financial Aid check-ins to Assis black students with their 
financial needs and applications 

 Outreach and Promise made over 175 calls throughout the semester to Black Promise students and 
Outreach raised Umoja awareness for prospective students by  including them in all of their 
workshops sending information to13 feeder high schools, 3 college of continuing education sites and 
over 150 community partners 

 Our Peer Navigators identified and shared over 30 resources that would be meaningful for black 
students 
  

 Student Affairs made a concentrated effort to reach out to our Black and African American students to 
encourage them to apply for Mesa Scholarships. They did this by designing email campaigns 
addressed to this student population. In addition, they created a promotional video that included 
testimonies from past Black and African American scholarship winners. The video also provided 
instructions on how to apply for scholarships and marketed our scholarship workshops. Furthermore, 
they conducted scholarship reviewer workshops to help scholarship review groups understand equity 
vs. equality, inequities in our scholarship distribution, and how to approach the review process from 
an equity perspective.  
  

 Student Development created a Sawobona canvas shell and facilitated multiple professional learning 
opportunities for the Student Development t Leadership team, including completion of our Equity 
Crosswalks 
  

 85 members of our community participated in a Student Success & Equity’s 21 Day equity challenge 

  

 Veterans & Records diversified their VA work-study staff and placements 

 Over 2000 intentional, direct, personal and documented connections (emails, phone calls, Zooms) 
were made to and with our black students, our classified professionals, student workers and faculty 
participated in hundreds of tracked hours of Professional learning and a lot new programs and 
collaborations were cultivated. 
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