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Abstract


Learners 25 to 64 years old are getting a lot of attention these days. Educators search for a comprehensive term to describe this population: Are they adult learners, lifelong learners, or post-traditional learners? Foundations compete to fund projects whose goal is to increase the number
of adults with postsecondary credentials. States race to establish initiatives that encourage adults
who left college before completing a degree to return and earn that credential. Colleges and
universities struggle to better understand 25- to 64-year-old undergraduates and to create adult-friendly policies, procedures, and campuses. Researchers and theorists question whether instructional approaches, institutional processes, and nonclassroom support services that work for recent
high school graduates also work for adults. This module assists readers in understanding why
adult learners matter and assessing their own knowledge and skill sets in a variety of areas related
to adult learners. The module also discusses the role that student affairs must play in supporting
25- to 64-year-old undergraduates and offers an introduction to the other modules in the tutorial.







Higher Educations Changing Landscape


Data indicate that powerful economic, demographic, and market trends are reshaping the landscape
of higher education, particularly for adults (Kazis et al., 2007). By 2018, more than 60% of jobs in the
United States will require some type of postsecondary education (Carnevale, Smith, & Strole, 2010).
Increasing the percentage of high school graduates who enroll in college or in postsecondary training
programs is a step in the right direction, but is not enough to close the education gap (Brown, 2012).
As demonstrated in The 2012 Statistical Abstract of the United States (U.S. Census Bureau, 2012),
nearly 60% of Americans between the ages of 25 and 64 have no postsecondary degree. Assisting
adults in continuing their education presents the United States with a classic win-win-win situation: 
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Haydee Nunuz, director of adult, commuter, and veteran student affairs at DePaul University, and
James Stewart, assistant director at De Paul, share their perspective on working with adult learners.



	Designing support services to meet the needs of adult learners is not only the right thing to do,
it is the smart thing to do. In 10 years, there will be little difference between the support service
needs and attendance patterns of traditional students and adult learners.

	Do not assume there is only one type of adult learner or that all adult learners are uncomfortable with technology.

	Do not try to retrofit existing services to meet the needs of adult learners. Talk with adult
learners, gather data, and design support systems that meet their unique needs.

	Provide extensive online support not only for administrative functions but also for
support services.

	Make sure that the institution offers essential services that require a campus visit (e.g., obtaining
IDs) at times and places that are convenient for adult learners.

	Provide faculty members with information and experiences to increase their ability to understand, appreciate, and teach adult learners.

	Build internal and external partnerships: They are the keys to improving access and success
for adult learners.

	Do the research necessary to assess the effectiveness of programs and services created for
adult learners. Use research results to strengthen programs and services. (personal communication, August 22, 2013)










Employers thrive when applicant pools are filled with well-educated and appropriately credentialed
candidates, adults benefit because they can remain in or re-enter the job market with up-to-date
knowledge and skills, and colleges and universities gain by demonstrating the benefits to society and
the economy of investing in higher education.


The good news is that the number of undergraduate students classified as adult learners is growing.
Signature Report 3 from the National Student Clearinghouse (2012) concluded that 38% of all
college students are 25 or older, while Aslanian & Clinefelter (2012) reported that 80% of students
enrolled in online programs are 25 or older. The average age of community college students, a group
that represents 45% of all U.S. undergraduates, is 28; 57% of community college students are 22 or
older, and 14% are 40 or over (American Association of Community Colleges, 2014). The bad news
is that colleges and universities are struggling to meet the needs of, and improve persistence and
completion rates for, this student population (Brown, 2012).


The Story Behind the Tutorial


In 2010, the West Virginia Higher Education Policy Commission (WV HEPC) and the West Virginia
Community Technical College System (WV CTC) received a grant from the Lumina Foundation to
launch DegreeNow, an ambitious 4-year initiative to improve higher education access and completion
rates for adult learners. West Virginia partnered with NASPAStudent Affairs Administrators in
Higher Education to design and implement the support services portion of the grant. As explained
in further detail in Module 10, NASPA used a Train-the-Trainer approach to assist student affairs
professionals, faculty, and staff to strengthen support services for adult learners in all of the states
public colleges and universities. In 2012, NASPA published Building a Culture of Evidence in Student
Affairs: A Guide for Leaders and Practitioners, edited by Marguerite McGann Culp and Gwendolyn
Jordan Dungy, which was designed to support DegreeNow and later released nationally. Increasing
Adult Learner Persistence and Completion Rates: A Guide for Student Affairs Leaders and Practitioners
is the companion tutorial to Building a Culture of Evidence. It addresses the heart of the DegreeNow
grant: designing and implementing support services for 25- to 64-year-old undergraduates. It also
shares some of the lessons learned while implementing the grant, lessons that may help student affairs
professionals across the nation adjust the way they conceptualize and support adult learners. 


Lesson 1: Definitions Matter, Divisions Dont


As written and funded, the
DegreeNow grant focused on adults in West Virginia between the ages of 25
and 64 who had not earned a postsecondary credential. Participants in the first Train-the-Trainer workshops,
however, pointed out that many students between the ages of 18 and 24 struggling to earn a degree would also
benefit from the processes, programs, and services generated by DegreeNow (Sarah Beasley, personal communication, November 7, 2011). Train-the-Trainer participants also spent a significant amount of time discussing how West Virginia should refer to DegreeNows target population: Were they adult learners (Schlossberg,
Lynch, & Chickering, 1989), nontraditional learners (Choy, 2002), or lifelong learners (Cross, 1991)? Since
the grant application defined the target population as adult learners between the ages of 25 and 64, the
decision was made to use the term adult learner and to focus primarily on 25- to 64-year-old
undergraduates, even though many of the activities associated
with the grant also would help 18- to 24-year-olds
who did not enroll in college directly after high
school. As DegreeNow evolved, so did the national
conversation about adults in college. In 2013,
Soares introduced the term posttraditional learner,
and many Train-the-Trainer graduates gravitated
toward the term because it seemed to more effectively describe students who did not enter college
directly from high school, encouraged educators to
view adult students as the new normal rather than
as deviations from the traditional 18- to 22-year-old
undergraduate norm, and challenged institutions to
think twice before asking adults to fit into existing
administrative, instructional, and support service
models. Train-the-Trainer graduates also believed that the term
posttraditional focused attention on new
student attendance patterns that seem to be evolving into a form of college-going that is  cross-generational
and aligned with the innovation economys emphasis on lifelong learning (Soares, 2013, p. 5).
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Presume that every one of your traditionally aged learners
could be lifelong learners and, thus, adult (I hate that term)
learners at some point.Think families, not individuals; think part-time, odd hours, and asynchronous learning; think financially
challenged and debt averse; think veterans and reservists; think
older, younger, and in between; think technologically advanced
and limited; think motivated and fearful; think. Larry Moneta,
vice president for student services, Duke University (personal
communication, June 17, 2013)





Through decades of educating adult learners, community college leaders discovered that dividing their
institutions into departments and divisions (academic affairs, student affairs, continuing education, etc.)
may be a convenient way for them to understand and govern the institution, but these distinctions are
not that important to students. Adult learners want to make a significant connection with another person
at the college; to experience integrated intake programs such as orientation, assessment, advising, and
course placement; to follow a well-defined pathway from day one, even if they are not sure of their major or
program of study; and to be a part of an institution that anticipates when students will need assistance and
provides that assistance in an effective and timely manner (OBanion, 2013). Adult learners do not care if
the people with whom they connect are administrators, faculty members, support staff, or other students:
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Evidence indicates that traditional models of delivering student services by referral, or at the students
discretion, are not getting us to the level of success to which both students and colleges aspire. The
emerging imperative is to take the services where the students are, which often means incorporating
advising, tutoring, other academic supports, and even cocurricular supports into coursework. This
redesign of students educational experiences involves a whole new level of collaboration between
student services and academic leaders. Kay McClenney, director, Center for Community College
Student Engagement,The University of Texas at Austin (personal communication, July 9, 2013)







They simply want to feel that they matter to someone. Adult learners do not care where support programs
and services are housed, what they are called, or to whom they report: They just want them to work. Adult
learners basically want to know that courses and support services are designed and delivered by professionals who are well trained in adult development theory and research, experienced in applying that theory and
research to real-life situations, and dedicated to helping students identify and follow their individual paths
to success. Adult learners also want to attend institutions that are learning-centered, capable of seeing life
from an adult learners perspective, and organized to promote their success.


Lesson 2: Building Capacity Is Essential


Adult learners have typically been treated as an afterthought in higher education (Pusser et al.,
2007, p. 3); therefore, many higher education professionals possess limited (or outdated) knowledge
of what this population needs to succeed in college. Exercise 1.1 provides an overview of theories and
research focused on adult learners and invites readers to determine if their institutions offer programs
and services to support adult learners that are consistent with these research results and theories.
Exercise 1.1 also encourages readers to identify the programs and services their institutions must
implement in order to respond effectively to the needs of 25- to 64-year-old undergraduates.
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Professional development is the Achilles heel of the College
Completion Agenda, a national effort to increase the number of
students who complete 1-year certificates or associates degrees,
or who transfer and earn a credential at another college or university. Colleges must begin to take professional development
seriously if they are going to have any chance of meeting the goals
of the College Completion Agenda, which will fail or succeed
based on the skills of the educators on the front lines who are
responsible for making it work. Terry OBanion, president
emeritus, League for Innovation; chair of the graduate faculty,
National American University; and identified by Change in 1998
as 1 of 11 Idea Champions who set the agenda for all of higher
education (personal communication, June 24, 2013)





One of the most important messages that student affairs leaders can send to their team is that there
is nothing more dangerous to studentsand to the institutionthan offering services that exceed
staff capabilities or implementing processes that impede student access or success. To reinforce this
message, student affairs leaders should use Exercise 1.1 to:




	Assist team members to realistically assess their knowledge of adult learner research and theories,
create professional development plans to
fill in critical gaps, and then hold staff
members accountable for following
their plan.

	Support the reallocation of resources to
fund professional development activities and much-needed programs and
services to support adult learners.

	 Design data-driven programs and
services to support adult learners that are
consistent with the evolving knowledge
and skill sets of the student affairs team.

	Develop a model to assess the effectiveness of processes, programs, and services
designed to increase adult learner
access and success. Use assessment
results to add, eliminate, or redesign
these processes, programs, and services.

	Launch strategic conversations within the
college community about the needs of adult
learners and how to meet these needs while
remaining true to the institutions mission,
vision, and values.
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Students are different from one another, and these differences take a variety of forms. For adult learners, giving
credit for prior learning based on work and life experiences is
important. Adult learners also need assistance putting together
an individualized educational plan based on their goals and
backgrounds. The constraints for adult learners are more
substantial than those for traditional students:They have work,
family, and community responsibilities. In addition, their learning
styles and motivational levels vary; many face the same existential challenges that traditional students face, but the form these
challenges take will be very different.Treating adult learners
as individuals is the bottom line for improving graduation and
completion rates. Arthur W. Chickering, former professor
of educational development and human leadership, George
Mason University; coauthor, Education and Identity (Jossey-Bass,
1993) (personal communication, June 5, 2013)





Student affairs leaders also need to
encourage their college or university to build
capacity across the institution by launching an
on-campus professional development series that
focuses on 25- to 64-year-old undergraduates;
funding trips to state and national conferences
for faculty and staff members; and appointing
a cross-functional team to study adult learner
theory and research, and then designing a
program to integrate these students, whether
they are enrolled in campus or Web-based
courses, into the college community. Other
options include developing blogs and supporting podcasts that allow faculty and support staff
to share information on and experiences with
adult learners and leveraging social media to
both educate faculty and build e-communities dedicated to improving access and success for adult
learners. Student affairs leaders also can partner with their faculty colleagues to introduce recently
hired faculty and support staff to the topic. They can design small group or Web-based orientation
experiences that send clear and consistent messages about the importance of learning, teaching,
students, and partnerships; the unique needs of adult learners; and the institutions commitment to
making data-driven decisions that increase the success of all learners.


Lesson 3: One Size Does Not Fit All


There is no typical adult learner (Pusser et al., 2007). Some adult learners need a great deal of support,
others simply require occasional assistance, and a few do quite well on their own. However, because many
colleges and universities were designed in another era to meet the needs of traditional students who enter
college directly after graduating from high school, adult learners face a series of barriers. Exercise 1.2
offers a snapshot of some of these barriers, lists the strategies that institutions use to eliminate or reduce
their impact, and invites readers to identify strategies that might prove effective at their institutions.


Just as there are no typical adult learners, there are no typical higher education institutions. Even
within a state system, colleges and universities have different missions, cultures, infrastructures,
and institutional memories. As a result, pedagogical approaches, administrative processes, and
support services that work at one institution may not work at another. Fortunately, some universal
approaches work across all institutional types to meet the needs of adult learners. Institutions use
these approaches to:




	Send clear messages to faculty, staff, administrators, and students about the institutions commitment to adult learners by referencing adult learners in the institutions mission or vision
statements, including adult learner initiatives in the institutions strategic plan and performance
benchmarks, and tracking the effectiveness of these initiatives in the institutions annual report.

	 Pay attention to existing and emerging adult learner research, translate the research into
systems and services that work for adult learners at their institution, and rigorously assess the
results of their efforts.

	Ask adult learners about their goals, aspirations, and needsavoid viewing them as students
whose only requirement is short-term job training.

	Offer more flexible approaches to learning (e.g., blended, online, and self-paced instruction;
accelerated course formats; and customized courses, certificates, and degrees).

	Provide adult learners with clear
pathways to success that are grounded in
both research (national, state, and local)
and reality (e.g., the institutions culture,
priorities, and resources).

	Reward collaboration within the college
and across the community that improves
access and success for adult learners.

	Influence local, state, and national public
policy debates that deal with issues that
affect adult learners (e.g., prior learning
assessment, credit transfer among
institutions, developmental education
requirements, and federal financial aid policies).
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The flood of data available today means more noise but not
necessarily more signal. Data and predictions can only be as good
as we are. Humans have a limiting ability: they can be fallible,
biased, and slipshod.They expect too much of computers and not
enough of themselves. People blame the data when they should
be asking better questions. Nate Silver (in an interview with
Jon Gertner in the June 2013 issue of Fast Company)




Lesson 4: Askingand Answeringthe Right Questions Is Important


The essential questions in higher education have not changed much in the past century: (1) What
is the purpose of a college education, and how can we most effectively organize and present the curriculum to achieve this purpose? (2) What is our institutions specific mission? (3) Who are our
students and what support services do they need to succeed in college? (4) How can we demonstrate to
ourselves and to the communities we serve that our institution is efficient, offers quality instruction and
support services, and can effectively support access, success, and learning for all student populations?
(5) How do we use technology to help us meet the needs of our students in a manner consistent with
the purposes of higher education and our institutions mission, philosophy, goals, and resources?











[image: image-spot]


William Carter, vice chancellor of information technology for the Houston Community College
System, shares that in implementing software to support the new student services model, the institution made a conscious decision to leverage technology and to involve students in designing and testing
the software.



	The goal was to provide seamless experiences to all users.

	No single department owned the model; everyone drove the model.

	The model was designed to provide users with immediate feedback and allow managers to
make timely, data-driven decisions.

	The network and technology were agnostic, allowing students to bring their own devices.

	Every application was device-ubiquitous and personalized based on student feedback.

	Student surveys identified what students liked and disliked about the colleges website and
interfaces as the online experience evolved.

	Current and prospective students tested the website and provided invaluable feedback that
was used to modify the site. (personal communication, August 22, 2013)










In addition to assisting institutions in responding to those questions, student affairs educators must
address four additional questions: (1) Are the processes, programs, and services we offer designed to
respond to student needs, or do they reflect the outdated preferences of student affairs professionals?
(2) Do student affairs staff members have the skills and the knowledge to provide the support services
required by studentsand the faculty who work with them? (3) How do student affairs professionals demonstrate that they make data-driven decisions; remain up to-date on theories, research, and
technology; and look objectively at what they do and how they do it? (4) Do student affairs leaders
demonstrate their commitment to student learning and success by reallocating resources to support
new programs and services; collaborating with faculty to design programs and services that benefit
all students, wherever they are and however they choose to learn; and partnering with information
technology (IT) to intelligently leverage technology?


Lesson 5: e-Learning and Technology Are Game Changers for Student Affairs


The winds of change have been blowing for a while. More than a decade ago, Arthur Levine
(2000) cautioned the higher education community that it had only a small window of opportunity
to determine its role in relation to distance learning, and that decision might well determine the
future of higher education. Ten years later, the American College Personnel Association and NASPA
(2010) issued a joint report on the future of student affairs that bluntly stated, At no other time in
history has the incentive for real change been more powerful or the consequences for not changing
more significant (p. 7). In 2011, Christiansen and Eyring announced that online learning was higher
educations disruptive innovation, warned that current higher education models were unsustainable,
and urged colleges and universities to create a new DNA that was student-centric and committed to
quality, efficiency, and usefulness.


The number of students taking one or more courses online grows each year, as does the number
of students enrolling in blended courses. As colleges and universities move entire degree programs
online, student affairs is scrambling to define its role in supporting studentsand the faculty who
teach themin an ever-changing, technology-driven world. Technology offers powerful tools to help
the profession respond to the needs of e-learners as well as the needs of students taking on-campus
classes. Technology supports more efficient, effective, and targeted processes, programs, and services.
It allows student affairs to disseminate information quickly and to communicate with on- and off-campus populations in a variety of ways. It permits an endless array of innovative strategies to increase
student development, engagement, and learning. It supports data gathering and analysis at levels never
before seen. What technology does not do is compensate for weak or outdated organizational structures, prop up ineffective programs and services, or answer the million-dollar question: How should
student affairs leverage technology to improve access and success for all students in a manner that is
consistent with the mission and goals of the institution and the guiding principles of the profession?
To answer that question, student affairs professionals will need to do the following.


Know themselves.
The constantly evolving technology scene presents a significant challenge to
student affairs. The processes, programs, and services that student affairs offers are often the first that
students experienceand send a powerful message about the institutions ability to offer seamless,
personalized experiences that use technology effectively. Exercise 1.3 offers student affairs leaders and
practitioners the opportunity to evaluate their readiness to partner with IT and to use technology
effectively. Exercise 1.4 invites readers to assess their current technology skills. Both exercises help
student affairs leaders and practitioners to build capacity within student affairs and to identify and
respond to internal challenges that limit their ability to use technology effectively.


Understand technologys capabilities.
 Websites like http://www.howstuffworks.com offer easy-to-grasp insights into the complex world of computer hardware and software, peripherals, security,
and the Internet (click on Computers) and tips to manage the technology in your life (click on
Electronics). The site http://www.zdnet.com features reviews of hardware and software, technology news, and position papers on a variety of technology-related topics. The Journal of Technology
in Student Affairs,  http://www.studentaffairs.com/ejournal,  provides up-to-date information on
higher education research and technology related to student affairs as well as descriptions of innovative applications; the journals website includes an archive of issues from 2000 to the present.
The Chronicle of Higher Education publishes current news on technology and higher education
at
http://chronicle.com/blogs/wiredcampus. NASPAs Technology Knowledge Community,
http://www.naspa.org/constituent-groups/kcs/technology, offers resources for professionals interested in exploring the impact of technology on higher education. When combined with coaching
from IT staff, these resources, among others, allow student affairs leaders and practitioners to use
technology more effectively.
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Technology is seductive. The pressure to succumb to the
latest and greatest technology can be overwhelmingand
expensive! It is ever more critical that student affairs staffs focus
on the outcomes intended by our various services and let the
technology follownot leada thoughtful consideration of
the roles and relationships associated with our profession.
(Moneta, 2005, p. 13)




Know their students.
 Technology allows
student affairs to offer customized services,
but these services are effective only if they are
grounded in theory and research and demonstrate a clear understanding of the target populations needs and the levels of proficiency with
technology. Levine and Dean (2012) described
traditional 18- to 22-year-old students as
digital natives, a 24/7 generation that
operates around the clock, whose members
favor concrete (practical) and active (hands
on) approaches to learning (pp. 2022). If
traditional students are digital natives, adult
learners are digital immigrants. Some enjoy using online services exclusively. Others prefer blended
support services (basic information via podcasts coupled with opportunities to ask questions in a
mediated chat room or small group session). Many, however, prefer face-to-face interactions, especially at the start of their college careers. There are five keys to effectively using technology with adult
learners: (1) Do not assume that all adult learners fear technology; many are avid online shoppers,
e-mailers, and texters; (2) help adult learners assess and then build on their knowledge of and proficiency with technology; (3) do not force adult learners to move out of their technology comfort
zones too quickly; (4) provide adequate and timely support; and (5) include the equivalent of a panic
button in technology applications (e.g., a box to click to talk with someone or obtain help).


Engage in strategic conversations.
Magolda and Magolda (2011) described the evolving roles that
student affairs played in colleges and universities over the past 50 years. In the beginning, student
affairs provided high-quality services in nonacademic functional areas. In the second phase, student
affairs professionals became noncognitive human development specialists; in the third phase,
student affairs focused on learning as the epicenter of the cocurriculum with development and service
as its foundation (p. xviii). All of these phases were played out against the backdrop of a fairly stable
higher education system. As Christiansen and Eyring (2011) and Levine and Dean (2012) so capably
demonstrated, higher education is no longer stable and will change more in the next two decades
than it has in the past two centuries. Student affairs role in the colleges and universities of the future
is uncertain. A few things, however, are clear: Student affairs professionals must engage in strategic
conversations that produce a consistent, coherent strategy for supporting adult learners; design personalized support services for both online and campus-based learners; and partner with their faculty
colleagues to design, deliver, and assess student-centered learning experiences and support services.


Using the Tutorial


Increasing Adult Learner Persistence and Completion Rates: A Guide for Student Affairs Leaders and
Practitioners is designed to increase the ability of student affairs professionals to develop, implement,
and assess the effectiveness of processes, programs, and services for undergraduates between the ages
of 25 and 64. Although the nine modules that
follow focus on different topics, they send five
consistent messages: (1) Colleges and universities need to build on the knowledge and
experiences that adult learners bring to their
institutions; (2) no one can do it alone: collaboration, both internal and external, matters; (3)
student affairs must partner with adult learners
to determine what they know, what their goals
are, and what they need to succeed; (4) support
services must be intentionally designed, intelligently
delivered, and thoughtfully assessed; and (5) the future of student affairs may well depend
on its ability to understand and effectively leverage technology. Embedded in each module is another
powerful message: The time for incremental change is over.
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The instructor as lone cowboy cannot move the herd roughly
west without the help of others.In fact,piecemeal reform,boutique
programs, and the applications of a practice by an individual faculty
member or college will not bring about significant change in an
institution. (OBanion, 2013, p. 16)





Throughout the tutorial, readers will find sections dedicated to advice from experienced professionals (Quick Tips), concrete examples of how institutions have applied the concepts or used the tools
described in the module (In the Spotlight), and exercises to help them assess their knowledge and skill
sets in a variety of areas related to adult learners (Apply the Concepts). The tutorial also introduces
readers to a variety of resources, both electronic and print, and research related to adult learners.


In Module 2, Judith Wertheim explores the roles that both academic and student affairs play in
increasing adult learner completion rates; offers insight into using Council for Adult and Experiential
Learning principles to build capacity within student affairs and partnerships with faculty; and
provides a snapshot of the types of processes, programs, and services that institutions must create to
increase adult learner completion rates. The module also describes how individual institutions are
addressing some of the major challenges associated with improving adult learner completion rates.


Community colleges have decades of experience working with adult learners. Denise Swett and
Marguerite Culp describe these experiences in Module 3, review strategies to remove the institutional
barriers that undergraduate adult learners face, and suggest a mental model for working with adult
learners. Module 3 also examines relevant community college research and offers examples of innovative approaches community colleges use to increase adult learner persistence and completion rates.
Finally, the module provides readers with an opportunity to assess their knowledge of adult learner
theory and research as well as their institutions ability to serve adult learners.


Module 4 tackles the challenging subject of translating adult learner theory and research into
programs and services in colleges and universities. Leslie Laing and Heidi Watson explore the way
colleges and universities build on theory and research to create programs and services for adult
learners. Module 4 also describes innovative state and local initiatives, offers a fresh perspective on the
role that student affairs must play in increasing access and success for adult learners, and introduces
the REAL approach to designing and implementing support services for adult learners.


In Module 5, Lawrence V. Gould, Tisa Mason, and Kindra D. Degenhardt explain why adult
student support services enabled by technology are transforming the student learning experience.
The module explores the importance of developing a comprehensive adult learner strategy to provide
online support services, moving from a prevent failure approach to a proactive success agenda
approach in student affairs, and accepting the premise that the user is king. Module 5 also identifies benchmark institutions that have successfully developed support systems for online learners and
offers an introduction to the practice of service blueprinting.


Module 6 turns the spotlight on one of the fastest-growing adult learner subpopulations: veterans.
David Vacchi outlines the unique needs of veterans entering or returning to college, assesses the
strengths and weaknesses of existing student success models in relation to veterans, and proposes a
data-driven support service model for veterans and their families. In addition, Module 6 explores
the role that student affairs professionals play in increasing access and success for student veterans
and urges institutions to move away from an inflexible, institution-centric support services model
for veterans.


Effective learning-centered institutions are built on shared goals, outcomes, and definitions. Module 7
describes the relationships that student affairs professionals must build with colleagues across the
institution, especially faculty colleagues, in order to develop processes, programs, and services that are
relevant to the institutions academic mission and its adult learner population. Written by Marguerite
Culp and James Morales, Module 7 offers guidelines for developing partnerships, provides tools to
assess partnership climates as well as the readiness of student affairs professionals to build these partnerships, and describes innovative higher education partnerships that benefit adult learners.


Where Module 7 focuses on internal partnerships, Module 8 explores the benefits of external ones.
Elizabeth Baldizan and Pam Schreiber examine the wide variety of off-campus partnerships that are
essential to recruiting, retaining, and graduating adult learners. Module 8 also suggests strategies to
deal with the barriers to effective off-campus partnerships, explores the important role of boundaries in effective partnerships, and provides concrete examples of external partnerships that benefit
adult learners.


In Module 9, Katie Busby and Adam Green apply the concepts presented in
Building a Culture
of Evidence in Student Affairs (Culp & Dungy, 2012) to programs and services for adult learners.
Emphasizing the importance of carefully articulated research questions, Module 9 describes what
adult learner data are available at the institutional, state, and federal levels; explores how technology can assess student learning and evaluate the effectiveness of programs designed to increase adult
learner completion rates; and provides concrete examples of how some institutions demonstrate
the effectiveness of processes, programs, and services for adult learnersand how they determine if
programs and services designed for all students meet the needs of adult learners.


Finally, Module 10 analyzes the progress West Virginia has made since 2010 in improving access
and completion rates for adult learners; designing innovative processes, programs, and services to
increase adult learner completion rates; and building capacity among student affairs leaders and practitioners. Sarah Beasley joins Susan Gardner and Tammy Johnson in sharing the West Virginia story.
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Exercise 1.1Translating Theories and Research into Programs and Services
for Adult Learners


Directions:
Many theories and research results have programming implications for student affairs professionals working with adult learners. Column A describes some of these theories or research results
and provides the name of the author or researcher associated with them. Read the brief description. Use
your smartphone, tablet, desktop, laptop, or college library to locate additional information, as needed.
In Column B, list any initiatives already in place at your institution that demonstrate how your college
or university translated a specific theory or research finding into a process, program, or service to benefit
adult learners. In Column C, identify three theories or research results that you consider most important
for your institution. For each one, recommend programs or services for adult learners that your college
or university could design to operationalize it. See item 6, Column C for a sample response.
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Exercise 1.2Significant Barriers for Undergraduate Adult Learners


Directions: Review the strategies institutions have used to eliminate or reduce barriers. Identify strategies with the potential to work at your institution.
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Exercise 1.3Readiness Checklist


Directions:
Selecting appropriate technology requires a partnership between student affairs and
information technology (IT) areas. The partnership works best when student affairs professionals
prepare for technology discussions with IT staff. Use this checklist to determine student affairs readiness to partner with IT at your institution.
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Exercise 1.4Assess Your Technology Knowledge and Skills


Directions: Rate your ability to use the following technology tools to interact with or create support
services for adult learners. The skill levels are defined as:



	Developing: Limited knowledge or skills but willing to learn.

	Proficient: Able to use knowledge and skills to interact with or create support services for adult learners.

	Exemplary: Capable of helping others acquire skills and knowledge in this area.
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Abstract


For 40 years, the Council for Adult and Experiential Learning (CAEL) has been helping colleges
and universities identify and remove barriers to adult learning. Because many of these barriers are
institutional, CAEL has developed a taxonomy of nine principles for effectively serving the adult
learner. This module identifies and discusses the principles, presents examples of how they can be
implemented, and describes how student affairs leaders and practitioners can help ensure that their
institutions more effectively recruit, retain, and graduate adult students.





Adult Learners Are Different


As Module 1 makes clear, the programs and services that adult learners need are different from those
in place for traditional students who enter college directly after graduating from high school. The
Council for Adult and Experiential Learning (CAEL) has long recognized that adult learners come to
their postsecondary studies with learning experiences, life circumstances, goals, and needs that may be
very different from those of traditionally aged students. Beginning in 1974 as a project funded by the
Carnegie Corporation and housed at Educational Testing Service, CAEL (at that point in its history
named the Cooperative Assessment of Experiential Learning) initially sought to identify and make
more widely known the best practices in assessment of experiential learning (CAEL, 1999).




Experiential learning is learning that is acquired through on-the-job experiences, corporate
training, military service, volunteer activities, or independent study. The original CAEL project demonstrated that such learning can validly and reliably be assessed as equivalent to college-level learning
and, consequently, awarded college credit. Given its emphasis on experiential learning, CAEL quite
naturally focused on adult learners, individuals returning to school after having had many learning
experiences outside the classroom. Today, as noted on its website (http://www.cael.org/home),
CAELs vision has evolved to linking learning and workproviding meaningful learning, credentials, and work for every adult.


The major impetus for the initial CAEL project was to remove barriers for adults seeking to
continue their education. CAEL and its early supporters believed that helping adults earn college
credit for their prior learning experiences would accelerate their progress toward a degree and increase
their chances of success. The projects nationwide study of prior learning assessment (PLA) and
learning outcomes confirms this assumption: Adults who earn credits for prior learning graduate in
significantly higher percentages than those who do not earn PLA credit.
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Principles of Effectively Serving Adult Learners


However, offering students the opportunity to earn PLA credit is clearly not the only way for institutions to effectively meet the needs of their adult learners. As those who work with adult learners know
so well, recruiting, retaining, and graduating these students is a complex process, involving a wide
range of services tailored to their particular needs. This acknowledgment, however, is not sufficient; it
is also essential to ask what those needs are.


To answer this question, CAEL launched the Adult Learner Focused Institution (ALFI) initiative in 1999. Recognizing that some institutions are more successful than others in identifying and
meeting the needs of their adult learners, CAEL partnered with the American Productivity and
Quality Center (APQC) to conduct a benchmarking study with the following six institutions:




	Athabasca University

	The College of New Rochelle/School of New Resources

	DePaul University/School for New Learning

	Marylhurst University

	Sinclair Community College

	State University of New York Empire State College (Flint, 1999)




Building on this six-institution study, CAEL clarified the findings and identified eight specific
principles addressed by institutions that effectively serve adult learners. These principles are:



	Outreach

	Life and Career Planning

	Financing

	Assessment of Learning Outcomes

	Teaching-Learning Process

	Student Support Systems

	Technology

	Strategic Partnerships (Flint, 2005)




Soon afterward, while working on a Lumina Foundation-funded project that focused on implementation of the principles among 25 community colleges, CAEL identified yet another principle:


9. Transitions


With further investigation, CAEL determined that implementation of the transitions principle is applicable to both institutions offering an associates degree and those offering a baccalaureate degree (Frey,
2007). Thus, there are nine CAEL principles that are essential for effectively serving adult learners.


Defining the CAEL Principles


The importance of these nine principles is not intuitive. If it were, more institutions would be successful
in retaining and graduating their adult learners. Similarly, the operational definitions of the principles are not
intuitive. Here, then, are the working definitions of the CAEL principles for effectively serving adult learners:





	Outreach: The institution conducts its outreach to adult learners by overcoming barriers in
time, place, and tradition in order to create lifelong access to educational opportunities.

	Life and Career Planning: The institution addresses adult learners life and career goals before
or at the onset of enrollment in order to assess and align its capacities to help learners reach
their goals.

	Financing: The institution promotes choice by using an array of payment options for adult
learners in order to expand equity and financial flexibility.

	Assessment of Learning Outcomes: The institution defines and assesses the knowledge,
skills, and competencies acquired by adult learnersboth from the curriculum and from life
and work experiencein order to assign credit and confer degrees with rigor.

	Teaching-Learning Process: The institutions faculty uses multiple methods of instruction
(including experiential and problem
based methods, as well as online and hybrid models) for
adult learners in order to connect curricular concepts to useful knowledge and skills.

	Student Support Systems: The institution assists adult learners by using comprehensive
academic and student support systems in order to enhance students capacities to become
self
directed, lifelong learners.

	Technology: The institution uses technology to provide relevant and timely information and
to enhance the learning experience.

	Strategic Partnerships: The institution engages in strategic relationships, partnerships, and
collaborations with employers and other organizations in order to develop and improve educational opportunities for adult learners.

	Transitions: The institution supports guided pathways that lead to and from its programs
and services in order to ensure that students learning will apply usefully to achieving their
educational and career goals. (Frey, 2007, pp. 45)





Practitioners may ask whether the order of the above list is significant. As mentioned earlier,
Transitions was the last principle identified, but there are no other priorities implied in the sequence
of the list. The nine principles are equally important. Indeed, those who work with adult learners will
recognize that manyif not allof the principles overlap in practice. A basic CAEL tenet for understanding and implementing the principles is that they are interrelated and work as a whole. Thus,
institutional strengths and challenges frequently reflect performance on more than one principle.
Even at the beginning of the project, when the National Center for Higher Education Management
Services (NCHEMS) worked with CAEL to assign scores to institutional performance on the ALFI
principles, statisticians noted that individual items on the self-assessment could, on occasion, relate to
more than one benchmark (Frey, 2003).


Table 2.1 indicates how some of these interactions might work. The first column lists an activity
that is part of the ALFI Toolkit, which is described in more detail later in this module. The second
column identifies the CAEL principles that each activity addresses. The third column offers insights
and observations on how student affairs professionals can contribute to specific institutional
activities. Table 2.1 clearly demonstrates how the CAEL principles work together and are, in many
respects, inseparable.
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Meeting the Adult Students Needs


After identifying the first eight principles, CAEL joined with NCHEMS and Noel-Levitz
Higher Education Consulting to develop the ALFI Toolkit. This kit, updated after transitions was
added as a principle, focuses exclusively on the principles and helps institutions assess how they
are performing as Adult Learner Focused Institutions. The toolkit consists of two surveys: one
completed by adult learners, the other by a small team of representatives of the various offices that
may deal with adults at the institution. Each survey consists of approximately 50 questions, and
the results identify perceptions of institutional performance vis--vis adult learners. Results are
compared between groups and against other institutions. The real power of the ALFI Toolkit data
comes from the internal group comparisons, which institutional administrators can use to identify
areas of agreementfor both strengths and challengesas well as disagreement. Institutions can
subsequently emphasize and market their strengths, prioritize and work to improve challenges, and
clarify the reasons for disagreements.


Because CAELs nine Principles for Effectively Serving Adult Learners are so inextricably linked
to the ALFI Toolkit, the principles have come to be referred to as the ALFI principles. They
can help student affairs leaders and practitioners become aware of areas to which they can direct
their expertise to help adult learners at their institutions. Moreover, the principles can help them
identify how they can work at the institution to help support adults in less obvious, albeit just as
effective, ways.


Incidentally, it is important to note that in nearly all ALFI administrations, CAEL has identified
another value of the institutional self-assessment: conversations among institutional members. Because
their primary responsibilities are often not student affairs, many members of these institutional teams
report that their discussion about the ALFI survey is the first time they have truly focused on the
adult learner. Certainly it is the first time that they as a group have focused on the adult learner. Their
interactive ALFI discussions have, thus, been crucial to raising awareness among campus personnel of
adult student needs and the synergies that can help meet those needs.
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Changing the culture at Northwestern State University (NSU) in Louisiana has been an ongoing
process. Yet the institution has made significant strides toward recognizing the changing nature of
its student population and creating awareness of the needs of adult learners. Darlene Williams, vice
president for technology, research, and economic development, is encouraged by the progress at
her institution. The developments affect many policies and practicessome of which have been in
existence for many years.

  

Recognizing that other institutions are dealing with similar challenges, Williams recommends several
strategies for changing campus perceptions, using the ALFI principles as a framework.



	Begin the change process with caution and with a plan.

	Develop a leadership team that includes a range of stakeholders.This will ensure that the team
is representative of all relevant units of the institution and that they are all on the same page.
Assign to the team administrators and faculty as well as those who deal directly with students.

	Review best practices at institutions across the country.

	Brainstorm with the team. Encourage them to look at new opportunities for adults.

	Proceed with caution. Be patient and do not expect major change to happen quickly.

	Inform adults of the opportunities available to them. Convey the message that university faculty
and staff want them to succeed and are there to help.




Williams notes that as awareness of the needs of adult learners has grown at NSU, her colleagues
have realized that many of the changes will also benefit traditional students.Thus, the institutional goal
is to sustain the changes and, in the long run, serve all students more effectively. (D.Williams, personal
communication, March 25, 2014)







Addressing the ALFI Principles in Practice


The goal of reviewing the ALFI principles isin a wordaction. Results of the ALFI surveys, coupled with understanding of the principles, give institutions data to use toward identifying and marketing institutional strengths, prioritizing challenges, and developing strategies to improve specific
services to adult learners. These strategies can range from the relatively low-cost to those that are far
more resource-intensive. Yet even for costly plans, budget requests accompanied by data can make a
convincing case for additional funding.


Low-Cost ALFI Initiatives


Because budgetary concerns are nearly universal, here are some low-cost strategies to address the
ALFI principles and improve services to adult learners.


Redesign orientation. Even when they are carefully designed, orientation sessions for new adult
learners may not actually address students major concerns and needs. For example, Continuing
Education at The Pennsylvania State University learned that its orientation sessions assumed students
knew more about financial aid resources than they actually did. Consequently, Penn State redesigned its orientation sessions to enlighten students about financing (e.g., financial aid opportunities, deadlines, and regulations). The redesign had no additional cost, but it improved the odds of
retaining adult students and helping them leverage available financial aid resources (Rebecca Beatty,
associate director, Office of Continuing Education at University Park, Penn State University, personal
communication, April 2007).


Another way institutions have redesigned student orientation sessions is by making them
mandatory, either face-to-face or online, and to offer information that is essential to the target population. In the case of adult learners, most students want to:




	Learn how to navigate and effectively use the institutions website.

	Identify the assistance available to them in the areas of advising, counseling, financial aid,
technology, and tutoring.

	Learn how to access these services outside the typical 9 a.m. to 5 p.m. time frame.

	Understand the requirements for their degree, when specific courses will be offered, and which
courses have unique patterns (e.g., offered only once a year or only at a specific time or on a
specific campus).

	Learn about prerequisites and recommended course loads.

	Understand general college or course expectations and requirements, such as attendance,
participation, and deadlines.

	Learn how to contact and interact with faculty.




It is prudent to assume that students come to an institution with little knowledge about the institution itself, about its culture, and about success strategies. It is also prudent to assume that busy adults
will not have the time or the confidence to access all the important information available to themor
even to realize that the information is important. Consequently, moving away from flexibility and
instead requiring completion of an orientation session have helped several institutions ensure that
returning adult learners begin their studies with information they will need to succeed and knowledge
about how to access additional information when they need it.


Create a student mentor program.
Although adult programs frequently provide informal opportunities for students to meet and exchange experiences and strategies for success, a formal student
mentor program can go a long way toward engaging both new students and those who are more established. A buddy program can effectively help new students learn about the institution from peers
whose experiences are similar to their own. Such support may be invaluable to new students who do
not have the discretionary time to take advantage of a student lounge or student get-togethers, and
can be aided by the convenience of social media. The connection to a mentor will help adults learn
the ropes and will provide a support system
that they might not otherwise have. Moreover,
the training of the mentors that is integral to
such a program will provide the mentors themselves with a cohort group and will also help
strengthen their connections to the institution.


Establish an adult learner committee.
Participants in the ALFI surveys, who have
included faculty, administrators, advisors,
financial aid personnel, bursars, veterans affairs
officers, admissions staff, and marketing professionals, typically report that the discussions
among ALFI committee members are extremely
productive, for both raising awareness about
the needs of adult learners and developing
initiatives to meet those needs. Consequently, many institutions have named those participants as
charter members of an Adult Learner Committee, charged with focusing on returning students.
These committees meet regularly, thus helping the institution maintain its commitment toand
focus onadult learners.
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Preparing for and administering the ALFI surveys at Eastern
Kentucky University encouraged campuswide conversations
about the unique needs of adult learners. Building on this dialogue,
the university established the Student Outreach and Transition
Office, a one-stop shop for adults and transfer students that
offers individualized guidance and support. Lisa Cox, director,
Student Outreach and Transition Office, Eastern Kentucky
University (personal communication, March 27, 2014)





Convene student focus groups.
CAEL recommends that after institutions complete the ALFI
surveys and receive their results, they convene focus groups of students, staff, and administrators to
discuss their divergent perceptions of institutional strengths and challenges. In addition, within the
framework of the ALFI principles, CAEL also advises institutions that have not completed the surveys
to convene such groups. The discussions that ensue will help the institution identify strengths and
challenges, perceptions and misperceptions held by students, and priority areas for student support
and advising. Moreover, convening the same focus groups semiannually can help institutions measure
progress in meeting objectives and addressing concerns related to adult learners. For students to participate fully and frankly, they need to see evidence of progress and feel that their voices are being heard.


ALFI Initiatives Requiring Additional Resources


Some approaches to implementing the ALFI principles are cost-free or low-cost, but others require
additional human and financial resources. At a time of concerted efforts throughout the country to
recruit and retain adults, many institutions have determined that the return on investment is worth the
cost. For example, several institutions have funded one or more of the following initiatives designed to
increase the persistence and completion rates of undergraduate adult learners.


Create new and expand existing course delivery options.
Recognizing the relevance of the principles of outreach, teaching-learning process, technology, and strategic partnerships for their adult
learners, many institutions have initiated programs such as Saturday and Sunday course offerings,
Friday night degree programs, accelerated degree programs, hybrid courses, modular courses, credit
for massive open online courses, and courses offered at employment sites immediately before or after
the workday. Indeed, many of these delivery options are no longer considered innovative and are
available even at traditional institutions for traditional students.


CAEL applauds these efforts to offer flexible academic programming to adults with busy schedules
and multiple responsibilities. Yet CAEL also cautions institutions to ascertain the demand for such
alternatives before implementing them. It is not necessarily true that if you build it, they will come.
In fact, several institutions report that demand for some of their innovative programs is lower than
anticipated and that the programs are, consequently, unnecessarily costly. Demographic research and
additional focus groups can help determine the demand for specific delivery options. Moreover, institutions would do well to consider a gradual introduction of alternate delivery options, accompanied
by formative evaluations, before fully committing to the changes.


In addition, advisors should be particularly alert to the need for support services for students who
enroll in classes that are delivered via alternate methods. For example, is there online advising for those
who take online courses? How do employees taking college courses at the workplace access advising
and other support services? Are advising,
tutoring services, and food services available
on Friday evenings or weekends for those who
choose to attend classes at those times? In short,
adding creative course options is not a simple
answer to the complex matter of meeting the
needs of adults.
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Diane Dingfelder, executive director of outreach and continuing education at Winona State University, addresses the need
for advising services dedicated to adults and their specific
concerns by hiring student affairs professionals with specialized
skills and approaches.Winona State University also introduced
proactive advising to help its adult students attend to their
concerns before they become problems (Diane Dingfelder,
personal communication, September 29, 2013).





Hire a retention coordinator or an advising
professional who can focus on adult learners.
Although one theme throughout this tutorial is that
adult learners are different from traditional postsecondary students, institutional hiring policies do not
always reflect this insight. Many hiring practices
imply that an advisor = an advisor = an advisor,
even though this is not always the case. Institutions that are serious about focusing on improving
services for adult learners will hire specialists. For example, William L. (Lance) Ikard, director of the
prior learning assessment program at Middle Tennessee State University, indicated that the university
determined that advising nontraditional/adult/online students is different from advising traditional
students and added dedicated advisor positions to accommodate adult students (personal communication, September 27, 2013).


Expanding its hiring practices in creative ways while addressing the ALFI principles, Continuing
Education at Penn State hired a financial literacy coordinator to build a foundation of resources,
webinars, and workshops around personal finance and budgeting, credit card use/debt, and student
loan debt. Martha Jordan, director of adult learner advocacy at Penn State, reported that this initiative has been warmly welcomed by adults throughout the university community, even those not
enrolled in the continuing education unit (personal communication, September 27, 2013).
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Dalton State College in Georgia has begun an innovative program to support the Life and Career
Planning needs of its prospective students. Andrew Meyer, assistant vice president for academic affairs
at Dalton State, reports that the impetus for this program was the recognition that adult learners are
frequently unclear about their career goals and do not know how to select an appropriate institution.
Consequently, Dalton State is joining with regional technical colleges to work with adults before they
enroll in postsecondary education. In this program, begun in the spring of 2014 and funded by a U.S.
Department of Education College Access Challenge Grant, career counselors help prospective Dalton
State students assess their aptitudes and interests and identify possible careers. The counselors then
refer the students to the appropriate academic program, either at Dalton State or at one of the cooperating institutions. Institutional representatives who planned this program included vice presidents of
the institutions, representatives of the enrollment services units, counselors, and program specialists
from related academic departments. All collaborated to ensure that prospective students make reasonable life and career plans and then enroll in the institution that is right for them, thus also enhancing
strategic partnerships and student support services (Andrew Meyer, personal communication, March
25, 2014).





Designate life and career planning resources for adults.
Advisors can play a vital role in helping
adults, even those with jobs, address the principles of life and career planning, learning outcomes, and
transitions by focusing on helping the students articulate their career plans and integrate their coursework and their careers. Research conducted by Noel-Levitz and CAEL (2013) consistently showed
that adult learners are most dissatisfied with the ways in which their need for life and career planning
is being met by institutions, whether that institution is a two-year college, a four-year college, or a
university. Given the skills of advising professionals in this area, CAEL recommends that institutions
develop programs to help their adult students with career planning as soon as possible. Again this is
a priority for all higher education institutions: community colleges, 4-year colleges, and universities.
CAEL also recommends that institutions share resources to see if they can collaborate to offer these
services. Because large numbers of students need help with life and career planning, exploring ways to
scale up efficiently may well benefit not only the students, but also the institutions.


Moreover, help with life and career planning is integrally related to the principle of transitions. In
a 2007 CAEL report, Frey noted that adult students have little patience for courses that do not help
them progress toward their degree (Frey, 2007, p. 8). A question adults repeatedly ask is How long will
this take me? They want to be sure that their previous learning will apply to their degree, that the path
to their educational objective is clear, and that their coursework will prepare them for their next steps.


Develop an adult orientation class (either on site or online).
Bainbridge College in Georgia
developed a class for adult learners that focuses on helping returning students cope with test anxiety,
negative thinking, lack of support from employers, costs, day care and transportation options, and
career readiness. Although the program is still in its early stages, initial results indicate that it has a
significant impact on student retention. For example, from fall 2011 to fall 2012, retention for adults
who completed the class was 56%, compared with a retention rate of 15% for adults who did not
complete the class (Trish Paterson, executive director, College Access Initiatives, University System
of Georgia, personal communication, September 25, 2013).


ALFI Principles for the 21st Century


As noted earlier in this module, CAELs research at the end of the 20th century led to the identification of the ALFI principles. But years have passed. Are the principles still relevant? Yes, they are. The
answer is affirmative for two important reasons:



	Institutions continue to find the principles helpful in designing services for their adult learners.

	Even at this point, many institutions have not fully implemented ALFI-based activities that
can effectively help them recruit, retain, and graduate adult learners.






[image: image-qtip]


Martha Jordan, director of adult learner advocacy at Penn
State, believes that institutions should focus on helping adult
learners plan for life and for careers. Colleges and universities
also need to assist adult learners to understand the transitions to the next stage of their lives. Continuing Education at
Penn State, for example, recognized soon after administering
the ALFI Toolkit that the institution lacked appropriate career-oriented services and immediately hired a career counselor
for returning adults. Since that time, Penn State has added
two adult-learner-focused career counselors (Martha Jordan,
personal communication, September 27, 2013).





The principles remain relevant, even though
specific activities within them may change
over the years. For example, MOOCs (massive
open online courses) meant nothing in the late
1990s, but today discussion of them is everywhere. The principles provide a framework for
understanding how MOOCsand other new
developmentsaffect adults. MOOCs link to
the ALFI principles of outreach, technology,
assessment of learning outcomes, teachinglearning process, and life and career planning.
One of the principles strengths is that they can
accommodate changes in the learning environment and continue to suggest a context for
effective strategies.


Consideration of MOOCs raises the larger
question of how the ALFI principles apply to
e-learning in all its variations (e.g., synchronous
courses, asynchronous courses, or hybrid courses). Although CAEL initially developed the ALFI tools
with a focus on campus-based programs, the principles also apply to distance programs. Particularly
now, when so many adults are finding it helpful to enroll in classes that they can complete any time at
any place, it is important to reflect on how to apply the principles to distance learners. Perhaps most
important is the principle of student support systems. Unfortunately, even in a campus-based program,
adults may feel that they are peripheral and that student support services do not accommodate their
needs or recognize their constraints. It is therefore important to enhance student support systems
for adults who have limited face-to-face interaction with each other, as well as with faculty and staff.
Sometimes, those enhancements can be relatively easy to achieve. For example, at the October 24, 2013,
meeting of the Association of Jesuit Colleges and Universities, Robert Deahl, dean of the College of
Professional Studies at Marquette University, noted that simply personalizing e-mail communications
to current and prospective adult learners results in improved recruitment and retention.


Yet a focus on only student support systems would be misplaced, for distance learners and for all
adult students. This module has emphasized how the ALFI principles are interrelated. Because of this,
student affairs leaders must be involved in advancing all the principles in order to help adults succeed
at their institutions. The principles work as a whole.


Just as the CAEL principles are interdependent, so, too, are the roles of those who work with adult
learners to help them succeed. Although student affairs professionals are most often assigned responsibility for supporting adult learners, the list of principles implies that many institutional
representativesfaculty,
staff, and administratorsalso play a vital role in helping adults. For example, representatives of a
variety of areas within academic affairs, business services, information technology, institutional research,
and student affairs can influence the students perceptions of the institution and how the institution is
responding to their specific advising and educational planning needs. Student affairs professionals can
help educate their colleagues about the unique needs of adults. They can, for example:




	Make presentations at faculty and academic department meetings.

	Highlight student success stories on the institutional website and other publications.

	Post information about adult learners and adult learning on the faculty website.

	Encourage administrators to include information about adult learners and adult learning in
orientation for new faculty and staff.

	Advocate for or independently convene an adult learner committee, including faculty, staff,
and administrators from across the institution.

	Engage faculty, staff, and administrators in short-term planning projects to help adults.

	Accept appointment to institutional committees that focus on adult learners.

	Publicly recognize faculty, staff, and administrators who have provided support to adult learners.

	Advocate for recognition of adults at commencement and awards ceremonies.




Within the framework of the ALFI principles, student affairs professionals are singularly
well situated to take the lead in helping the institution identify effective strategies to help adult
learners. O*Net OnLine (2010), for example, listed the following among the skills required for
academic advisors:




	Active listening

	Speaking

	Social perceptiveness

	Critical thinking

	Judgment and decision making

	Complex problem solving

	Service orientation






Coupled with professional training in advising and with an understanding of the culture of ones
own institution, these skills can help the advising professional emphasize the importance of serving
the adult learner, garner support for the adult learner, and succeed in enhancing the educational experience of the adult learner.


When they understand and implement the principles, student affairs leaders and their colleagues
can succeed in recruiting, retaining, and graduating adultsgoals that are identical to those of their
institutions. Indeed, by linking ALFI strategies to broad institutional goals, student affairs professionals can leverage their positions to enhance their services to adult students and to the institution.
Measuring success against the ALFI principles can also provide accountability data that are so often
required. And by tailoring their activities around the nine principles, student affairs leaders and other
student affairs professionals can help their institutions become exemplary ALFIsAdult Learner
Focused Innovatorsat a time when there is a nationwide demand for helping adult learners earn
their postsecondary credentials or degrees.
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Diane Dingfelder, executive director of outreach and continuing education at Winona State University
(WSU) in Minnesota, refers to institutional efforts to engage in meaningful conversations about effectively serving adult learners as a journey. Although not complete by any means, the journey is well
underway as the university reviews ALFI data related to its performance on the nine principles.


  

High on the list of priorities at WSU is Assessment of Learning Outcomes. In the spring of 2014, faculty
leadership appointed an advisory taskforce, charged with recommending how credit for prior learning
can contribute to program requirements and degree completion. In addition, the university is partnering with three community and technical colleges to offer a regional workshop on earning credit for
prior learning. Demonstrating the synergies of the ALFI principles, this workshop addresses transitions,
outreach, and strategic partnerships, as well as assessment of learning outcomes.


  

Other activities initiated at WSU in response to the ALFI data are:



	Additional outreach via evening registrationa first for adult learners on a traditional campus

	An online orientation for adult learners, addressing both the outreach and technology principles

	A revision of the Individualized Studies baccalaureate degree to engage more faculty in serving
adult learners and address the teaching and learning process




(Diane Dingfelder, personal communication, March 26, 2014)








10 Pitfalls and How to Avoid Them


Since identifying the nine principles, CAEL has worked with hundreds of institutions as they try to
improve their services to adult learners and thereby improve their performance in recruitment, retention, and graduation. Over the years, CAEL has encountered many institutions that implement best
practices, some of which are noted in this module. However, CAEL has also encountered practices
that are less than ideal. The following 10 suggestions are offered as cautionary notes. Noting them will
help institutions avoid some pitfalls while moving forward more quickly and successfully to embed
the ALFI principles in their services to adult learners.



	Remember to identify and market institutional strengths. Inform internal, as well as external,
constituencies about the institutions or the units strengths. Do not focus solely on challenges.

	Prioritize strategies and activities. Do not try to tackle all challenges at once. Although there
are nine principles, institutions must prioritize their efforts and deal with two or three principles at a time.

	Involve institutional stakeholders throughout the process. Consider creating a standing
committee or an adult learner task force.

	If the perceptions of students and those of faculty, staff, and administrators are not congruent,
convene focus groups to discuss the discrepancies. Do not assume that one group or the other
has the answer.

	Use student input to deliver the message that We are listening to you. If the institution
convenes focus groups, respond to those groups with specific, measurable objectives.

	Look for no-cost or low-cost initiatives. In times of tight budgets, remember that there are
adult-learner-focused initiatives that are not costly.

	Work on related principles at the same time. An advantage of the interrelationship of the principles is that progress on one can often mean progress on another.

	Use data about the principles and the institutions performance on them as a basis for
budget requests.

	Assess progress. Make changes in activities as needed. Publicize your progress.

	Share successes with others at the institution and colleagues at other institutions.
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Exercise 2.1Apply ALFI Principles to Your Institution 


Directions: Look carefully at your own institution, review the ALFI principles, and respond to the
following questions:


1. Within the framework of the ALFI principles, what are the institutions strengths and
challenges?


a. How can you capitalize on the strengths?


b. How would you prioritize the challenges?


c. Can you address the challenges by grouping them according to the ALFI principles,
thereby coordinating activities?


d. Can you join with other institutions to address the challenges, rather than duplicating efforts?


2. Given that adult students are typically dissatisfied with the ways their institution helps them
with life and career planning, how would you evaluate what your institution is doing?


a. Which activities would you keep?


b. What would you change? How?


3. How can you, as a student affairs leader, engage other stakeholders at your institution to address
the needs of adult learners with more energy?


4. How will you measure progress?


a. What are your specific goals?


b. What is your timeline?
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Abstract


Community colleges have a long history of access, inclusion, and opportunity. They have built a path
to higher education for a wide spectrum of students: those with disabilities, veterans, immigrants,
and first-generation, low-income, minority, and adult learners. While many factors influence year-to-year priorities within individual community colleges, their essential mission remains unchanged: to
provide postsecondary education opportunities to all who can benefit. This module introduces community college practices and programs that effectively support adult learners, provides opportunities
for readers to assess their knowledge and skills in a variety of areas related to supporting adult learners,
and shares research results that demonstrate what colleges and universities can learn from their community college colleagues.





Adult Learner Completion Rates


Research conducted by the National Student Clearinghouse Research Center discovered that the
success of adult learners depends on the type of institution they attend. The gap between the
completion rates of adult learners and the completion rates of traditional students at 4-year private colleges is
22%; the gap at 4-year public institutions is 18.5%. Only 2-year colleges post comparable completion
rates for adult learners and traditional students (Shapiro & Dundar, 2012). These findings reinforce
the need for strategic conversations between community colleges and other higher education institutions, highlight the effectiveness of the support systems that community colleges build with and
for adult learners, and underscore the importance of collaboration across institutional types. These
findings also demonstrate why Forbes magazine views community colleges as an overlooked national
asset (Shapiro, 2012).


Typical Adult Learners


The average age of students attending community college is 29 (American Association of Community
Colleges, n.d.), and between 2009 and 2019, adult community college enrollment is projected to
increase by almost 23% (Kelly & Strawn, 2011). Adult students over the age of 25 comprise 40%
of the total enrollments in U.S. community colleges, and adults over 50 comprise 5% (Integrated
Postsecondary Education Data System, 2009). Of these adult students, 59% attend part time, 23%
are parents, 33% work full time, and 47% live on their own and are financially independent from
their parents (Center for Law and Social Policy, 2011; National Center for Education Statistics, 2011).
Adult learners also are more likely than
traditional-age students to be female and students of color (National Center for Education
Statistics, 2011).
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Community colleges are the pathway for adult learners to
retool their education and their careers. It is a collegewide
responsibility to provide guidance and support to ensure their
success, even with the ongoing funding challenges we face.
Judy Miner, president, Foothill College (personal communication, June 2, 2013)





Community colleges are often the first
choice for adult learners because they focus on
basic skills, award certificates as well as degrees,
and generally make success more achievable in
a short period of time. Cost, location, flexible
class scheduling, and a focus on teaching also
make community colleges a good choice for
adult learners (Hagedorn, 2005; Laanan, 2006).
Many adult learners hope to earn a bachelors
degree, but their family and work responsibilities frequently derail these plans. In fact, compared with community college students who enroll soon
after high school, adults who start college at a later age (25 to 64) are more likely to earn a certificate
and less likely to earn an associates degree (Prince & Jenkins, 2005).


The majority of adult students have significant family, work, and financial responsibilities, which
means that adult learners bring a more complicated set of life circumstances to college (Kasworm,
1990). In their early days, many community colleges, believing that one size fits all, offered adult
learners the same processes, programs, and services developed for traditional students. They soon
learned that adult learners were different, both as a cohort and within that cohort, and required
more customized approaches. The challenge then became transforming community colleges in order
to provide adult learners with both the incentive to seek postsecondary education and the support
they required to succeed. Although the challenge was daunting, community college faculty and
staff believed that the outcome was worth the effort: helping millions of adult learners realize their
educational potential and substantially benefit themselves, their families, their communities, and the
national economy (Pusser et al., 2007).
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We cannot continue to treat all students alike. The American Association of Community
Colleges 21st Century Report talks about structured pathways for all students, and we must take
into account the unique needs of adult learners. Many states are looking at different diagnostic
exams for returning students or adult learners. Others are taking a hard look at developmental
education. The bottom line is that we need different pathways for adult learnerssome require
more support and some need lessbut all benefit from appropriate counseling and intrusive
advising. Walter Bumphus, president and CEO, American Association of Community Colleges
(personal communication, June 5, 2013)





Unique Challenges


Community colleges serve more adult students who have disabilities, who need basic skills
remediation, or who attend part time than do 4-year colleges and universities. Community colleges also serve many adult learners who are seeking not a degree or certificate, but simply skills
improvement in order to earn a promotion or start a new career. Adult learners attending community colleges frequently have significant child care and transportation challenges. In fact, the
primary reason given by adult students for dropping out of community college is the stress of
combining both work and school (Public Agenda, 2009). These findings are part of the reason
a growing number of educators question whether Tintos model of engagement applies to adult
learners in the community college, because these students tend to attend part time and have
significant outside responsibilities (Karp, 2011b).


Now more than ever, community colleges must develop new and innovative approaches that
address the growth in adult student enrollment; implement strategies that increase adult learner
persistence and completion rates; and reduce or eliminate institutional barriers to student access,
persistence, and completion. The list of challenges and suggested reforms is long and costly, making
a unified commitment to supporting adult student success imperative. The challenge, of course, is
accomplishing all of this in the face of declining local, state, and federal resources.
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It takes great courage for adults to become beginners again. We strive to welcome and honor the
rich experiences older students add to our campuses. We steer those needing a boost in their skills,
confidence, or support systems to adult re-entry seminars or counseling classes. Weve found that, if
they tap into their inmost desires to improve their lives and design their own learning environments,
adult students can grow into extraordinary learners, campus leaders, and role models for younger
students. Cindy L. Miles, chancellor, Grossmont-Cuyamaca Community College District (personal
communication, September 3, 2013)






Research on Adult Learners in Community College


Research demonstrates that adult learners are more likely to persist in community college if they receive
focused counseling and intrusive advising combined with individualized financial aid (Richburg-Hayes et al., 2009). Strong outreach initiatives led by knowledgeable, well-trained staff who are skilled
at connecting with adult learners and assisting them to overcome systemic barriers are an essential first
step. For adult learners to succeed, however, colleges must follow up on these outreach initiatives by
providing adult learners with targeted advising, assessment, counseling (both career and personal),
educational planning, orientation, and support services that meet their unique needs.
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We think we are helping students with online forms and
computer-based registration when we are actually making
it much more difficult for returning adult students who just
do not have the skills to navigate these systems successfully.
Pam Walker, vice president of student services, American
River College (personal communication, July 8, 2013)





The Advisory Committee on Student Financial Assistance (2012) confirmed that keeping adult
learners in college is a significant challenge, one created by a combination of factors: the adult students
individual situation, his or her reason for attending college, and the institutions inability to remove
barriers or develop practices that improve support. For many years, the Community College Research
Center (CCRC; http://ccrc.tc.columbia.edu) has provided invaluable feedback to community colleges
on the effectiveness of their policies, processes, and support services in increasing student access and
success. This feedback, when coupled with
research at the local level, allows community
colleges to answer three essential questions:
(1) Do current college policies, practices, and
support services increase adult learner persistence
and completion rates? (2) Are there policies,
practices, and support services that the college
needs to modify or eliminate to better serve its
adult learner population? (3) What new policies,
practices, and support services have the potential
to increase the persistence and completion rates
of the colleges adult learner population?
Exercise 3.1 provides a snapshot of major CCRC findings
and invites readers to identify the actions their institution has taken that are consistent with the findings.
The exercise allows student affairs professionals to determine how effectively their institution supports
students who are adult learners. Completing the exercise also helps readers to identify areas where their
institution may need to add programs or services.


Mental Model for Working With Adult Learners


As described in detail in Module 2, the Council for Adult and Experiential Learning (CAEL) has
developed nine principles for effectively serving adult learners (Klein-Collins, 2011). Over the years,
student affairs professionals have drawn on their knowledge of these principles, national research
findings, and their experiences with adult learners to develop a mental model of what matters most
in helping adult learners make the decision to continue their education and to successfully earn a certificate or a degree. Figure 3.1 introduces the mental model. Exercise 3.2 invites readers to determine
how effectively their institution addresses the essential elements of the model.
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After completing Exercise 3.2, readers can continue the process of assessing their institutions
effectiveness in supporting adult learners by reflecting on their responses; examining their institutions mission, culture, and adult learner population; and completing Exercise 3.3, Exercise 3.4, and Exercise 3.5. These
exercises assist readers in identifying their institutions top priorities in relation to adult learners, the
major barriers to supporting adult learners, and the first steps their institution must take to increase
its capacity to attract, support, and graduate adult learners.


National Support for Community College Adult Learners


The American Association of Community Colleges (AACC, http://www.aacc.nche.edu) and the
Lumina Foundation (http://www.luminafoundation.org) have hadand continue to havea major
impact on community colleges ability to support and graduate adult learners. Acting independently,
in partnership with one another, or in partnership with other foundations or national groups, AACC
and Lumina have made it possible for hundreds of community colleges to design, pilot-test, and assess
the effectiveness of innovative approaches to connecting with and supporting adult learners. The vehicles developed to assist community colleges include, but are not limited to, the following programs:
Achieving the Dream, the Adult College Completion Network, the Dreamkeepers and Angel Fund
Emergency Financial Aid Program, and the Plus 50 initiatives.


Achieving the Dream (http://www.mdrc.org/publication/turning-tide)


The Lumina Foundation launched this ambitious data-driven initiative in 2004 in collaboration
with AACC, the Community College Leadership Program
(http://www.utexas.edu/academic/cclp),
the Community College Research Center (http://ccrc.tc.columbia.edu), Jobs for the Future
(http://www.jff.org), MDC, Inc. (http://www.mdcinc.org), and Public Agenda
(http://www.publicagenda.org).
The goal of the initiative was to improve the success of community college
students, especially those students belonging to groups historically underserved by higher education.
Approximately 130 institutions in 24 states and
the District of Columbia have participated in
this initiative. One of Achieving the Dreams
(ATDs) goals is to help institutions build
cultures of evidence, and the research on ATD
institutions provides evidence of what works in
relation to increasing persistence and completion rates of community college students, many
of whom are adult learners.
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Many adult students are challenged in translating skills from
the workforce into the classroom. Help adult learners understand two things: (1) Hard work, perseverance, communication, and collaboration will always lead adult students in the
right direction; and (2) transitioning to a successful college
career is much like navigating the culture of a new job. Brett
Campbell, provost of the Southeast Campus,Tulsa Community
College (personal communication, September 4, 2013)





Impact:
 Drawing on the experiences of
ATD institutions, Lumina identified strategies
that significantly increase student success. Seven
of these strategies speak directly to colleges
and universities just beginning the process of
building adult-friendly institutions and support
systems. These strategies include the following: (1) Directly engage faculty, staff, and lower-level
administrators in planning, implementation, and assessment processes; (2) focus more directly on
improving instruction and student services; (3) involve adjunct faculty and staff; (4) provide in-depth
and meaningful professional development to all college personnel; (5) pay more attention to institutional research capabilities; (6) develop more nuanced measures of student outcomes that relate
directly to classroom practices and students learning and progress; and (7) design more systematic
approaches to evaluating interventions (Richburg-Hayes et al., 2009, pp. 146154).


Adult College Completion Network (http://www.adultcollegecompletion.org)


Funded by the Lumina Foundation and facilitated by the Western Interstate Commission for
Higher Education (http://wiche.edu), the Adult College Completion (ACC) Network provides a
forum for organizations and agencies that are exploring strategies to increase college completion rates
for adults with prior college credits but no degree. The ACC Network shares promising ideas and
proven practices, assists members in expanding their knowledge of adult learners, and allows members
to connect with one another and share ideas. The ACC Network also supports Project Warehouse, a
repository of information on what colleges are doing to increase adult learner completion rates.


Impact:
 The network provides colleges and universities with up-to-date information on innovative
approaches for increasing adult learner completion rates. It also identifies and provides contact information
for administrators, faculty, and staff involved in designing, implementing, and assessing these initiatives.



Dreamkeepers and Angel Fund Emergency Financial Aid Programs

(http://www.knowledgecenter.completionbydesign.org/resources/498


Dealing with unexpected financial crises is a challenge for community college students, many
of whom are also parents. To help colleges meet this challenge, the Lumina Foundation created
the Dreamkeepers and Angel Fund Emergency Financial Aid Programs. Dreamkeepers focuses on
community colleges and is administered by Scholarship America; Angel Fund targets tribal colleges
and is administered by the American Indian College Fund. Both require colleges to raise funds from
internal (e.g., college foundation) or external (e.g., business or civic groups) sources in order to retain
the grant in years 2 through 5. Both allow participating colleges to establish their own eligibility
criteria and application procedures.


Impact:
 In their first 2 years, the programs awarded more than $845,000 in emergency financial aid
to more than 2,400 students. Research indicates that students typically requested funds for housing
and transportation expenses. Research also demonstrates that Dreamkeepers recipients were more
likely to be older than traditional students, in their first year of college, parents of dependent children,
and enrolled in a vocational field of study. As a result of the aid, recipients reenrolled in college at rates
comparable to the overall average reenrollment rates of students at their institutions.


Plus 50 (http://plus50.aacc.nche.edu)


Launched in 2008 by AACC with funding from The Atlantic Philanthropies, Plus 50 initially
involved 15 community colleges and focused on helping adults with prior college credit prepare for
new careers. In 2009, AACC expanded the program to include anyone 50 or older who wanted to
acquire new skills or strengthen existing skills in order to enter or re-enter the workforce. That year,
12 additional colleges joined Plus 50, and all the members began to focus on preparing adults for
high-value careers. In 2010, with support from the Lumina Foundation, AACC was able to launch
the Plus 50 Completion Strategy, add 32 institutions to the initiative, and establish a peer mentoring
approach that paired one of the original Plus 50 institutions with a new Plus 50 institution. Recently,
AACC announced another expansion of the initiative with the addition of 100 more colleges (Plus
50 Encore Completion Program).


Impact:
 The original 18 Plus 50 institutions reached their goals 2 years ahead of schedule. Over a
3-year period, these institutions served 54% more students than originally planned and awarded 50%
more certificates or degrees than originally projected. Plus 50 also had a significant positive impact on
the number of workforce training courses available to older adult learners.


Individual Community College Initiatives


Individual institutions use one of two approaches in designing policies, processes, and support services for adult learners. The first approach involves adopting or adapting tried and true methods that
have stood the test of time; the second approach focuses on creating innovative strategies that fit
the unique history, culture, and needs of an institution. Whether adopting, adapting, or innovating,
community colleges adhere to two basic guidelines: (1) The approach must be consistent with the
institutions mission and culture, and (2) the approach must be research-based, outcomes-oriented,
and data-driven. Table 3.1 describes tried and true approaches used by a significant number of community colleges to support adult learners. Table 3.2 provides a snapshot of some of the innovative
strategies individual community colleges have designed and implemented to increase adult learner
persistence and completion rates.
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Changing to Meet the Needs of Adult Learners: A Case Study


How do individual institutions evolve to meet the needs of adult learners without neglecting
traditional students? What is the most effective way for colleges to adopt strategies that are consistent with their mission and culture? How importantand challengingis building capacity
and commitment across the college? Foothill College in Los Altos Hills, California, a large publicly supported community college established in 1957, recently faced these questions. Foothill has
a reputation for innovation: It was the first California community college to offer online courses
(http://www.edutrek.com/california/school/summary/foothill-college). Foothill also is one of
the top 10 institutions in terms of sending transfer students to University of California campuses
(http://datamart.cccco.edu/DataMart.aspx). In addition, 100% of the students who successfully
complete programs in dental hygiene, diagnostic medical sonography, pharmacy technician, respiratory therapy, radiologic technology, or veterinary technology successfully pass their licensing board
examsfar exceeding the national average (Nanette Solvason, division dean, Biological and Health
Sciences, Foothill Community College, personal communication, October 29, 2013).


After a data review clearly demonstrated that Foothills adult student population represented nearly
50% of its total enrollment, the college launched a major Adult Learner Initiative (ALI). In late fall 2012,
the college formed a cross-functional work group to analyze adult learner needs and to identify the most
effective and innovative approaches Foothill could use in meeting these needs. Using principles developed
by the Council for Adult and Experiential Learning (CAEL) to evaluate programs and services, the ALI
work team determined that Foothill College needed to strengthen targeted support services in order to
help adult learners reach their career and educational goals. Table 3.3 outlines the 10 recommendations
developed by the ALI work team and presented to the colleges Planning and Resource Council.
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Initial Changes


Student services managers at Foothill College took the lead role in examining and evaluating
existing support services. Using an adult learner lens, they gathered and reviewed additional data,
contacted peer institutions to learn about their adult learner initiatives, and conducted interviews
with adult learners. The managers then presented the ALI work team with recommended approaches
to strengthening support services for adult learners. At their spring 2013 meeting, the ALI work team
developed an action plan and adopted an implementation timeline for executing the recommended
approaches. To date, Foothill College has taken the following steps to strengthening support services
for undergraduate adult learners:



	In fall 2013, the ALI work team agreed to work collaboratively through student services,
instruction, and marketing to create an Adult Learner Program Web page listing all the current
programs and services for adult students.

	Student services designated a contact person in each department for adult learners

	An interdisciplinary group developed an orientation program to meet the needs of adult
learners that the college implemented in spring 2014

	Career counselors partnered with the Career Technical Education faculty to develop interactive career pathway modules directed at adult students.

	The financial aid staff agreed to review current funding options for adult students and develop
recommendations for alternative payment and financing opportunities.

	Foothill opened a new student success center that provides workshops, training, and peer-to-peer support for adult students.

	Instructional deans were asked to work with faculty to develop additional evening, weekend,
and late start classes.

	Foothill added online professional development workshops focusing on adult and nontraditional students to the colleges program (e.g., Understanding the New Nontraditional
Student: Supporting Their Success In and Out of the Classroom).

	In collaboration with Foothills institutional researcher, student services managers developed a
new program review template for Student Learning/Service Area Outcomes that included an
assessment component specifically focused on adult learners.




Cultural Shift


Foothill College remains committed to institutionalizing a comprehensive approach to serving
adult learners while retaining its commitment to maintaining its well-established and coveted
identity as a top transfer institution for traditional 18- to 24-year-old students. The efforts of
the ALI work group have met occasional resistance: Some members of the college community
believe that the college cannot effectively serve both traditional and posttraditional students,
while others are reluctant to change processes, practices, and support services that have been in
place for decades. Supported by the colleges leadership, however, the ALI team continues to work
within the college community to increase understanding of and acceptance for the changes that
need to happen. The ultimate goal is to build on what is already in place, develop additional
support services to fill in the gaps, and increase capacity across the college by providing ongoing
professional development activities that focus on adult learners. In addition, the ALI work team
is committed to helping Foothill College assess adult learner programs and services and use data
to drive change.


Learning From SuccessesAnd Failures


This module demonstrates that a commitment to adult learners is part of a community colleges DNA
and that there are many approaches to working with these students. These approaches are built on
adult learner theories and strengthened over time as institutions use local, state, and national research
to identify programs and services that work and to eliminate ineffective programs and services. Over
the years, community colleges have launched many successful initiatives and survived many failed
attempts to assist adult learners. In preparing to write this module, the authors asked scores of community college leaders to reflect on their experiences with adult undergraduate learners and to share
with college and university colleagues the most important lessons they learned from these experiences. The following 10 lessons were the ones most frequently mentioned. 


Lesson 1:
 Seize the challenge presented by the growing adult learner population in higher
education to examine how student affairs is organized, delivers programs and services, and
partners with faculty. Move away from a single-source support service model designed to prevent
failure, to an integrated model that focuses on student success and is designed and delivered in
collaboration with adult learners, faculty colleagues, and community partners.


Lesson 2:
 Maps matter to adult learners, to the faculty who teach them, and to the student affairs
professionals who support them. Everyone needs to know where they are going, how to get there,
and why a particular route works best for them. Provide each student with an educational plan
that clearly identifies the individual path the student must follow to earn a degree or certificate.
Link the educational plan with a support service plan designed to meet each adult learners individual needs.


Lesson 3:
 Adult learners have too many demands on their time to do optional. Make using or
participating in important activities or support services (e.g., advising, career counseling, orientation, targeted support groups, tutoring) mandatory.


Lesson 4:
 Advising, career counseling, educational planning, and financial planning assistance,
whether delivered in person or online, are the secret sauce that community colleges use to
increase adult learner success.


Lesson 5:
 If advising, educational planning, and career counseling are the secret sauce, then
data are often the missing ingredient. It is imperative that colleges assess the impact of policies,
processes, and support services on the success of adult learners and use the results to strengthen
existingor create newservices and systems.


Lesson 6: Early warning systems coupled with policies and procedures that require adult learners
to use the support services that they need are essential.


Lesson 7:
 Partnerships matter, whether internal (e.g., academic and student affairs) or external
(e.g., the career center and the local workforce development board). No one can (or should want
to) do it alone


Lesson 8: Creative child care solutions and support for student parents are a must as more and
more adult learners start college as parents or become parents during their undergraduate years.


Lesson 9:
 Pay attention to the money. Not only must institutions help adult learners evaluate
options for financing college and dealing with unexpected financial challenges, they also must
teach many students how to manage their money.


Lesson 10:
 Lifelong learning is the ultimate goal. Higher educations role is not limited to
helping adult learners acquire a set of skills related to a specific job that could disappear in a few
years. Colleges must help adult learners understand the need forand build a foundation that
supportsa commitment to lifelong learning.
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Regardless of the model a college adopts, its components need to be designed and treated as an
integrated, cohesive, systemic, connected series of experiences the students and the college will use
to map out the route students need to navigate to reach desired student and college goals and
milestones. Connecting students to services across the college must be intentional and purposeful.
The pathway needs to have on- and off-ramps to make it easier for students to exit and re-enter
when the realities of their lives demand it. Students do not move from one component to another in
a synchronized sequence.Their progress is more like entering a roundabout where they swirl in and
out, making wrong exits and entrances, and running into dead ends. It is the colleges responsibility to
facilitate the ebb and flow of traffic to ensure that each student reaches the desired destination as
smoothly as possible. (OBanion, 2013, pp. 1516)
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Exercise 3.1Translating Research into Policies, Processes, Programs,
and Services


Directions:
The findings of the Community College Research Center at Teachers College, Columbia
University have many implications for institutions with large adult learner populations. Review the
findings in Column A. In Column B, list any actions your institution has taken to translate these
findings into policies, processes, programs, or services that benefit adult learners. See item 5, Column
B for a sample response.
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Exercise 3.2Meeting the Needs of Adult Learners


Directions: Use a thinkpairshare approach to this exercise.


Step 1: Ask each person in the group to complete the exercise independently.


Step 2: Ask participants to share their individual responses with the group.


Step 3: Reflect on everyones responses, and develop a list that represents the consensus of the group.
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Exercise 3.3Establishing Priorities


Directions:
 The president of your college has asked you to develop a top 10 list for strengthening
programs and services for adult learners. She has requested that you identify barriers and implementation strategies. Take a few minutes to reflect on your responses to Exercise 3.1 and to think about
your institutions mission, culture, and adult learner population. Review the strengths and weaknesses
identified in Exercise 3.2. Use your analysis of Exercises 3.1 and 3.2 to identify the 10 most important
steps your institution can take to improve access and success for adult learners.
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Exercise 3.4Identifying and Eliminating Barriers


Directions:
Review your responses to Exercises 3.1, 3.2, and 3.3. List the five most significant barriers
to increasing access and success for adult learners at your institution. Identify strategies to remove or
reduce the impact of each barrier.
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Exercise 3.5Building Capacity Across the Institution 


Directions:
 Review your responses to Exercises 3.1, 3.2, 3.3, and 3.4. Identify the five steps your
institution needs to take to increase the ability of faculty, staff, and administrators to work with
adult learners.
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Resources


Adult Student.com

http://www.adultstudent.com


Adult Student Connect: Online Forum

http://connect.adultstudent.com


Association for Nontraditional Students in Higher Education

http://www.antshe.org


Coalition of Adult Learning Focused Institutions

http://www.cael.org/Whom-We-Serve/Colleges-and-Universities/Adult-Student-Services/ALFI-Assessment-Tools/ALFI-Coalition


College Scholarships.org

http://www.collegescholarships.org/grants/adult.htm


Cape Cod Community College

http://www.capecod.edu/web/adult-learner


LearningCounts.org

http://www.learningcounts.org


Nontraditional Students Website

http://www.nontradstudents.com
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Abstract


In the context of the major demographic shifts, technological advances, and funding shortfalls
currently reshaping higher education, it is imperative that colleges and universities understand the
importance of designing support systems for adult learners that are data-driven, outcomes-oriented,
and well-grounded in theory and research. This module offers an overview of theory and research
related to undergraduate adult learners and identifies strategies for developing policies, processes,
and support services consistent with established and emerging knowledge about this population.
The module also describes innovative approaches that colleges and universities across the country are
using to increase access and success for undergraduate adult learners and invites readers to assess their
institutions ability to effectively serve this growing population.





Adult Learners Matter to the Academy


The National Center for Education Statistics (2011) projected that between 2009 and 2020, enrollment will increase 9% for traditional 18- to 24-year-old students, 21% for 25- to 34-year-old students,
and 16% for students 35 and older. These figures underscore the importance of adult learners and
the need for colleges and universities to pay more attention to this growing segment of the postsecondary population. After obtaining self-reported data from 355 colleges and universities, Watson
(2012) concluded that the majority (58.5%) allocated less than 25% of their marketing budget to the
adult student segment of their target market. In that 2012 study, Watson also discovered that while
92% of the 320 self-reporting 4-year institutions supported online applications, 84.1% did not offer
flexibility regarding the admissions process for adult learners and only 20.9% tracked adult student
admissions. It seems that a decade after Sissel, Hansman, and Kasworm (2001) theorized that colleges
and universities pursued a policy of neglect in relation to adult students, many institutions continue
to undervalue this population.


As Module 1 demonstrates, the similarities between traditional undergraduate populations and
adult learner populations increase each year, primarily because students of all ages are juggling multiple
roles and working more hours while seeking a degree. Adult learners, however, do have additional
challenges: behaviors, mindsets, and responsibilities that may impede their persistence, restrict their
involvement in campus life, or limit their vision of success. It is imperative that colleges and universities understand emerging adult learner theory and research, assess the impact of the institutions
current climate on 25- to 64-year-old students, and identify and remove barriers that stand between
adult learners and a 4-year degree.






[image: image-spot]


Colleges and universities should not stop supporting 18- to 22-year-old traditional students, but
they must start supporting posttraditional students as well. Posttraditional students cannot navigate
the systems we have created: We must change these systems from within. Advising and early intervention initiatives are essential. Helping posttraditional students become more financially literate
is a must. Eliminate barriers. Make sure there is a good fit between the student and the college.
Posttraditional students do not have a lot of time to spend on campus; build cohorts and teach
faculty to create a community within each class. Early intervention is critical. Lynn Gangone, dean,
The Womens College of the University of Denver (personal communication, June 27, 2013)





Snapshot of Adult Learner Research and Theory


In her seminal work
Adults as Learners: Increasing Participation and Facilitating Learning, Cross (1981)
reinforced the importance of a learning society and challenged educators to develop lifelong learners
who possess the basic skills for learning plus the motivation to pursue a variety of learning interests
throughout their lives (p. 249). Cross pointed out that it was essential to build programs and services
for adult learners that are based on theory and research, since theory without practice is empty, and
practice without theory is blind (p. 110). Cross also theorized that adult learners face three types of
barriers to continuing their education: situational, institutional, and dispositional. Situational barriers
emerge from the context of a persons life at a specific point in time: child care, transportation, money,
and time, for example. Institutional barriers are built by colleges and universities: admissions offices
that open from 9 to 5 and close on the weekends, financial assistance available primarily to full-time
students, and the absence of readily available support services designed specifically for adult learners.
Dispositional barriers are related to attitudes and self-perceptions about oneself as a learner (p. 98);
they include fear of failure, lack of confidence in the ability to deal with college, and a belief that adults
may be too old to learn.
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Within the higher education arena, it is imperative to provide access to anyone who desires to
learnwhether it is training for a new job, the beginnings of a career, or just for the joy of being
a better educated person. Age should not be a restrictive factor in opportunities to learn. As
administrators, we continually strive to remove barriers for adults who enter the gates of a traditional college setting, providing appropriate support services to ensure their success. Many times
we find that the services we provide to adult learners benefit all learners and create efficiencies
for an overall better college experience. Martha Jordan, director of adult learner advocacy and
outreach,The Pennsylvania State University (personal communication, November 13, 2013)





Knowles (1978) proposed a framework for understanding adult learners that has become one of the
most used and frequently cited frameworks (Merriam, 2001). According to Knowles, adult learners as
a group tend to prefer active, self-directed learning that takes their life experiences into account and is
problem-centered rather than subject-centered. Recent research (Ross-Gordon, 2003) confirms the
importance of Knowless framework, while pointing out that adult learners also desire structure and
cannot be viewed through a single lens: There is no such thing as the typical adult learner.


Bean and Metzner (1985) developed a conceptual model to explain attrition among undergraduate
nontraditional (i.e., older, part-time, and commuter) students. The model theorizes that students are
affected by their external environments and that both academic and nonacademic variables contribute
to attrition. Academic variables include limited interaction with peers, faculty, or support staff; infrequent use of campus services; and little connection between class-related activities and the students
life. Nonacademic variables include enrollment status, the distance from campus to the students
residence, unclear educational and career goals, and previous academic performance. Both academic
and nonacademic variables are compounded by gender, ethnicity, and the educational experiences of
the students parents.


In exploring the support service needs of adult learners, Schlossberg, Lynch, and Chickering
(1989) stressed the importance of transitions as motivating factors in an adult learners life and challenged higher education institutions to provide the support services adult learners require as they
are moving in, moving through, or moving on (p. 32). Among the many suggestions offered to
help higher education institutions understand and support adult learners, five must be essential components of any mental model developed by todays student affairs professionals: (1) Talk to adult
learners about their experiences entering and navigating the institution, and listen carefully to their
responses; (2) assess prior learning experiences in a way that sends a message that the institution values
and respects adult learners; (3) view each adult learner as an individual, and resist the temptation to
choose administrative convenience over personalized experiences; (4) design and implement support
services that adult learners need to successfully complete each phase of their educational journey;
and (5) provide adult learners with recognition and a sense that they occupy a viable place in the
institution (p. 144).


Although based primarily on studies of traditional college students, Tintos (1993) model contributes two significant ideas to the adult learner debate: (1) Helping students have high-quality interactions with faculty, staff, and peers is important; and (2) any students decision to leave is a long-term
process that is influenced by the quality of day-to-day interactions, the students personal situation,
and the presence (or absence) of supportive policies, procedures, programs, and services. Graham
and Gisis (2000) study of nearly 2,000 college students to determine the effect that student involvement in out-of-the-classroom programs and services has on academic success demonstrated that adult
learners most involved in college life did as well or slightly better than traditional students on four
measures of academic development.


In the past decade, researchers and theorists have begun to pay more attention to the needs of
specific adult learner subpopulations. Hamrick & Rumanns (2013) Called to Serve explored the
support service needs of student veterans on college and university campuses. Ross-Gordon (2005)
examined the college climate for adult learners of color. Rocco (2001) assessed the importance of
helping faculty members respond appropriately to disability disclosures related to adult learners. The
California Postsecondary Education Commission (2009) offered recommendations for meeting the
needs of college and university students with disabilities, while Betts et al. (2013) explored strategies for responding to online learners with disabilities. However, much work remains to be done in
examining the needs of specific adult learner subpopulations, especially adult learners of color and
adult learners with disabilities.


Student Affairs Role in Supporting Adult Learners


At first glance, much of what colleges and universities need to do to improve the institutional climate
for adult learners seems to be outside the purview of student affairs. Adult learners want accelerated degree programs; alternatives to the standard 16-week semester; night, weekend, and online
course offerings; and credit for prior learning. They also seek flexible scheduling, funding streams for
tuition, internships, child care subsidies and facilities, and targeted support services (Watson, 2012).
Thoughtful reflection, however, soon produces two valuable insights: (1) Access and success for adult
learners depends on all areas of the institution working together; and (2) student affairs professionals
are experienced in dealing with nontraditional students, a population that includes adult learners.
Modules 7 and 8 focus on the importance of partnerships to adult learner success and student affairs
role in those partnerships, while this module explores the overall role that student affairs plays in the
institutions ability to serve adult learners and the effect this role may have on the profession.


Student affairs professionals are in a unique position to collaborate with their colleagues in institutional research and information technology to gather, sort, and present data to the college or university on the characteristics and needs of adult learners. To adult learners, student affairs professionals
represent the institution through the many systems they design (e.g., admissions, advising, registration, orientation), the websites and portals they create, and the programs and support services they
implement with and for adult learners. For colleges and universities, student affairs professionals are
in a position to design and implement many of the high-quality support services that are becoming
increasingly important to prospective students (Hanover Research, 2012).


Whether student affairs professionals are able to leverage the opportunities presented by the
growth of the adult learner population depends on their ability to accomplish three tasks. The first
task simply requires student affairs professionals to take an honest look in the mirror to determine if
they have become defensive of what they enjoy doing at the expense of acquiring skills to accomplish
what needs to be done (Bresciani, 2012, p. 40). The second task challenges student affairs professionals to focus on the future, embrace change, and strengthen their skill sets (Moneta & Jackson,
2011). The third involves leveraging the increase in the undergraduate adult learner population and
the explosion in online and distance learning to:




	Rethink what procedures, processes, and support services are essential.

	Identify when, where, and how to deliver essential services.

	Leverage technology to both support and deliver innovative support services.

	Develop strategies that allow adult learners to personalize processes and services.




Building on the work of Knowles (1978) and other adult learning pioneers mentioned in this
module, Figure 4.1 presents a REAL approach for student affairs professionals to follow in designing
processes, programs, and support services for adult learners. The REAL approach challenges student
affairs professionals who wish to work effectively with adult learners to:




	Adopt policies and procedures and design support services that are relevant to the experiences
and needs of adults.

	Develop programs and support services that engage adult learners and assist them in actively
applying what they are learning.

	Build assessment into procedures, programs, and support services. Analyze assessment results
and use them to improve adult learner access and success.

	Design processes, programs, and services that are learning-centered and support the mission
of the institution..
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As with any student affairs activity, the REAL approach starts with evaluating existing policies,
procedures, and support services in relation to the needs of the institutions adult learners. The second
step involves helping team members to realistically assess their knowledge and skill sets in relation to
adult learners and to increase both their knowledge of adult learners and their ability to design and
deliver services to this student population. Once the required knowledge and skill sets are in place,
staff members can initiate step three: redesigning policies, processes, and support services to meet
the needs of the institutions adult learner population. The final, and frequently the most difficult,
step involves reallocating resources to strengthen existing initiatives or to create new programs and
services. Two sources of assistance for student affairs professionals committed to using a REAL
approach for this are the Council for Adult and Experiential Learning (CAEL) and the Council for
the Advancement of Standards in Higher Education (CAS).




	As Module 2 explains, CAEL developed the Principles of Effectiveness for Serving Adult
Learners, nine principles for colleges and universities to better understand and meet the needs
of adult learners (Flint, 2000). CAEL also partnered with the National Center for Higher
Education Management Systems and Noel-Levitz to create the Adult Learner Focused
Institutions (ALFI) Toolkit to help colleges and universities assess their effectiveness in serving
adult learners (http://www.cael.org/ALFI/tools.html).

	The eighth edition of the CAS Professional Standards for Higher Education, published in 2012,
offers guidelines for 43 functional areas within student affairs, including four related to adult
learners: (1) adult learner programs and services, (2) parent and family programs, (3) veterans
and military programs and services, and (4) transfer student programs
(http://www.cas.edu/index.php/about/applying-CAS).
CAS also provides Self-Assessment Guides for colleges and
universities. Published in 2013, version 5.2 of the guides includes a CD with an e-learning
tutorial on how to conduct a self-assessment activity as well as a PowerPoint presentation on
CAS and the assessment process (https://store.cas.edu/catalog/index.cfm).




The First Steps


Many colleges and universities, recognizing the value of improving access and success for adult
learners, already have taken steps to strengthen their ability to understand and intelligently support
this growing student population. Table 4.1 analyzes three of the strategies institutions frequently
employ to launch new or strengthen existing adult learner initiatives.


[image: image_028]




Readers of this tutorial have another option: Complete Exercises 4.1 and 4.2 at the end of this
module to assess the institutions efforts to translate theory and research into policies, procedures,
and support services for adult learners. Exercise 4.1 focuses on access initiatives; Exercises 4.2 explores
success initiatives for retention. Both exercises are suitable for small or large groups and invite participants to celebrate current efforts and identify areas where action is required.


The Most Promising Approach


There are many ways to translate theory and research into policies, procedures, and support services
for adult learners. Just as no two adult learners are exactly alike, no two colleges or universities share
the same history, mission, or student populations. Consequently, there is no right way to organize
support for adult learners. The key is to develop programs and services that are relevant to and reflect
the mission, culture, and history of the institution; respond to the institutions changing student
demographics; and factor in the effect of public policy initiatives, funding challenges, and emerging technology. Table 4.2 outlines strategies dozens of colleges and universities have used that are
consistent with theory and research and have proven effective in increasing adult learner access and
completion rates. Table 4.3 provides a snapshot of innovative approaches adopted at individual colleges or universities.
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Case Studies


Colorado State University and the University of California, Berkeley, followed different paths in
developing support services for adult learners. Both institutions produced effective programs.


Colorado State University


Twelve percent of students at Colorado State University (CSU) are adult learners, 9% are student
parents, and 4% are veterans. To support this fast-growing population, CSU developed the office of
Adult Learner and Veteran Services (ALVS). Housed in the student affairs division, ALVS supports
the transition, education, leadership, and involvement of adult learners and is committed to strengthening adult learner persistence and completion rates (http://alvs.colostate.edu/home.aspx). Table 4.4
offers a snapshot of some of the services that ALVS provides.
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University of California, Berkeley


Trailblazer Alice Jordan, founder and director of the Transfer, Re-entry, and Student Parent
Center at the University of California (UC), Berkeley (http://trsp.berkeley.edu), used her personal
experience and advocacy to champion access, achievement, and success for undergraduate student
parents in 1988, which makes the UC Berkeleys Student Parent program one of the oldest and most
respected in the country. Jordan began by identifying differential treatment and a lack of access for
student parents and helped students organize themselves. She sought allies within the College of
Education and established a re-entry network and informal committees while building a culture of
evidence to demonstrate the importance of providing support services for student parents. Jordan
documented financial need for low-income, first-generation, student parents that ultimately resulted
in UC Berkeley providing a university-funded $8,000 annual scholarship to student parents who file
a FAFSA and qualify for financial aid. UC Berkeley also developed family housing, drop-in crisis
intervention, counseling, and three credit-bearing courses to assist student parents. The courses are:




	Once Upon a UniversityA survival skills course that introduces student parents to the university and the resources available to them.

	It Takes a VillageA course designed
to build community and teach
students how to successfully combine
school, work, and family.

	 Beyond the VillageA course that
addresses career and graduate school
preparation and planning, offered in
partnership with career services.
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Alice Jordan, founder and former director of the Transfer Re-Entry
Student Parent Center at the University of California, Berkeley,
stresses that from admissions to graduation, it takes a village to foster
institutional inclusion. Student affairs professionals must keep moving
forward and continue to elevate the issues and mobilize students in
order to change the culture and remove barriers for student parents
(Alice Jordan, personal communication, October 11, 2013).






UC Berkeley also offers several unique services to student parents:



	Baby Bears @ Cal Project offers information, assistance, and peer support
to student parents.

	Bear Necessities provides donated food and clothing to student parents.

	Service-learning internships specifically designed for student parents.

	SPARR: The Student Parent Association for Recruitment and Retention is a registered student
group with funding from the UC Berkeley Student Government Association that provides a
place for student parents to connect with one another and identify and advocate for their
needs. (UC Berkeley, n.d.)




Jordans legacy lives on: The student parent program has grown into the Transfer, Re-entry, and
Student Parent Program and is now housed in the Cesar Chavez Student Center. As Table 4.5 demonstrates, it has become a comprehensive program that provides a variety of services for adult learners
in addition to the services for student parents.
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State Initiatives


Recognizing the importance of educated citizens to their economic future, several states have
launched comprehensive initiatives to increase the number of adults with college degrees. This module
highlights initiatives in Florida, Kentucky, and South Carolina; Module 10 will describe the unique
approach pioneered in West Virginia.


Finish Up, Florida!


Finish Up, Florida! (FUF)
 involves 28 state (formerly community) colleges and is designed to
entice students who either stopped out or dropped out of college before earning a degree to return to
college. The initiative focuses on 87,000 students who left college within the past 2 years after completing 36 semester hours or more. Leaders at the 28 participating institutions received data relevant
to their institutions, information about forming local FUF teams, and an invitation to share successful strategies across the state. Florida also updated FACTS.org, an advising website, to guide former
students through the Florida reenrollment process
(http://www.fldoe.org/cc/osas/newsletters/pdf/completionmarch12.pdf).




Kentucky State University Project Graduate


The Kentucky State University Project Graduate targets adult students who have earned 90 college
credits but have not yet completed a degree. Students at Kentucky State University who have dropped
out and are eligible for reenrollment are offered a streamlined readmission process, priority enrollment
in classes, and a personal counselor to see them through the program. Started in 2007, this fast-track
program offers tuition assistance, application fee waivers, tuition payment plans, and credit for prior
learning and work experience. To date, 900 adult learners have returned to college and completed a
degree (http://www.cpe.ky.gov/committees/collegeaccess/projgraduate).


Palmetto College


In 2013, the University of South Carolina created Palmetto College,
 an accelerated liberal arts program
geared toward adult students 25 years and older who have taken 60 hours of college credit and would
like to finish their 4-year degree. Offered entirely online, this program includes courses from across the
South Carolina College System and provides adult learners with the opportunity to complete degrees in
business, criminal justice, elementary education, nursing, and organizational leadership. The program,
designed to increase access to 4-year degree programs in areas where access is not readily available, is cost
controlled and competitive with regional campuses (http://www.palmettocollege.sc.edu).


The Road Ahead


Cocurricular support services are essential to the success of adult learners, whether those learners are
student parents, student veterans, adult learners with disabilities, or adult learners of color. Student
affairs practitioners have valuable knowledge and skills sets that colleges and universities must leverage to sharpen their understanding of adult learners and to build institutional cultures and support
systems that meet the needs of this population. In turn, student affairs professionals must strengthen
their knowledge of adult learner theory and research as well as their ability to use the CAS (2013)
Self-Assessment Guides, the ALFI Toolkit (Flint, 2005), and the exercises suggested in this module to
identify institutional barriers and reduce gaps in support services that could have an impact on adult
learner access and success. Institutions must turn their attention to adult learners, without neglecting
traditional learners, and design and implement support services that are REAL (relevant, engaging,
assessment-oriented, and learner-centered). Student affairs professionals must use their skills and
knowledge to build new (or contribute to existing) internal and external partnerships that are essential
to the success of undergraduate adults. Finally, our collective mission is to demonstrate in a more tangible manner that student affairs matters to adult learners who need intelligent connections, direction,
and support; to faculty members who need partners in designing experienced-based, learner-centered
approaches that extend beyond the real or virtual classroom; and to their colleges and universities that
need assistance in responding proactively and effectively to the economic, demographic, and technology shifts that are reshaping both the country and the higher education landscape.
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Exercise 4.1Institutional Diagnostic


Directions: Invite a group of faculty members, student affairs professionals, administrators, and students to independently complete the following worksheet.



	Share and compare everyones responses.

	Identify and describe the present practices for each category.

	Brainstorm additional steps the area/office could take.

	Identify the top three priorities the institution needs to consider implementing in order to
increase access, improve navigation, and retain adult students.

	Present recommendations.
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Exercise 4.2Assisting Adult Students to Succeed 


Directions: Invite a group of faculty members, student affairs professionals, administrators, and students
to think about how the institution assists adult students to succeed once they are enrolled. Each member
of the group should complete the following worksheet independently.



	Share and compare everyones responses.

	Identify and describe the present practices for each category.

	Brainstorm additional steps the institution could take.

	Identify the top three priorities the institution needs to consider implementing in order to increase
success for adult students.

	Present recommendations.
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Abstract


Technology-enabled support services are beginning to play a critical role in the effort to increase retention, persistence, and completion rates among adult learners. Because 70% of the students enrolled in
higher education today fall into this category, it has become essential for postsecondary institutions
to develop and adopt creative support strategies to serve this growing and unique segment of the
learning population. Student affairs practitioners charged with the implementation of these strategies
must be knowledgeable about the tactics, tools, and technologies that will facilitate the success of
online adult learners. Without this knowledge, an institution can lose its competitive edge in attracting this distinctive grouping of students that is likely to dominate the higher education marketplace
for years to come.





The Problem Defined: Technology-enabled Support Systems


The purpose of this module is to explore the role that technology-enabled support services can play in
increasing retention, persistence, and completion rates for adult learners. The past 15 years have seen
an incredible growth in adult enrollment, much of it fueled by the expansion of online learning and
enhanced accessibility, so it has become essential for postsecondary institutions to develop and adopt
creative adult learner strategies to stand out from the competition. These strategies, however, must be
organic and flexible because of the unique lifestyles and experiences that adult students bring to the
learning experience. In addition, adult learners tend to be more female and minority than the general
student population (Eduventures, 2013). In a competitive world, the academic and student affairs
practitioners charged with the implementation of these strategies must be knowledgeable about the
tactics and tools that will facilitate the success of online adult learners.


In 2008, Eduventures predicted that the distance education market would be evolving from an
age of competition to an age of brands. Convenience, flexibility, and price were the essential
elements characterizing the competition among online education providers in the first years
of the 21st century. By 2008, the basis for competition had changed. Today, the ingredients of
reputational capital increasingly consist of a compelling learning experience, greater differentiation, stronger brand development, and an extensive menu of online support services. The world
of online education continues to move into an age of brands where the promise of a quality
learning experience and an extensively supported academic environment can position both the
student and the institution for success. In other words, adult student support services enabled by
technology will become more important than ever in transforming the student learning experience and building brand equity that can make one institution stand out from others in the clutter
and clamor of the distance education marketplace. According to Hanover Research (2012), high-quality support services are becoming increasingly important differentiators in marketing and
branding initiatives for higher education institutions. Supporting online, not just on-campus,
students has been a growing responsibility for student and academic affairs staff for many years.
Adding a branding responsibility, however, goes beyond the traditional support role and is a new
but essential duty for todays student affairs professional. Understanding how to design, develop,
and apply technology-enabled support services to build reputational capital is central to this
responsibility (Kolowich, 2013).


Technology: A Many-splendored Thing


To say technology is transforming American higher education is an understatement. Although
most observers would be correct in arguing that powerful demands for accountability, affordability, access, and a focus on learning outcomes coupled with the decline of state funding are driving
this transformation, it would be hard to deny that technology has not played a predominant role
in the process. From an academic perspective, there is no doubt that technology is changing the
way faculty carry out their teaching and students learn on campus. It has become increasingly clear
that technology-enabled support services for adult learners are equally significant and likely to be
key differentiators for students shopping for the best value among a diverse array of educational
providers. It is important, though, for student affairs professionals to understand that technology
is more of a strategic support and transformative resource rather than an answer in and of itself 
(Bitner, Ostrom, & Burkhard, 2012, p. 38). It can be used to innovate or improve the adult learning experience, but technology by itself is not the solution for meeting the unique needs of adult
learnersnor is the simple repurposing of existing or traditional student support services a viable
approach. Those intending to leverage services or enhance student success should understand that
technology touches the adult learner in a variety of ways and at many points in the support environment. Indeed, not all applications are defined by a student experiencing the technology face-2-face
(F2F) or in a direct way. At least six technological touch points can be identified to guide those
serving adult learners (Bitner et al., 2012):


1. Student/F2F technology: The student physically interfaces with the technology to actualize
the support service. For example, the learner may employ a portal entry to complete access to
a book in the library. Taking a readiness test would be another example of direct interaction
with the technology or software.


2. Social media technology: This type of touch point is also based on a physical interface with
the technology, but it is distinctively different from a Web 1.0 approach where the locus of
value is the information on a Web page or stored in an archive and accessed by the student.
With social media, the value of the technological touch point is in the Web 2.0 network of
relationships generated by participation and interaction that can become part of the learning
experience. Tools like Facebook, YouTube, Twitter, blogs, podcasts, Socrates, and more can
be used to facilitate online communities of interest and build networks of engagement and
assistance among students, faculty, and student affairs professionals.


3. Onstage technology: In this category, the student interacts with the technology to search
for support services; not to actualize the service itself. Using a website or kiosk to search for
tutoring services would be an illustration of this type of touch point. Drill down another level
in this touch point and students become even more empowered with personalized services
that allow them to shape their own chances for success (Soares, 2011). For example, a software
called SHERPA archives course preferences and allows course choices to be made similar to
the way consumers make their choices on Netflix and Amazon. Student preferences, schedules,
and previous choices are stored to create profiles. This can be especially helpful for adult learners
who may be looking for direction as they develop a sense of confidence about their choices.


4. Backstage technology: Use of e-mail, a smartphone, or Excel/SmartDraw to map or facilitate
the support service are examples of this technological touch point. Student affairs professionals
might use applications in this category to plan a service or assess diagnostics to adjust support
levels (e.g., change help desk hours).


5. Support technology:
 This form of technology supports enterprise systems, the registrars
office, advising, admissions, financial assistance, and other activities that make the adult service
support environment effective and successful.


6. Nudge technology:
 This technology touch point is multifaceted and prompt-driven. It is
intended to provide diagnostic-derived suggestions that produce behavioral changes to solve
an array of problems that may mark the students academic journey, such as class performance,
choosing the right courses, seeking out help to improve academic success, coping in life and
lifestyle changes, time management, and counseling assistance. Nudge technology can help
student affairs professionals increase adult learner engagement and academic success by
prodding students into and through college (Wildavsky, 2013).










[image: image-spot]


In spite of the power of technology, in spite of the growing belief that technology can provide
answers, we must continue to look beyond the tool to the goal. Information technology has made
possible many advances, contributing to the globalization, economic development, and democratization of society. Yet technology is neither good nor evil. It is the purposes for which it is used that
makes the difference.Technology must be applied to scholarship, preservation, and higher education
more broadly by people who have critically considered the purposes for which it can and should
be used. Design, rather than disruption, will help us ensure technology lives up to its promise.
(Oblinger, 2013, p. 6)







Student Deficiency/Institutional Solution Support Model


Much like Astins (1991) talent development view (p. 6) of academic success, whereby excellence
is measured by how much value is added to the learners intellectual and scholarly potential, student
affairs professionals have traditionally developed support services by trying to add value to the whole
person. Once a deficiency (academic performance) or need (counseling) is identified, the student
affairs professional responds by generating a solution. Most solutions or support services have a
functional basis (fulfilling a perceived need) and have been directed at the on-campus student and
traditional learning and living environment. In some cases, the services end up like many of the tools
created in the higher education industryoverly transactional and focused on the individual rather
than the group or collaborative learning context. Gap analysis represents another way of characterizing this student deficiency/institutional support model (Sener & Baer, 2002).

The traditional on-campus support model has eventually served as the basis for identifying other
weaknesses in the virtual learning environment. Most important:


  

Serving the off-campus student has not been part of the mainstream campus agenda for most
institutions due to a lack of both the resources and the flexibility to meet the unique needs
of these students. Where service has been provided, it has most frequently come from the
units offering distance courses or programs (e.g., the Division of Continuing Education).
On many campuses this has resulted in duplicate systems, one for off-campus and one for
on-campus students, supporting such core services as admissions, registration, and student
accounts. (Shea & Armitage, 2002, p. 1)
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Responsibility for other noncore services, such as advising and technology support, has often fallen
to faculty members teaching the courses. The goal should be to implement student services online
for as many of the on-campus and off-campus student needs as possible (that is, minimize offline
services), as illustrated in Figure 5.1. A lack of comparable services for the off-campus relative to the
on-campus learner may even violate accreditation standards in some cases (Shea & Armitage, 2002).


Without an adult learner strategy to provide online support services, many institutions end up with a
menu of services that is functionally based and fixed in time. The services may be decentralized and fragmented, complex, inefficient, and difficult to navigate for many students. This is especially troublesome
for adult learners who want to focus on a limited array of online servicesthe big four being financial
assistance information, acclimation to the virtual learning environment, prior learning assessment, and
a set of success tactics that is proactive, positive, and personalized. Given that support services at many
institutions tend to single out students for special attention by accusing them of not being prepared or
referring to them as at-risk, a transition to Web-enabled adult support could be the opportune time for
student affairs professionals to move away from services that are reactive, accusatory, and un-inviting. If
youre a newly enrolled adult learner and your first contact with a universitys support services considers
you to be a possible failure, would you be likely to use them again ( Jarrat, 2013)? Institutions would be
wise to move from a prevent-failure approach to a proactive, success agenda. Few adult students want to
be managed as a failed learner in the making.


Where Are We Now?


As suggested in the preceding section, the repurposing of traditional on-campus support services to
a virtual learning environment or the launching of new online servicesunless guided by careful
planning and mappingcan produce a decentralized array of services that is likely to be fragmented,
complex, inefficient, and difficult to navigate. This has been the case at many institutions where support services have been implemented in an ad hoc fashion, with little cooperation between distance
education and student affairs professionals. Instead of including the adult learner/customers perspective, there is a tendency to simply assume that the service can be added by purchasing a piece of
technology or adding another staff position. The prevailing attitude has been to see technology as the
easy way out of the service challenge. This additive approach usually fails to consider how services fit
together. As Jack Dorsey, the CEO of Twitter, reminds us, the best technology reminds us of who we
are (Haynie, 2013, p. D1). In other words, as educators and professionals we need to co-design with
the customer the actual support service before we launch it. Only when we put our feet up on the desk
and look out the window to think will we create an adult learner experience that is easy, effective, and
enjoyable (IntelliResponse, 2013).


The prevailing approach to planning adult online learner support services needs to go beyond
outdated thinking about students as having deficiencies that need to be addressed by the institution.
Crawley (2012) described the current design and development of support services as the phased
approach to online student services planning (pp. 194198). It consists of seven phases: prelaunch,
assessment, planning, design, development, implementation, and evaluation. The ultimate goal of
this strategy is to create a system of support services that is integrated and aligned; not complex,
confusing, or disconnected.


When applying this template for creating support services online, an institutions team can use
lessons learned from previous experience. One of the best set of precepts comes from Guidelines for
Creating Student Services Online (Shea & Armitage, 2002). These precepts are derived from the results
of the Learning Anytime Anyplace Partnership (LAAP) project described by Shea and Armitage
(2002) and consist of 10 philosophical principles to be considered in each of the seven phases. Taken
together, these principles create a context for planning and provide cautionary notes on the use of
technology in the planning process.


Big-picture Principles



	Its about people, not technology. Moving student services to the online environment is
primarily a challenge of leading people in a new direction. Dealing with politics, policies,
practices, and culture are human, not technical, issues.

	Its time to end the silos. Student services have developed over time as the need for them arose
on campus. Many have separate policies, practices, and technical infrastructures. New technologies make it possible to integrate services into a cohesive system of student support. This
requires reengineering student servicesdesigning new policies and practicesand takes a
cross-functional campus team to make it happen.

	The user is king. Web-based services should be designed from the users perspective. Students
are primarily task-orientedthey want to pay a bill, run a degree audit, schedule an appointmentand they dont want to think about which department provides what service. They
prefer a single sign-on to integrated, customized services and the options of self-service,
general help, and personalized assistance. The full range of optimized services includes online
and real-person/real-time resources.

	Internal consistency and integrity are vital. The extent to which an institution puts its student
services online should be consistent with its mission, culture, and priorities. If an institution
is enrolling distance students in online courses, it must provide those students with accessible
services of equal quality to those for campus-based students. Otherwise, these students cannot
be expected to succeed at the same rate and it calls into question the institutions commitment
to learning for all of its studentsnot just those privileged to come to campus.

	Technology should enable new services, not define them. New technologies and software
updates arrive on the market at a rapid pace. In envisioning new services, the focus should not
be limited by what is possible today. By defining the ideal and then phasing in the solutions as
the technology becomes available, the best service will result.

	Outside experts move projects forward. Outside experts bring a broader perspective and
objectivity that can help transcend campus politics. Scheduled visits from a consultant in
organizational change or best practices in online student services also provide motivation
for project teams to accomplish goals. In some cases, the expert may not bring new expertise,
but rather validate what the campus is doingand this can be equally important to project
progress. The LAAP project partners identified site visits as one of the most important influences in their success.

	Distance education staff and student affairs professionals should take a joint leadership role.
On many campuses, staff members in the distance education or other outreach unit have
provided both the courses and the services for distance students for many years. They have
tremendous expertise in providing remote services that are convenient and just-in-time. As
todays campus population looks increasingly like the distance population, it is important
that this experienced staff work with student affairs professionals in the redesign of services to
support all students. On some campuses, student affairs professionals have not felt the need
to become involved in designing support services for both the traditional and virtual learning
environments. This will not work in an age of brands where adult student support services
become part of the value proposition in building reputational capital.

	Developing decentralized services means focusing on commonalities while respecting
differences. Perhaps as much as 80% of a service is the same across campus, but the last 20%
can vary significantly. The trick is to design a system that builds on commonalities with the
flexibility to accommodate differences via customization. That means understanding the
needs, processes, and policies of each college/department/program in enough detail to make
the system work for them.

	First things first. It is ideal to put the administrative core servicesadmissions, registration,
financial aid, student accountsonline first as a foundation. These centralized services have
many established rules, regulations, and operating procedures so it is easier to achieve consensus
about what the new services should be like. Then you can move on to the decentralized ones
where each department may have its unique needs.

	There will never be enough time or money. Redesigning student services with technology
applications costs money and takes time, particularly in the startup phase. Projects will expand
to fill both limits so it is better to get started than wait for the perfect combination of time and
money, which may never come.




The logic of the phased approach, shaped and conditioned by these big-picture principles, moves the
planning and design of adult learner support services another step toward creating a systemic, integrated,
and aligned menu of online services enabled by a variety of technologies. Adding the element of collaboration between distance education unit leaders and student affairs professionals represents another key to
developing the deep engagement and responsiveness needed for adult online enrollment success.


Where Should We Be Going?


Without doubt, progress has been made on the way in which student affairs professionals use a process
model to develop student support services in the virtual learning environment. Moving from the earlier
student deficiency/institutional solution model to a more comprehensive phased process informed by
big-picture principles represents notable improvement. There remains ample room, however, for innovation and movement toward meeting adult learner expectations of student services. In an age of branded
competition, adult student services are already becoming a critical part of how students choose which
institution to attend (Hanover Research, 2013b). If nothing else, excellence in online student support
services can be a powerful marketing tool in an age where brand equity is the differentiator.


For some innovators, technology is the key to leveraging student support services, but Crawleys
(2012) rendition of the phased planning model indicates clearly that technology is a facilitator and
implementation tool. Its the people in the process that matter the mostand the most important
people are the adult learners using these services. Much of the literature on online services recognizes
that there is a perception that services are delivered to the student by the resources put in place by
the institution and students are led to the service. This is accurate to a point. Yet, there is a need to
continuously improve the support infrastructure and processes. Constantly evolving integration and
a cohesive system of student support (as noted in the big-picture principles) is essential for advancing
student success and satisfaction over the long-term to adult learners scattered throughout the virtual
learning environment. This is unlikely to occur unless another big-picture principle is actualizedthe
user is king. A technique that accommodates the continuous improvement imperative and puts the
user in the mix as a perpetual cocreator of the support service is important. One of the most underutilized techniques for accomplishing both objectives is service blueprinting. Supplementing the phased
approach with this powerful technique would serve as one more advancement in the quest for excellence in creating adult student support services.
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Regardless of your current level of success, a basic SWOT analysis, or Center for Transforming Student
Services (CENTSS) Audit (http://www.centss.org), is a great way to create a strategic road map for
continuous improvement for the delivery of effective and efficient support services for adult learners.
At Fort Hays State University, our SWOT analysis focused on the following questions: (1) In which
areas are our current online student support services in alignment with current best practices and
innovation? (2) Where can we make the strongest and most immediate contribution to improve the
delivery of online student services? Key aspects of our process included a blended team of student
and academic affairs staff and a report prepared by an external consultant (Hanover Research) to
inform our analysis.



The exercise both enabled us to better articulate our current robust student service menu benchmarked against best practices and acquire new resources for the next step projects identified as high
priority by our SWOT analysis. The exercise further served as a powerful motivator for continued
interdisciplinary staff engagement teams, senior managements understanding of both the needs of
adult learners and the desire of staff to address those needs, and ultimately increased benefits for adult
distance learners that should lead to increased retention and graduation rates. Brad Goebel, director
of strategic communication and marketing, Fort Hays State University (personal communication,
September 7, 2013)






Strategies and Approaches: Current Practices for Assessing
Readiness to Take Distance Education Coursework


Learning style, technical skills, and personal workload are major factors in determining degree completion for adult online learners. Educators can assess a students level of readiness for online learning
with a variety of screening tools, including exams, questionnaires, and primer courses. In addition to
assessing readiness, these screening tools can identify a students learning strengths and weaknesses,
therefore illuminating potential problems before they become major issues. Just as students must be
ready for online learning, instructors have to be prepared to teach them. Because online teaching
involves significantly different instructional design and pedagogical delivery, faculty should also assess
their level of readiness for teaching in this new platform.


With the demographics of adult online learners being so diverse, institutions must be able to assess
a students level of readiness. According to Hanover Research (2013b), gauging a students level of
preparedness is the first and most beneficial pre-intervention measure for ensuring student success.
Therefore, an instrument or screening tool should be used to assess a students learning style, computer
skills, self-reliance, time management abilities, and cognitive skills (Hanover Research, 2013b, p. 11).




Assessment of Readiness Exam


The readiness assessment exam is one of the most popular testing methods for institutions that offer
distance education. This self-exam asks a variety of questions regarding a students class necessity, preconceived ideas about online learning, cognitive learning abilities, technology usage, studying habits,
and level of commitment. Students whose scores fall below an acceptable rating are usually advised
to investigate their level of readiness further or provided with strategies to increase their chances of
success. Table 5.1 provides a sample assessment of the readiness tool used by The Community College
of Baltimore County in Maryland.


One vendor-produced readiness tool that has revolutionized testing is called SmarterMeasure
(http://www.smartermeasure.com). According to Crawley (2012), most students tend to overestimate their technical skills in regard to online learning. In order to combat this self-inflation,
SmarterMeasure assesses crucial technical skills, such as screen reading, typing accuracy, and speed. By
adding the feature of skill efficiency, SmarterMeasure provides a more accurate and thorough assessment of readiness.
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Learning Styles Questionnaire


The learning styles questionnaire, an extension of the assessment of readiness exam, focuses on
cognitive learning abilities. Because the online learning environment is predominantly in a written
format, students who are visual learners, rather than auditory or kinesthetic, may be at an advantage.
Most people use all three learning styles, but one tends to be dominant. If the dominant style is not
conducive to online learning, and the student is unable to adapt to another learning style, the traditional classroom setting may be in his or her best interest.


Primer Course


For adult online learners who demonstrate a lack of readiness, an orientation or primer course
may be a viable solution. A student who has never experienced online education may be unaware of
the extensive time commitment and frequency of interactions (Hanover Research, 2013b). However,
a primer course, usually 1 week long, allows first-time online learners to become familiar with
important topics and issues related to distance education: time management, student accountability,
online communication skills and communities, research and resources, technology considerations,
and study habits (Alford & Lawson, 2009).


Faculty Evaluation


Because online education requires an adaptable and unique kind of instruction, some institutions
are starting to use assessment of readiness exams for faculty. The University of Central Florida is
currently using a faculty readiness form that evaluates prior online teaching experience, practices,
and teaching philosophy (Cavanagh, 2011). If faculty members demonstrate that they meet university standards for online instruction, they can be exempt from taking the universitys 8-week
online course design and instruction workshop (Cavanagh, 2011). Because the workshop is comprehensive, instructors with an abundance of online teaching experience may not find the extensive
seminar advantageous.


Early Adopters and Re-active Innovators:
Successful Examples From Colleges and Universities
With Effective Support Services for Adult Learners


In an attempt to better serve online adult learners, some institutions have adopted new support systems, centralized their old processes, or taken special initiative to discover and meet the needs of these
students. Table 5.2 provides examples of benchmark institutions that have successfully developed a
support system geared toward online adult learners.
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The National Society of Leadership and Success was founded with the sole purpose of creating
lasting positive change. Beginning with a handful of chapters, the society now reaches tens of thousands
of students at hundreds of chapters around the world.We encourage community action, volunteerism,
personal growth, and strong leadership from our chapters and members worldwide. The National
Society of Leadership and Success is an organization that helps people discover and achieve their
goals. It offers life-changing lectures from the nations leading presenters and a community where
like-minded, success-oriented individuals come together and help one another succeed. The society
also serves as a powerful force of good in the greater community by encouraging and organizing action
to better the world.



The guiding question we established to shape all the important decisions the organization makes is:
Are we helping the greatest number of people in the greatest way?The societys online chapter was
created to provide our leadership program to students unable to travel to campus frequently enough
to complete the requirements toward becoming an inducted member. Since its inception, the online
chapter has given thousands of students the opportunity to participate in our life-altering leadership
program from the comfort of their own home. Matthew Sarlo, chapter support coordinator,The
National Society of Leadership and Success (personal communication, September 16, 2013)











Service Blueprinting:
A Transformational Support Service Strategy
for Serving Adult Online Learners


Servicing your customer is a truism in the world of business and in many other types of organizations. In terms of success strategies, top performing businesses have long understood the financial
ramifications of a satisfied and engaged customer  customer-centricity continues to be a theme
for success (Aberdeen Group, 2013, p. 1). But even in the business world, it is often difficult to
change the mindset of an organization to make customer service initiatives a high priority. Simple
inattention is often the culprit. At other times,
it is intentionally ignored because an organizations leaders are skeptical that profits and a
service orientation are in any way correlated.
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To ensure online learners have access to needed services:



	Put yourself in your students shoes. Go online and try to
do everything that any student would have to do, from
registering for classes to accessing tutoring. That process
will show you where the real barriers are.

	Create a map of everything students must do from the day
they apply to the day they graduate. Provide links along that
map to direct students to each place they must go for services.
Make sure all students get a copy of the map and links.

	Make sure students know about hidden resources.
Those are any resources that arent necessarily widely
publicized but that could help them along the way.

	Identify the students who need the most support. Develop
an advisement model that works more proactively with
them. If you have a very limited support staff, make sure
staff members are working intensively with high-need
students. Support staff can work reactively with students
who are skilled at finding the services they need.

	Plan for periodic evaluation.Wrinkles can appear along the
way, so be sure youre taking time occasionally to survey
online learners to find out how satisfied they are with the
support available to them. Adjust services and systems
according to their feedback. (Amato & Burns, 2013)








In the world of higher education, even less
credence is given to the idea that good customer
service could be related to student and enrollment success. Philosophically, many in higher
education resent the introduction of business
concepts and terminology into the academic
environment (Raisman, 2002).


Increasingly, however, this proscription is
beginning to change. More institutions and
academic professionals have had to face the realization that customer service is treating students
as if they counted. It places students, their need
for being valued as individuals and their learning
at the center of the enterprise  customer
service is simply fulfilling the real expectations of
studentsexpectations. Not wants. Not desires,
but expectations (Raisman, 2002, pp. 19, 67).
Like most anyone else, students, and adult
students even more so, want support services
that deliver what they need, consistency of experience, a quick resolution of their problem, and
an encounter that makes it clear that someone
cares. As Steffensen Pauls (2013) noted:


  

Students really care about the experiences theyre having. A lot of institutions focus solely on academic quality.
Thats certainly important, but the
other piece is ensuring students receive
great customer service from the people they interact with across the institution. I know we
dont like the words customer service in academia, but the reality is that adult students expect
good customer service. (p. 12)


In other words, customer service is both a student success tool and a marketing strategy. Satisfied
students tell other potential students about their experiences.


As Ostrom, Bitner, and Burkhard (2011) argued, it is essential to view higher education as a service
centered on the student, the support service experience as a constant source of information, and the
student as a cocreator of value. From their perspective, the student experience is the focus; not just the
fact that a student has a need, for example, for financial assistance. What follows is a set of excerpts
from Ostrom et al. (2011) that provides the reader with the essential elements of service blueprinting
as a process modeling technique. More detail about this mapping and modeling process is available in
the resource literature at the end of this module.


Essential Elements of Service Blueprinting as a Process Model



	Higher education should be seen as a system of services. Higher education is a service, or a
service system, and transformative issues aiming to address problems like adult student support
will benefit from being viewed through a service lens. This puts the customer at the center of
improvement and innovation initiatives, considers the customer experience to be a foundation
for analyzing and making enhancements, and assumes the customer is a cocreator of value.

	The student is the center of service in higher education. In the context of higher education,
this means that the student is the center, the students experience is the foundation for analysis,
and the student is the cocreator of his or her educational experience and ultimately the value
received. Viewing students as customers has a charged history in higher education, but as the
economy has become more service-dominated, it can be beneficial to apply lessons from other
businesses to help improve higher education.

	Customer-centered improvement techniques should be focused on the student experience.
Students need to be at the core of higher education reform. To move in this direction, tools
and techniques shown to facilitate customer-focused improvement and innovation should be
applied in higher education in order to successfully develop and implement positive change in
the student experience and outcomes.

	Service blueprinting can be used to visualize and detail Internet-enabled adult student support
services. Service blueprinting is a simple-to-learn process-modeling approach that facilitates collaboration among key contributors and stakeholders across a broad customer experience to create a
visual depiction, or blueprint, of a service. The service blueprint highlights the steps in the process,
the points of contact that take place, and the physical evidence from the customers point of view. In
Figure 5.2, the steps involved in the student experience are shown chronologically from left to right
across the top of the blueprint in the customer actions row. The role of technology in delivering and
supporting the service is clearly apparent in the row labeled Onstage Technology Actions and
in the row labeled Support Processes. Whether the technique is being used to examine existing
services or to develop new ones, the discussions that occur during the blueprinting process have the
potential to improve or conceptualize services in important ways.

	Service blueprinting and the re-imagination of online adult student support services.
Beyond detailing support services, service blueprinting can help university leaders and
employees redesign, reinvent, and reimagine their educational offerings and service processes
from the students point of view. It is important to ask whether the changes proposed will
improve or worsen the student experience and outcomes. Do the changes eliminate pain
points, moments during the service that customers or university employees perceive to be
annoying, challenging, or dissatisfying, or do they create new ones? Do the changes lead to
innovative and sustainable educational models or just reinforce existing ones? Do multiple or
new initiatives work at cross purposes and not align with the student experience?

	Blueprinting, technology, and new and emerging applications. Using a service lens to view
higher education allows you to put the student at the center and to consider higher education
as a cocreated set of activities and initiatives that have value only in their use over time. Service
blueprinting is valuable for illustrating the student experience and for bringing the right parties
together to support the innovation and improve the existing services that can transform higher
education. Blueprinting is easily learned and is applicable across all types of services in higher
education. It makes the strategic importance of technology immediately apparent. Technology
(both Web 1.0 and 2.0) is as an innovative way to deliver and also support the student experience.
As a tool for encouraging high tech/high touch, technology can help with process orientation,
decision making, personal recommendations, proactive communications, and real-time interaction with the institution (Venable, 2011). Using service blueprinting to strategically integrate technology into institutional processes and offerings will, ultimately, transform the student experience.
Equally important, service blueprinting is a powerful technique that can add value to the current
phased approach to designing and developing online student services by defining each phase with
greater precision, clarifying the processes involved, and revealing the parts of the support service
that may need modification or replacement. Blueprinting each of these support tools can only
improve their use and enhance the possibilities of academic success for the adult learner.




Conclusion


Increasingly, an institutions competitive position depends on the availability of compelling learning
experiences, greater differentiation between itself and its peers, a more powerful brand promise, and
the provision of a comprehensive array of services for the online learner. This module has emphasized
the potential of technology-enabled support services as tools, tactics, and techniques for enhancing the
retention, persistence, and completion rates of adult learners. Knowing about these support methods
is important to the 21st century student services professional. But being aware of these approaches is
not sufficient. Student services professionals must become skilled at designing, developing, and applying technology-enabled applications. Repurposing existing campus support services is not enough.
In fact, designing technology-enabled support services for e-learners and off-campus students offers
student affairs professionals unique opportunities to assess and strengthen their current support service
model for all students.
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Service blueprinting has strong application for defining and
refining new and emerging adult learner support tools like
coaching, mentoring, prior learning assessment (PLA), and
massive open online courses (MOOCs).





However, student affairs
professionals will not make the jump from good
to great until they routinely employ strategies
like service blueprinting to refine technology-enabled processes, programs, and services. In the
final analysis, technology is a tool that student
affairs professionals must use effectively and
intentionally to increase access and success for
all students, whether they are attending classes
on campus, at off-campus sites, or online.
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Recently, the University of Maryland University College (UMUC) has received press for granting
college credit for several MOOCs. I want to clarify, were not granting credit for the simple completion
of all MOOCs.Very specifically, right now, its six MOOCs that have been evaluated by the American
Council on Education.This is really just part of what weve been doing for 40 years.



I realize that this makes headlines because everybody is very interested in MOOCs, but, honestly,
we see it as just one more way to respect and honor adults ability to learn outside of the traditional
college classroom.We have quality processes to measure the learning so that we are sure the student
meets the standard that a student would meet if he or she takes the course with us.This means that
whether through a MOOC, a college class, or on the jobif a student can demonstrate that he or she
has achieved the learning standard of a UMUC course, we grant them the credit.



So this makes it interesting to bring student affairs professionals into the conversation with traditional-age students. Students learn a great deal in the extracurricular, residence-hall programming, student
leadership portions of their experience in college. Why dont we consider ways to help students
translate that learning so students can earn college credit in topics such as diversity studies, leadership
and management, political science, or education? Some colleges have a cocurricular transcript for
students to list their outside activities while in college, but this is still not the same as college credit.
Think of it as a local internship for credit.



Student affairs professionals I have worked with are quite knowledgeable of learning outcomes and
how SA [student affairs] activities can support the learning environment. The more we can broaden
how students learn and receive credit for college-level learning, the richer will be students experience
and accessibility will be expanded. Marie Cini, provost, University of Maryland University College
(personal communication, September 11, 2013)
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Abstract


Student veterans have served our nation in various ways, many in combat, and they come to college with the goal of rejoining the civilian population and contributing to society in a meaningful
way. Student affairs professionals have a key role in facilitating student veteran success, and that role
need not be complicated or difficult. This module identifies innovative practices and programs in
working with veterans and describes the types of on- and off-campus partnerships that institutions
should build to increase the persistence and completion rates of veterans. Finally, this module offers a
conceptual model for facilitating the success of veterans in college and outlines the role that student
affairs professionals have in veteran success




Student Veterans: A Diverse and Unique
Adult Learner Population


Student veterans go to college with aspirations of rejoining and contributing to civilian society in
meaningful ways. Post-9/11-era veterans come to college with a great educational benefit package
that virtually eliminates the obstacle of the cost of higher education. However, student veterans
do need help navigating campus structures, building personal support systems, and participating
in positive academic experiences. Student
affairs professionals are one of the keys to
helping student veterans obtain the support
they need. They can help institutions create a culture that advocates for veterans and
that values and builds on the diversity and
unique perspectives student veterans bring
to campus. Student affairs professionals can
lead the way in helping support staff and faculty acquire the knowledge and develop the
skills needed to support veterans effectively.
Finally, student affairs professionals can collaborate with their faculty colleagues to assist
the student body in embracing student veterans as a positive addition to the campus, thus
creating a campus culture that focuses on the success of veterans and is
veteran-friendly. This
module provides an overview of theory, research, and best practices for student veterans that
can help student affairs professionals, faculty, staff, and nonveteran students build a veteranfriendly environment.
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Veteran-friendly
 is an underdeveloped concept often used
without a definition. One comprehensive definition refers to a
campus that identifies and removes barriers to the educational
goals of veterans, creates a smooth transition from military life
to college life, provides information to veterans about available
benefits and services, creates campus awareness of the student
veteran population, and creates proactive support programs
for student veterans based on their needs (Vacchi & Berger,
2014, p. 125).







This module offers an understanding of the inclusive definition of the term
student veteran,
which helps to frame this unique population, since it is their immersion in the military culture
that makes student veterans different from traditional students (Vacchi, 2012). This module also
discusses the distinctive needs of student veterans entering or returning to college and describes this
population for the reader. Although the student veteran literature still lacks a clear leading voice,
this module assesses the strengths and limitations of recent research (e.g., DiRamio, Ackerman,
& Mitchell, 2008; DiRamio & Jarvis; 2011; Livingston, Havice, Cawthon, & Fleming, 2011;
Rumann & Hamrick, 2010); describes innovative practices in working with veterans; and provides
examples from institutions that have implemented one or more of these innovative practices. This
module also describes on- and off-campus partnerships that institutions can build to increase the
persistence and completion rates of veterans and outlines the student affairs professionals role in
building these partnerships. This module concludes with a conceptual model for facilitating the
success of veterans in college.


American society treats post-9/11-era veterans much better than society treated Vietnam War-era
veterans. Even with this progress, anecdotal conversations at conferences and in meetings across the
nation reveal uncertainty about how to work with student veterans to facilitate their success. Further,
veteran sentiment in the empirical literature consistently offers a description of veterans who feel
isolated on college campuses. Although this module is not all-inclusive, it offers a brief orientation
and some tools to begin serving our nations veterans in college. With this orientation and a collaborative approach that includes the student veteran perspective, institutions will see their veteran
population grow into a robust and productive student population that is a source of great pride for all
members of the campus community.




Defining and Describing Student Veterans


Student veterans are among the most unique and least understood populations on the 21st century
college campus. Unfortunately, much of what campus community members do know about student
veterans is based on misinformation or dated information from past veteran generations, particularly
the Vietnam War era. This module frames the population based on the comprehensive description
of the student veteran population in Volume 29 of the Higher Education Handbook of Theory and
Research (Vacchi & Berger, 2014). However, before describing this population, it is important to
discuss the logic for using the term student veteran as opposed to veteran student, or military student.
First, student veteran is the most common term used for the student population comprised of current
or former military members. Second, veteran student suggests a label for students who have been on
campus for a long time without leaving. Finally, military students may more accurately describe the
students of our military academies or colleges (Vacchi & Berger, 2014). Hence, the term used in this
module is student veteran.


Regardless of the term used on any particular campus, it is important to use that term to
describe an inclusive student population of
all current or former service members. Vacchi
(2012) defined the inclusive population for
student veterans as any student who is a current
or former member of the Active Duty Military,
the National Guard, or Reserves regardless of
deployment status, combat experience, legal
veteran status, or GI Bill use (p. 17).
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Student veteran
 is the most common and logical term for the
student population consisting of veterans and currently serving
military members. The NASPA Veterans Knowledge Community
(n.d.) recommends using this term to minimize confusion between
campuses about this population.





The National Clearinghouse for Educational Statistics (NCES) term
independent undergraduate most closely represents the student veteran population, with more than 60 percent of student veterans being married, married with children, or single
parents (Radford, 2011). Perhaps the most obvious distinction between student veterans and traditional students is age, with less than 16 percent of student veterans being under age 24 and roughly 60
percent being between ages 24 and 39 (Radford, 2011). A less tangible difference, but perhaps more
important, is that student veteran experiences differ considerably from those of traditional students,
aligning even the youngest student veterans with adult learners. It is important to understand that
student veterans have been powerfully and positively socialized to the military culture (Vacchi, 2012),
which means traditional approaches to student development, and sometimes classroom instruction,
may alienate them.


Student veterans are as demographically diverse as the general college-going population (Radford,
2011), with the exception of women, who comprise roughly 35 percent of the student veteran population (Holder, 2011), but approximately 57 percent of all college students (U.S. Census Bureau,
2013). However, only 15 percent of military service members are women (U.S. Census Bureau,
2013), confirming that women use their GI Bill benefits at greater rates than men do (Holder, 2011).
Hispanic and Black student veteran populations are generally similar to the general population,
whereas Asians are underrepresented both
in the military and among student veterans
(Radford, 2011).
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Not all veterans were
Soldiers: This is an Army term. The Navy
has Sailors, the Air Force has Airmen, the Coast Guard has
Coastguardsmen, and the Marine Corps has Marines. In recent
years, the U.S. government formally acknowledged all of these
words as proper nouns that should be capitalized for internal
communication (U.S. Army, 2013). Members of multiple
services are military or service members.





Veterans may seem like a homogenous culture,
given the pervasive uniformity of training
and socialization that instills a level of respect
for all military members, despite traditional
demographic differences. Therefore, in order to
acknowledge the diversity of veterans, it may
be more useful for student affairs practitioners
to think of military branch (e.g., Army, Navy),
service component (i.e., Active Duty, National
Guard, or Reserves), or combat experience
as the most relevant aspects of diversity within the student veteran population. The positive effect of
embracing this seemingly complex array of military service backgrounds is that it may be the best way to
demonstrate respect for a veteran. One need only refer to certain Marines as Soldiers to hear the impassioned response, Im a Marine, indicating that the Marine Corps culture instills a permanent status as a
Marine, while the rest of the military refers to service in the past tense, such as, when I was a Soldier  


Contemporary student veterans, unlike their veteran predecessors, all volunteered for military
service and are not primarily from the poorest families (Vacchi & Berger, 2014) as were many of
their drafted predecessors. A comprehensive analysis of the background of student veterans does
not exist, but first-generation status may be a prevalent factor for student veterans. Finally, until the
wars connected with the Global War on Terror are over, it is highly likely that contemporary student
veterans have combat experience or overseas deployments. This differentiates post-9/11 student
veterans from their immediate predecessors of the Montgomery GI Bill era who served between 1975
and 2001 and are largely not combat veterans. These distinctions should compel the higher education
community to seek a specific understanding of post-9/11-era student veterans.


Considering the Student Veteran Literature


The post-9/11-era student veteran literature is the most concentrated effort to explore veterans on campus
since World War II, but it is insufficient in quality and quantity. Much of the recent literature on student
veterans (e.g., DiRamio et al., 2008; Livingston et al., 2011; Rumann & Hamrick, 2010) uses qualitative
methods with uncertain success. Still, because of a general lack of empirical knowledge about student
veterans, qualitative approaches may be the best method to explore and explain the experiences of veterans in college. However, the combined sample of these qualitative studies is less than 50 student veterans,
and the methods may not be grounded in adequate theory and methodology, resulting in questionable
application for other campuses. Further, the exploration of these studies largely involves the transition
from the military to campus culture and overlooks the rest of the college experience. Finally, these studies connect with traditional student literature through Tintos (1993) theory rather than nontraditional
student theory (e.g., Bean & Metzner, 1985), or they use Schlossbergs (1981) counseling framework.
Both of these approaches appear problematic for framing and conceptualizing the experiences of student
veterans. Table 6.1 depicts a brief summary of recent studies on student veterans.
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Similarly, a recent series of quantitative reports attempt to explain the background, experiences,
and services for veterans on college and university campuses. These studies (i.e., Cook & Kim, 2009;
Holder, 2009, 2011; Lang & Powers, 2011; McBain et al., 2012; Radford, 2009, 2011; Steele et al.,
2010) do not connect with any higher education literature or theory and offer few comprehensive
insights into the experiences of veterans and few ways to serve student veterans better.
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Benchmarking may be the best way to take constructive first
steps to tailor programs, services, and policies to individual
campuses. Create a veterans task force and develop a diverse
team, including student veterans, to establish a guiding philosophy, specific goals, and an initial menu of programs and support
services for veterans.





Although useful for starting a national
conversation about student veterans, these
studies demonstrate the inefficacy of trying to
apply Tintos (1993) theory and Schlossbergs
(1981) 4S Model to understanding the
college experiences, and even the transitions,
of veterans. Throughout this literature, the
subject of identity negotiation recurs as a
central component of transition challenges,
yet the literature insufficiently explains how
Schlossbergs model or Tintos theory helps us
frame identity issues. This has caused this body
of student veteran literature to be obscured by a
debate over the applicability of conceptual models or theoretical frameworks.


Beyond these studies, there is an absence of research or scholarly publications on the entire college
experiences, identity, or complete transition from military to civilian life of student veterans. Until
a more robust body of literature and empirical studies emerge, individual campuses are best served
by researching and tracking their own student veteran population and benchmarking services and
programs with peer institutions. Exploring the approaches offered in this module can help a campus
create the structures needed to facilitate student veteran success.


Select Approaches to Student Veteran Services


Many veterans may not need any help whatsoever when they come to college, but this does not absolve
campuses of the need to be prepared to work with veterans who need some, or even substantial, help
to succeed. The following approaches represent some of the most effective strategies for translating
theories and research into processes, programs, and services for student veterans.


Navigating the Campus


Many freshmen feel lost when arriving on a college campus, and this can be disconcerting for
veterans who are used to advocating for themselves and resolving their own issues but who cannot,
because of the stark differences in campus structures compared with military organizations. Perhaps
a difference between the typical veteran and the typical traditional-aged student is that veterans are
likely to need help navigating the various campus bureaucracies only once, while younger students
may need help multiple times.




Education Benefits Processing


Virtually all student veterans in the near future will need assistance processing benefits. Federal law
requires each college or university to maintain a certifying official trained in the processing of GI Bill
benefits through the VA Once system. The magnitude of this responsibility will vary according to the
size of the institution and the number of student veterans on campus, but timely and accurate processing of educational benefits appears to be the most important need that a higher education institution
can address for student veterans (Radford, 2011; Steele et al., 2010; Vacchi, 2013).
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One area on which existing research agrees is that the timely and
accurate processing of education benefits is the most important
veteran-related administrative task for any institution.







Peer-to-Peer Support


Most student veterans enjoy the camaraderie
of being around other veterans. Veterans can
thrive on regular contact with other veterans
and may benefit from frequenting a student
veteran lounge or joining a student veteran
organization. Still, while most veteran-to-veteran contact can be healthy, student affairs
professionals connected with student veteran
organizations should mitigate the potentially isolating effects of a homogenous veteran group
(Rendn, Jalomo, & Nora, 2000). With less than 10% of the U.S. population as military veterans,
it is unlikely that the typical student veteran will work in an organization dominated by veterans
after graduation. Part of a healthy transition to civilian life should be some degree of interaction
with nonveterans during college. Although empirical evidence demonstrates that social integration
with a campus culture does not influence nontraditional student retention rates (Bean & Metzner,
1985), this evidence does not suggest that intentional isolation from traditional students in academic
or social settings is appropriate. Veterans should develop comfort interacting with nonveterans in
academic settings and should become comfortable as veterans in a nonveteran world. Still, the ability
to reach back to other student veterans for support from time to time can facilitate transitions for
student veterans.



Learning Resource Center/Tutoring Center


Many students benefit from peer tutoring, and veterans do, too. Their reasons for needing
academic assistance may be different from traditional students, however. For example, unlike traditional students, veterans are likely to have had 3 or more years since their last formal education setting
other than military training. Many student veterans benefit from activities designed to refresh their
skills related to note taking, study strategies, library skills, writing, math, and time management.


Disability Services


Veterans may need an array of services from the office of disability services, including physical
disability accommodation, special testing accommodations (e.g., quiet or solitary rooms, extra test
time), and note-taking accommodations (e.g., smart pens, digital recorders, personal note-takers).
These accommodations are available at all colleges and universities and need not isolate a veteran; in
fact, some campuses striving for veteran-friendliness offer these special test and note-taking accommodations to all veterans to preclude any disability stigma for veterans.


Veteran Health Care


Some veterans may need psychological counseling to cope with the dramatic transition from the
military to civilian life. Although the number requiring these services is much smaller than recent
false reports and poorly informed studies would suggest (Vacchi & Berger, 2014), institutions must
be prepared to offer this support. This counseling may involve the signature wounds of the Global War
on Terror: post-traumatic stress disorder (PTSD) and traumatic brain injury (TBI). Although PTSD
is a psychological response to traumatic events most frequently occurring in combat, this condition
can also be found among other students who are survivors of traumatic nonmilitary incidents. Still,
the prevalence of PTSD among student veterans is likely to be higher than among nonveteran
students; recognizing the signs and symptoms of PTSD can be critical to early intervention for some
student veterans.


Traumatic brain injury is a physical injury, also appearing among athletes in contact sports, in
which a concussive event causes the brain to move around inside the skull, bruising the brain lining.
It is unlikely that many campuses have medical professionals well versed on TBI or PTSD, but
being able to identify these injuries from known symptoms may help campus health staff to make
an appropriate reference to a Department of Veterans Affairs (VA) medical facility near campus.
Information about PTSD and TBI can be found at the VA website (http://www.ptsd.va.gov and
http://www.polytrauma.va.gov).


The One-Stop Shop


This is one of two primary concepts for student veteran services, and both depend on campus
physical space, staffing, and budgetary resources. The one-stop-shop concept may seem ideal, but it
works well only when the institution provides a large enough space and staffs it with professionals
who have the correct level of training and expertise. The idea behind the one-stop shop is to provide
veterans with the opportunity to access an array of services without walking all around campus,
similar to the way many veterans experienced services while in the military. Services such as college
enrollment, registrar, bursar, benefits certification, financial aid, academic advising, disability services,
and peer-to-peer advising could all be included in a one-stop shop. For many campuses, this concept
is unrealistic due to space and staffing restrictions, or simply because there are not enough student
veterans to warrant such a space. These colleges and universities have another option, which is better
than having no special support for veterans at all: the warm handoff.


The Warm Handoff Approach


The warm handoff is not unique to veteran services, but is common among organizations with a
customer first philosophy. The concept is simple and suggests that from a central location, typically a
veteran services office, a dedicated staff member or VA work-study student will bring a student veteran
needing assistance to the office capable of resolving the issue. Critical to the success of the warm
handoff approach is having a person in each of
these offices designated as a regular point of
contact for all veterans. For example, the bursar,
registrar, financial aid, disability services, and
health services might all benefit from assigning
the responsibility of helping veterans to a single
(or selected) staff member(s). This accomplishes two things: (1) If veterans know that
the person in a specific office is a well-trained
ally, this increases their trust and comfort level
in seeking and accepting services; and (2) rather
than burden all staff members with the unique
circumstances and nuances of working with veterans, having a dedicated staff member learn the
systems, language, and culture of veterans can significantly reduce the potential for errors.
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Faculty and staff training to create veteran allies in specific
locations on campus is a growing trend on college campuses.
Numerous free and fee-based programs or webinars are available
to get any campus started, and a comprehensive resource is the
American Council on Education veteran-friendly toolkit found at
https://vetfriendlytoolkit.acenet.edu/Pages/default.aspx.






Innovative Approaches for Serving Student Veterans


Many colleges and universities do superb work in assisting student veterans; others do little more
than perform the federally mandated benefits certification function (McBain et al., 2012; Steele et al.,
2010). The following approaches offer ideas for student affairs professionals to assist their institutions
in effectively supporting the success of veterans.


Alumni and Institutional Involvement


Some campuses may be able to support the success of student veterans without the support of the
institution overall, but having the support of an institutions senior leadership is critical to creating
a sustainable veteran-friendly campus climate. Further, funding for programs and supplemental
scholarships can be difficult to come by, particularly as campuses are developing new programs and
services for student veterans. The University of Massachusetts Lowell (UMass Lowell) is a prime
example of both enthusiastic support from the chancellor and the entire top-level administration to
the execution of superb programming and active involvement of an alumni organization, the Pershing
Rifles, who made a generous donation of $250,000 to support programming and scholarships for
student veterans. Donations from alumni and grants, such as the FIPSE and Wal-Mart grants, are
rare and should not be planned for by any campus, but support from the central administration is
free. The symbolic support from senior leaders of any campus can go a long way to creating a supportive culture in which student veterans not only succeed, but thrive. More information about UMass
Lowell veteran services is available at http://www.uml.edu/student-services/veterans/default.aspx.


Bridge Programs


Bridge programs provide opportunities for academically underprepared students to brush up
on needed skills before starting formal coursework. Eastern Kentucky University (EKU) is not
geographically close to a Veterans Upward Bound (VUB) program, so in order to increase the
likelihood that underprepared student veterans will succeed, EKU created the Veterans Bridge to
College Success program. A cohort-based model, the Veterans Bridge program brings small groups
of entering veterans together in veteran-only classes to boost confidence through peer support and
reduce the stigma of being older and unable to keep up in class with traditional students. Assessment
of a recent pilot study of this program suggests that participants develop the skills necessary to
succeed in entry-level college courses and also that the cohort model increases persistence at rates
greater than those of academically prepared veterans (Morris, 2013). Additional information about
EKUs broader Operation Veteran Success program is available at
http://va.eku.edu/insidelook/operation-veteran-success.


Perhaps the most important consideration for bridge programs is the effect these programs can have
on degree attainment and GI Bill benefit use. Although many veterans do not need all 10 semesters of
benefits available to them under the post-9/11 GI Bill to complete their degrees, those veterans who are
academically underprepared may need all of those semesters to earn a degree. Tension develops when
introductory courses required in bridge programs may not count toward a college degree. Therefore,
it is essential that bridge programs contain as many useable credit-bearing courses as possible.


Orientation and Transition Support Programs


Although the small body of research does not make it clear whether veterans are likely to experience difficulty transitioning to college, anecdotal observations show that some veterans benefit
from regular support during their first year on campus. One approach is to provide an orientation
for veterans that focuses on their unique needs and considers the cultural and developmental differences between student veterans and traditional first-year students. A more comprehensive approach,
offered by Suffolk University, is a 2-week boot camp designed for veterans who either have not been
on a campus as students in a long time or have never been students. The goal of the boot camp is
to ensure that the stark differences between the military and higher education do not become an
obstacle for entering veterans. Affiliated with the VUB program, this creative approach for veteran
orientations presents a substantive alternative for schools looking to do more than just a few hours
of supplementary orientation for veterans and can serve to identify veterans with potential transition
issues early in the college-going process. Detailed information about the Suffolk Boot Camp program
is located at http://www.suffolk.edu/academics/20556.php.


Still another approach to supporting veteran transitions is the first-year cohort model, such as
offered at Salem State University. This voluntary program evolved through the veterans collaborating
with university staff to help prepare first-year student veterans by addressing an evolving menu of
academic concerns. For example, the program began when a group of veterans approached university
staff with reservations about public speaking. The core of the original program consisted of a first-year
seminar, a general education history course, and a public speaking course designed exclusively for
veterans. These three courses provided a safe space for veterans to learn, while the remaining courses
integrate veterans into the regular student body. Detailed information about the Salem State first-year
cohort program is available at http://www.salemstate.edu/5927.php.




Student Veteran Organizations


Many campuses across the nation have seen the emergence of student veteran organizations (SVOs)
for social interaction and peer-to-peer support. The benefits of having an SVO far outweigh potential
drawbacks, but student affairs professionals should know four things about them. First, the creation
of an SVO should not appear to be conceived by university officials; student organizations that do
not develop organically are likely to disband due to lack of interest. Second, SVOs have a dynamic
life cycle because of the turnover of student veterans, and the peaks and valleys may be extreme.
Therefore, continuity and committed advising of SVOs can be critical to their sustainability over
time. Third, SVOs can enjoy enthusiastic initial support from institutional leaders willing to make
some rapid changes, but advisors should ensure
veterans do not pursue change the same way
on campus that they may have while serving in
the military. The military process is necessarily
a rapid top-down process, whereas change on
campus often rises up from the bottom over a
longer period. Finally, the greatest potential
downside of SVOs is isolating veterans as a
student affinity group (Rendn et al., 2000),
thereby detracting from transitions to civilian
life. Other than nurturing the sustainability of the SVO, the most important responsibility for student
affairs professionals overseeing SVOs may be monitoring for members having particular difficulty
adjusting to campus life and referring them for the appropriate support or counseling.
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The Student Veterans of America is the largest network of SVOs,
with roughly 850 affiliated SVOs around the world. Additional
information is available at http://www.studentveterans.org.





VA Work Study Program


The
 VA provides colleges and universities with funds to hire one work-study student for every 100
certified students using VA educational benefits. For those campuses with fewer than 100 students
using benefits, the VA authorizes one work-study student. These work-study students have two
primary purposes: to assist the certifying officials in benefits certification and to advocate for veterans
and veterans programming on campus. Many campuses know about the VA Work Study program, but
few realize that the program rarely, if ever, exhausts the allocated budget at the federal level. Campuses
seeking to create, increase, or improve veteran services and programs may be able to request additional
work-study students through the VA Work Study program. There are precedents for these requests,
but the VA can honor them only if some institutions do not use their allocated funds. Additional
information about the VA Work Study program is available at
http://www.gibill.va.gov/resources/education_resources/programs/work_study_program.html.


Veterans Upward Bound


There are 47 free VUB programs across the nation that help underprepared student veterans
acquire the academic or life skills required to begin a degree program. Participation in a VUB
program does not reduce a student veterans GI Bill benefit potential. If a VUB program is available,
veterans with below-average academic backgrounds should use it to strengthen writing and
math skills before attempting mainstream college courses. More detailed information is available
at http://www.navub.org.


Warm Handoffs


In 2009, the University of Mississippi embraced the need to strengthen its programming for
veterans but they did not have a large enough space to support a one-stop shop. As a veteran-friendly
institution in a veteran-friendly state, taking care of student veterans has always been a priority for
Ole Miss. Determined to ensure that no veteran was overlooked, the university implemented a warm
handoff approach to serving student veterans in the offices of the bursar, registrar, academic advising,
disability services, and tutoring. Additional information about the way Ole Miss delivers services to
student veterans is available at http://www.olemiss.edu/depts/registrar/va.html.


Off-Campus Partnerships


Student affairs professionals must be knowledgeable about the off-campus resources available to
student veterans, such as VA medical facilities that provide returning combat veterans with 5 years
of free health care. These facilities, which include hospitals and outpatient clinics, are staffed with
experts in the most complicated medical conditions that student veterans experience: PTSD and
TBI. To find medical facilities near any college or university, use the following search engine from the
VA website: http://www.va.gov/directory/guide/home/asp.


There is an array of veteran affiliation and support organizations and representatives, most of
which are available near any college campus. First, each town or municipality in the nation is funded
to maintain a veterans services officer. The purpose of these officers is to facilitate VA disabilities
claims and to connect veterans with local programs and services. To find a local veterans services
officer, the best place to start is at the town hall or city government office. There are also numerous
nongovernmental veteran support programs and services funded by grants and charitable donations.
These vary by area, but many are veteran-run and can offer good and confidential support to veterans
in need of such services.


Many local communities have Veterans of Foreign Wars (VFW) and American Legion organizations. Although participation in these organizations by the post-9/11-era veterans is not as prevalent
as it was with Vietnam-era veterans, the VFW is open to veterans who served in any combat zone;
the American Legion is open to all veterans. Both organizations are an excellent source of potential
support for student veterans. In addition, when space is limited on campuses, Legion and VFW halls
may serve as surrogate safe places for student veterans to gather.



A Model for Student Veteran Support


An important component of any campuss approach to serving veterans is to develop a philosophy
that guides the design and implementation of effective programs and services. Although most of
the recent literature focuses on conceptual models dealing with transitioning out of the military
(e.g., DiRamio et al., 2008) or into college (e.g., Livingston et al., 2011; Rumann & Hamrick, 2010),
these approaches do not address the entire college experience or the entire transition from military to
civilian life by student veterans. An alternative conceptual model more appropriately focuses on the
success of student veterans as individuals, for whom the transition to college is only a small component, but one in which academic and personal support are of equal importance.


A Student Veteran-Centered Model


Recent literature on student veterans, based largely on Schlossbergs (1981) 4S Model, struggles
to convince readers of the soundness of taking a transitions-based approach to understanding student
veterans holistically. The weaknesses of models based on the 4S Model and Tintos (1993) theory are
that they are linear, offer inflexible prescriptions for success that ignore the unique nature of individual students, and are institution-centricthese are essentially deficit models. Table 6.2 provides a
brief overview of these theories.
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Perhaps most telling is that this literature offers little evidence that veterans as a population have
a uniform problem with their transitions to college. Concerned professionals may see anecdotal
evidence of transition difficulties on individual campuses, but these are not unique to veterans
and may simply be evidence of a bad fit with an institution, lack of preparedness for college, or
other issues unrelated to being a veteran. Placing the individual student veteran at the center of
a conceptual model appropriately places the focus on the student, rather than on institutional
processes and policies (Hurtado, Alvarez, Guillermo-Wann, Cuellar, & Arellano, 2012). This focus
invites institutions to think about the impact of what they do for all student populations, including
student veterans.
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Four Key Areas to Support Student Veteran Success


Emerging and existing research and theory intersect to suggest four key areas in which to explore
student veteran experiences in college (see Figure 6.1). First, the most logical starting point when
considering strategies to increase the success of student veterans is services designed to assist veterans
with GI Bill benefits, credits for military service, health insurance waivers covered by VA health care,
and access to specific services they require (e.g., disability services).


A second component of student veteran success involves the veterans transition into college,
which represents only a piece of the college experience. A reexamination of using a transitions lens
to view veteran success suggests that college may be a lengthy and complex macro-transition from
the military to civilian life, perhaps a more appropriate application of Schlossbergs (1981) theory.
Moving In, Moving Through, and Moving Out (Schlossberg, 1981) provides an effective theoretical
framework to consider the entire collegiate experience as the moving through phase of a transition
from the military to the civilian workplace. The recent literature presumes a relationship between the
transition to college and retention, which may overestimate the influence of this transition,
particularly for a resilient population such as veterans. However, transitions can influence success, and the
literature does offer many thoughtful approaches
for assisting veteran transitions to college
including orientations, veteran-only courses,
academic plans, access to courses, and working
with National Guard and Reserves organizations to allow student veterans the flexibility
of serving their nation and community while
going to college.
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Evidence suggests that an overwhelming majority of student
veterans (85%) choose not to participate in existing student
veteran organizations (Student Veterans of America, 2011). This
may indicate that student veterans tend to seek relationships
with nonveterans or are focused only on the academic aspects
of college.






While transitions are important to the
success of student veterans, a third aspect of the
college experience may more directly influence
a veterans chances of success. Bean and Metzner
(1985) demonstrated that in order for nontraditional commuter students to succeed, social integration with a campus is not required; veterans generally do not live on campus and align closely with
commuter populations. Bean and Metzner noted that while the social integration factors of Tintos
(1993) model appear insignificant for nontraditional students, the academic integration aspects of
Tintos model are more pronounced for nontraditional students than for traditional students. Simply
put, what goes on in the classroom is critically important to the success of adult learners such as
student veterans. Although this is not a primary aspect of what student affairs professionals do on
campus, being aware of this reality can encourage them to take a leading role in collaborating with
faculty on initiatives to support student veteran success.


A fourth key area for supporting the success of student veterans is the effect personal support
has on student veterans. This has two components. A critical first component of support is peer
advising, frequently called peer mentorship, and may not be a function of formal structures such
as a student veteran organization or formal peer sponsorship relationships. Peers can have a strong
influence on student persistence and success (Pascarella & Terenzini, 2005; Tinto, 1993; Weidman,
1989) and represent an important pathway for veterans to learn to navigate campus independently.
However, scholars should not overstate the significance of peer influence for student veterans, particularly because they are nontraditional students (Bean & Metzner, 1985), and evidence suggests
that many such students may not seek or need connections with peers in order to succeed in college.
Still, providing veterans with opportunities for peer support and advice through formal or informal
mechanisms may be advisable on campuses with enough veterans to support such endeavors. Some
contemporary literature asserts that a student veteran organization is important to the success of
student veterans (DiRamio et al., 2008; DiRamio & Jarvis, 2011; Livingston et al., 2011; Rumann &
Hamrick, 2010), despite evidence to the contrary (Woosley, Kock, & Lipnicki, 2011). The benefits
of an effective student veteran organization are primarily healthy peer relationships, which may result
in beneficial informal advice to student veterans but do not need to come from formal structures
and organizations.


A second component of support is
general campus support, which may vary according to the needs
of individual student veterans. The transparency of campus policies, such as transfer credit for military
experiences, may influence student veteran perceptions about a campus. Seeking veteran-friendly
recognition can be a double-edged sword: Once institutions earn that label, there is an obligation to
back it with a supportive environment. The most unfortunate circumstance for veterans would be to
believe an institutions claim of veteran-friendliness, only to arrive on campus to find little substance
to that claim and that the general environment on campus creates obstacles to success, rather than
supporting success.


Conclusions


Concerned institutions are not so far behind that they cannot catch up and join the ranks of innovative, veteran-friendly colleges and universities. Benchmarking is a useful tool for adapting ideas
to support the success of student veterans, but any program or support should be used with a full
understanding of the unique context surrounding each campuss student veteran population. Simply
adopting some of the best practices highlighted in this module without sustaining those efforts or
assessing their effectiveness on an individual campus can exacerbate problems and create a negative
reputation for an institution.
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Receiving proper transfer credit for prior education and military
experience is a significant issue for many student veterans.
Working with the registrar and individual degree programs
to help veterans earn appropriate credits for experience can
demonstrate good faith efforts by an institution and demonstrate veteran-friendliness while helping student veterans get a
fair start to a successful college career.







Understanding that academic experiences, supportive relationships, and support services and
systems significantly influence the success of student veterans reinforces the importance of student
affairs professionals taking the lead to provide
faculty and staff with the conceptual tools
to support the success of student veterans. A
safe space and a veterans organization can be
important to student veterans, but student
affairs professionals must ensure these do not
become isolating structures and obstacles to
completing a healthy transition to civilian life.
Moreover, student affairs professionals must
remember the most important lesson in working
with student veterans: In the final analysis,
the ability to focus on academics without any
major distractions is what generates the most
success. One of the most important distractions
to eliminate is improper education benefits processing. Finally, approaching veterans with a customer-first mentality will go a long way to demonstrating that the college or university is veteran-friendly
and supports successful transitions from military to civilian life.


While institutions talk about student retention, student persistence is far more important in the big
picture for determining whether veterans achieve their educational goals: This may involve multiple
institutions. A fair critique of recent scholarly literature on student veterans is that it offers inflexible
institution-centric models that do not account for differences among student veterans. Veterans are
a unique but diverse student population and understanding these students can go a long way toward
facilitating their success. Until definitive scholarly works emerge in the literature, seeking the voice of
an experienced veteran-scholar, a veteran with several years of service in the military, or someone with
a long-term recurring and intimate professional interaction with veterans may be the best resource for
student affairs professionals seeking to help student veterans succeed.


The conceptual model offered in this module is a starting point for campuses as they develop
programming and services for student veterans. Unlike previous models, the one highlighted in
this module considers the entire college experience of student veterans. NASPAStudent Affairs
Administrators in Higher Education is actively engaged in productive dialogue and scholarly activity
through its Veterans Knowledge Community and through the NASPA Research and Policy Institute
and is a leader on student veteran issues and best practices. As the literature continues to develop, it
is important that institutions share their innovative practices and internal research and assessments
through professional organizations such as NASPA.
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Abstract


Critics and supporters agree: The current higher education model is unsustainable. Emerging research
indicates that a best process approach that involves the entire college community in improving
student completion rates is more effective than an isolated best practices approach. Students
accustomed to seamless, customized, 24/7 experiences with online retailers expect the same level
of service from higher education. In response, college and university leaders promise to dismantle
silos and build institutional cultures that valueand rewardcollaboration. This module explores
the importance of partnerships between academic and student affairs in creating seamless learning
environments, describes what higher education professionals can learn from partnerships developed
to support adult learners, and provides opportunities for readers to assess both their institutions
partnership climate and the skills they bring to any partnership.





Definitions Matter


Partnerships between student affairs and academic affairs that directly benefit adult learners may be
few and far between, but good examples of these partnerships within higher education do exist. These
partnerships are important for three reasons: (1) They support the institutions mission, (2) they
increase student persistence and completion
rates, and (3) they generate shared definitions,
beliefs, and goals. Because shared definitions
also are important when talking about partnerships, this module starts with a brief introduction to the essential terms used here.
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Adult learners need clear, coherent, expeditious paths
to achievement of their educational goals. Clear pathways
through the curriculum, to completion of certificates and
degrees, require intensive collaboration. That collaboration
must extend to work to embed academic and student
support into course syllabi. Kay McKlenney, director,
Center for Community College Student Engagement, The
University of Texas at Austin (personal communication, July
10, 2013)





Adult learner
 is a term relatively new to
higher education. Educators have used a series
of terms to describe the older college student
population: older students, nontypical students,
and nontraditional students. Eventually, each
of these terms encountered limitations as this
segment of the population changed. The term
older students was too vague: Its utility and
appropriateness depended entirely on the age
cutoff used to define this group. The term
nontypical student met a similar fate: Proponents struggled
to distinguish between typical and nontypical on the basis of a variety of factors (enrollment status,
gender, ethnicity, geographic origin, or some other attribute). The term nontraditional student had,
and still enjoys, some staying power; but it gradually has morphed into or been replaced with the term
adult learner.


In 1965, Johnstone and Rivera published the first profile of an adult learner based on their extensive
Carnegie Corporation-funded study of this population. They defined an adult learner as a person
under 40 with a high school education who earns above-average income, is married with children, and
lives in an urban area (p. 8). Over the years, this definition has been updated, most notably by the
National Center for Education Statistics (NCES) and the American Council on Education (ACE).
In 1996, NCES defined an adult learner as someone who displays many of the following characteristics: did not enroll in postsecondary education immediately after high school, attends part time,
works 35 or more hours a week while enrolled, is considered independent for financial aid purposes,
has dependents, is a single parent, or does not have a high school diploma. ACE (n.d.) defined adult
learners as students 25 or older and noted that for almost two decades, adult learners have comprised
close to 40 percent of the college-going population, spanning a range of backgrounds and experiences,
from Iraq and Afghanistan war veterans and GED credential holders to 55-year-old professionals and
skilled workers in career transition (para. 1).


Posttraditional learners
 recently emerged as a term to describe undergraduates who are not
typical 18- to 22-year-old college students. Soares (2013) defined posttraditional learners as individuals already in the work force who lack a postsecondary credential yet are determined to pursue
further knowledge and skills while balancing work, life, and education responsibilities (pp. 12).
As indicated in Module 1, the term posttraditional learner is gaining traction for two reasons: (1) It
encourages educators to view adults who do not enter college immediately after graduating from high
school as the new normal rather than viewing them as deviations from the traditional undergraduate
norm, and (2) it helps institutions think twice before asking adults to fit into existing administrative,
instructional, and support service models that
may not meet their needs.
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We need a new mental model of college that suits post-traditional learner realities. Embracing post-traditional learners as
innovation partners and not excluding them as aberrations is the
key. (Soares, 2013, p. 15)






Student affairs
 focuses on all things related
to the student and the students life outside the
classroom. It has a body of knowledge, a professional literature, a set of commonly recognized
jobs and functions, and an established professional philosophy outlined in The  Student
Personnel Point of View, first published in 1937
(ACE, 1994a) and updated in 1949 (ACE,
1994b). The Student Personnel Point of View eloquently articulated three core beliefs that anchor
the profession:



	One of the basic purposes of higher education is to preserve, transmit, and enrich the
important elements of culture: the products of scholarship, research, creative imagination, and
human experience.

	Colleges and universities have an obligation to assist students in developing to the limits of
their potential and contributing to the betterment of society.

	Colleges and universities must develop the student as a whole person. This means focusing
on emotional, social, spiritual, physical, and aesthetic growth as well as intellectual and
economic development.




Academic affairs, in its most basic form, is the label applied to the instructional enterprise of higher
education that deals with the delivery and dissemination of knowledge from source to student via
various established pedagogical methods. The Council of Independent Colleges offers a more formal
definition that describes academic affairs as the area with responsibility for the core functions of
higher educationteaching students, conducting scholarly research, and service to the academic
community (Hartley & Godin, 2010, p. 1).


Partnerships
 are broadly defined as a relationship  usually involving close cooperation
between parties having specified and joint rights and responsibilities (Partnerships, n.d.).
John-Steiner, Weber, and Minnis (1998) described partnership relationships more specifically: They plan, decide, and act jointly; they also think together, combining independent
conceptual themes to create original frameworks (p. 776). In the context of student affairs
and adult learning, The Student Learning Imperative (American College Personnel Association
[ACPA], 1994) held that the term partnership is best defined as a collaboration that maximizes
academic and student affairs ability to have a positive impact on the lives of their students (p.
3). There are two types of partnerships: those that involve cooperation and those that require
collaboration. Partnerships based on cooperation are typically short-term ventures with limited
objectives and commitment between the partners (Stein & Short, 2001). Partnerships based on
collaboration involve joint decision making and risk taking, the development of a shared philosophy, and a significant commitment of time and talent from everyone involved (Engstrom
& Tinto, 2000).




Learning-centered institutions
 place learning and the learner first (OBanion, 1997, p. 21).
Learning is defined as a comprehensive, holistic, transformative activity that integrates academic
learning and student development (Keeling, 2004, p. 4). Learning-centered institutions require
learner-centered instruction and learning-centered support services. As Weimer (2013) observed,
learner-centered teaching:



	Engages students in the hard, messy work of learning.

	Motivates and empowers students by giving them some control over the learning process.

	Encourages collaboration, acknowledging the classroom (be it virtual or real) as a community
where everyone shares the learning agenda.

	Promotes students reflection about what they are learning and how they are learning it.

	Includes explicit learning skills instruction. (p. 15)




Well-developed learning-centered institutions
send clear messages to the college or university
community that collaboration is important:
competition, divisions, and silos are not.
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Student affairs and academic affairs are two halves of the
mission; both provide important learning opportunities for
students. To build partnerships, student affairs professionals
must do what is essential in any partnership: listen and learn
what is important to colleagues, and then find ways to
support those important initiatives. Think data (qualitative
and quantitative). Ask questions and find answers to show
the ways student affairs programs support the initiatives of
the university in general and academic affairs in particular.
Gage Paine, vice president of student affairs,The University
of Texas at Austin (personal communication, June 28, 2013)





Learning outcomes
 are discussed in detail by
Culp and Dungy (2012). In relation to non-classroom support services, the term refers to
learning that occurs as a result of participating
in an outside-the-classroom activity, program,
or service. Identifying and assessing learning
outcomes presents student affairs with unique
opportunities to (1) demonstrate its contributions to the institutions mission and (2) create
partnerships with academic affairs that increase
student persistence and completion rates. As
Table 7.1 demonstrates, the learning outcomes
developed by the Association of American
Colleges and Universities (n.d.) as part of its
Liberal Education and Americas Promise (LEAP) campaign provide a natural starting point for
partnerships between academic and student affairs, partnerships between student affairs and other
areas within the higher education community, and discussions about integrating knowledge and skills
across the institution.
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Todays Higher Education Climate


Fundamental change is viewed as both necessary and inevitable in higher education (Christiansen &
Eyring, 2011; Levine & Dean, 2012). There is clear consensus on what will drive change: online learning, technology, shifting student demographics, and state and federal mandates. Agreement on how
and when change will occur is less clear. In the best-case scenario, change will be driven from within by
faculty, staff, and administrators working together; in the worst-case scenario, colleges and universities will become the victims of disruptive innovations launched by the private sector (Christiansen &
Eyring, 2011). The impact of this changing climate on student affairs remains unknown; it is clear,
however, that the ability to collaborate with a variety of on- and off-campus partners is becoming
increasingly important.
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Jim Fatzinger, associate vice president for student affairs, and Jo Galle, associate vice president for
academic affairs, both at Georgia Gwinnett College, a public 4-year institution that includes the integration of academic and student affairs as part of its mission,share their perspective on building partnerships.



	Presidents can initiate partnerships between academic and student affairs by asking three
questions: (1) Are there institutional-level outcomes that support the institutions mission
and vision? (2) Are there opportunities for academic and student affairs to provide evidence
of meeting the institutional-level outcomes that bridge the divide between academic and
student affairs? (3) Are there institutional rewards in place that emphasize the importance
of academic and student affairs partnerships beyond traditional teaching, research, and
service measures?

  


	Faculty and student affairs professionals who wish to build or strengthen partnerships between
their areas need to:


	Identify key faculty/student affairs team members open to collaboration.

	Create an environment that values academic and student affairs collaboration.

	Identify goals and outcomes spanning academic and student affairs.

	Demonstrate linkages between the collaboration and the institutions mission and vision.

	Celebrate collaborative initiatives.

  






	Georgia Gwinnett College has eight institutional-level student learning outcomes. All degree
programs (academic affairs) and all units within student affairs are required to align some of
their student outcomes with the eight student institutional-level learning outcomes. As a result,
all areas within student affairs assess student learning. (personal communication, June 28, 2013)









Higher education literature is full of information about the benefits of and need for partnerships. In
their landmark study, Kuh, Kinzie, Schuh, and Whitt (2005) discovered that one of the distinguishing
features of high-performing institutions was their commitment to and ability to nurture partnerships
and cross-functional collaborations. The Task Force on the Future of Student Affairs, appointed jointly
by ACPA and NASPAStudent Affairs Administrators in Higher Education, extolled the value of
partnerships and cautioned against building metaphorical fences between student affairs professionals and others who also are engaged in fostering student success (ACPA & NASPA, 2010, p. 7).
Cherrey and Allen (2011) urged student affairs to develop new ways of relating, influencing change,
learning, and leading (p. 56) in a networked knowledge era. Arcelus (2011) warned colleges and universities that they could no longer afford to tolerate the separation of student and academic affairs and
urged them to replace competition and isolation with conversations and partnerships.


Partnerships in Todays Higher Education Climate


Partnerships between academic and student affairs benefit higher education institutions in three
significant ways. First, as Kezar and Lester (2009) noted, these partnerships are typically strongly
aligned with and provide direct support to the mission of a college or university by increasing student satisfaction, persistence, and completion rates; strengthening institutional communication
and decision making; and improving campus relationships and organizational functioning. Second,
partnerships between academic and student affairs help develop trust and understanding across the
college or university community, thereby reducing unproductive tension, isolation, and competition
for resources. The literature in this area identifies the primary reasons for collaboration [between
student affairs and academic affairs] as improving student learning and the environment for learning,
as well as providing opportunities to enhance institutional efficiency and effectiveness and eliminate
waste and redundancy (OHalloran, 2007, p. 44). Partnerships also reduce the tendency to silo
services for students, thus improving the effectiveness and efficiency of operations (Kezar & Lester,
2009). Third, these types of partnerships do much to create a shared campus culture that is learning-centered, characterized by seamless learning environments, and concerned about the learning that
takes place outside the classroom. Finally, research demonstrates that partnerships between academic
and student affairs increase student engagement and the institutions impact on students (Kezar &
Lester, 2009).


Right now, partnerships that increase adult learner completion rates are getting significant
attention for several reasons. In an address to a joint session of Congress on February 24, 2009, U.S.
President Barack Obama outlined what has become known as the College Completion Agenda:
By 2020, the United States will have the highest proportion of college graduates in the world. To
achieve this goal, the United States must graduate 10 million additional Americans ages 2534 with
an associate or baccalaureate degree3.7 million more traditional-age students and 6.3 million
adult learners (Kanter, Ochoa, Nassif, & Chong, 2011). The College Completion Agenda cannot
be achieved solely by increasing the number of traditional-age college graduates; the adult population must generate a substantial number of degree earners if our country is to achieve the objectives
outlined by the president. For institutions faced with reduced state appropriations, adult learners
have always represented attractive alternative revenue; however, the phenomenal growth of online
and distance education offerings has allowed competing institutions to target and enroll previously
inaccessible, place-bound adults. Institutions that want to continue to attract adult learners must do a
better job of supporting them, whether their courses are online, on campus, or at distant sites. Finally,
building partnerships is simply the right thing to do for two reasons:



	Philosophy. At the heart of the student affairs profession is the belief that every type of student
and their success matters. Colleges and universitiesthe very institutions that bear
responsibility for creating models that support the widest range of student types possiblehave an
obligation to serve the adult learner population and serve it well.

	Demographics. As Module 1 demonstrates, adult learners are the new majority in higher
education. The future of many colleges and universities may depend on their ability to intelligently educate, learn from, and support this growing population.





Partnerships: A Force-field Analysis


Numerous factors play a role in building partnerships. One of the most important is knowledge
of partnership theory and research. Exercise 7.1 presents readers with an opportunity to assess their
knowledge of theories and research related to higher education partnerships.


Partnerships typically involve change, and theory suggests that change is more likely to occur when
the dynamics favoring change are stronger than the dynamics inhibiting it (Lewin, 1936). Therefore,
it is important that student affairs professionals develop a clear picture of the institutional forces that
influence partnership development, and then use that knowledge to lessen the influence of inhibiting
forces. Exercise 7.2 identifies the factors that create supportive partnership environments as well as
forces that produce less favorable ones. The exercise also invites readers to identify significant limiting
forces at their institutions. Because these forces typically reflect the institutions culture, their identification helps readers pinpoint the climate changes needed to support partnerships and to prepare
the institution to address the many challenges facing higher education today. How readers use this
information depends on variables only they can assess. Exercise 7.3 suggests one approach for using
the knowledge gained in Exercise 7.2 to bring about needed climate shifts.
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Stop thinking about deliberately building bridges and
start thinking about aligning the didactic and the experiential in a coherent and predictable way. Everything
we do is a form of academic support. Make the cocurricular relevant to the institutions academic objectives.
Larry Moneta, vice president for student affairs, Duke
University (personal communication, June 3, 2013)





Partnerships: Respect the Past, Embrace the Future


Numerous book chapters and journal articles offer advice on creating seamless learning environments (e.g., Kuh, 1996), organizing student affairs to support cooperation and collaboration
(e.g., Manning, Kinzie, & Schuh, 2006), or building partnerships between academic and student affairs
(e.g., Arcelus, 2011). Seven of the nine principles for effectively serving adult learners developed by the
Council for Adult and Experiential Learning
require partnerships between academic
and student affairs (Klein-Collins, 2011).
Partnerships between academic and student
affairs get a lot of attention, as they should, but
there is a growing belief that such partnerships
represent only a portion of the partnership
picture. Momentum is building for student
affairs professionals to focus more on delivering quality programs and services that support
the institutions mission, using quantitative and
qualitative data to demonstrate their contributions to student success, and expanding their
search for partners beyond their colleagues in
academic affairs.
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There are three reasons why research and technology are emerging as essential partners to both student and academic affairs: (1) The ability to understand and use predictive analytics is becoming essential to student learning and institutional effectiveness; (2) students, no matter what their age, expect the same seamless services from colleges and universities that they receive from online vendorsand seamless services require collaboration; and (3) higher education institutions are moving to a 24/7 existence that focuses on learning (not teaching) and outcomes (not processes). William Carter, vice chancellor for information technology, Houston Community College (personal communication, August 22, 2013)







There are many reasons for the shift, but
one of the most important is the growing
awareness within higher education that institu
tions cannot succeed in a seamless, networked,
learning-centered world unless the offices
responsible for institutional research, instruction,
support services, and technology
collaborate with, support, and influence one another.


Figure 7.1 illustrates the relationship that
must exist among these four areas in a learning-centered institution. Table 7.2 outlines the
skills and abilities that student affairs professionals
bring to any partnership; it also lists
the skills that student affairs professionals must
strengthen if they want others in the higher
education community to continue to value
them as partners.
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Partnerships Start at the Top


Presidents play a significant role in creating learning-centered institutions (OBanion, 1997),
reducing fragmentation and increasing collaboration (Kezar & Lester, 2009), and providing leadership during times of change that views the university idealistically, as something more than a business
and something better than a slave to the logic of economic competition (Lewis, 2006, p. xii). The
ability of chief student affairs officers (CSAOs) to earn respect, influence the college community, and
effectively manage and lead (Culp, 2011) also
is essential in building partnerships, as is the
CSAOs ability to guide student affairs through
a rapidly changing networked knowledge era
(Cherrey & Allen, 2011). What else matters?
Exercise 7.4 provides readers with an opportunity to review the conditions that encourage
partnerships, while Exercise 7.5 allows readers
to examine strategies that produce effective
partnership. Both exercises invite readers to
identify the partnership strategies and conditions currently in place, in the planning stages,
or worth implementing at their institution.
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Presidents need to legitimize collaboration, talk about its
potential value, and recognize partnerships in the institutions
reward system. Presidents need to help everyone understand that partnerships enable the college or university to
achieve its desired outcome more effectively. Arthur W.
Chickering, former professor of educational development
and human leadership, George Mason University; coauthor
of Education and Identity (Jossey-Bass, 1993) (personal communication, June 5, 2013)









Fresh Ideas: Partnerships to Support Adult Learners and Student Parents


Colleges and universities that serve significant adult learner populations are developing innovative
on- and off-campus partnerships. Some of these partnerships began as efforts to improve the climate
for all students but had a direct impact on the
higher education experiences of adult learners
(Table 7.3). Other partnerships grew out of the
desire to improve the climate for specific adult
learner subpopulations such as student parents
or veterans. Because Module 8 focuses on
external partnerships and Module 6 describes
partnerships that benefit veterans, this module
explores internal partnerships that benefit
adult learners in general and student parents
in particular.
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Presidents need to create a culture in which there is mutual
respect and value between academic affairs and student affairs.
Collegiality and respect should be the core values of the executive
leadership team. Brian Hemphill, president, West Virginia State
University (personal communication, June 5, 2013)
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Partnerships With Counseling and Financial Aid.
Programs and services to support adult learners
and student parents take many forms. Some institutions have well-established, stand-alone programs;
others identify contacts within existing offices. Some programs are housed in student affairs; others
in academic affairs. Some involve dedicated space and staff; others share these. The budget for some
programs is part of the institutions operating budget; others rely on external funding. Whatever
the location, reporting structure, or funding source, the effectiveness of these programs frequently
depends on partnerships with counselors and financial aid staff. Table 7.4 offers a few examples of
these partnerships.
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Partnerships With Students.
Adult learners bring a variety of dreams, expectations, fears, and
skills to college. The partnerships that colleges and universities establish with these students and the
partnerships these students establish with one another are vital to their success. At DePaul University
(Illinois), the University of MinnesotaTwin Cities, and the University of California (UC), Berkeley,
adult students worked with a variety of on- and off-campus partners to design and implement family-friendly events to help student parents learn about and access resources, network with other student
parents, and develop support systems.


Adult learners at the University of California, San Diego, launched advocacy initiatives that led to
child-friendly study rooms in campus libraries, family access to recreational facilities, a student-parent
e-mail list, and a pilot project that allows student parents to apply for early registration
(http://students.ucsd.edu/well-being/wellness-resources/student-parents/index.html).
Advocacy initiatives at the
University of MinnesotaTwin Cities produced a change in university attendance policies to include the
illness of students or the students dependents as an allowed absence (Susan Warfield, personal communication, August 26, 2013). When renovating an existing facility, St. Catherine University (Minnesota)
created a space where parents can both study and supervise their children playing in an adjacent area,
visible through a glass wall (Carissa Morris, personal communication, September 17, 2013).


Because student parents benefit when the general student population supports the use of activity
fee revenue to assist with child care expenses or when the student government association allocates a
portion of its budget to support child care initiatives, adult learner groups partnered with other students
to gather support for using student activity fee revenue to support child care centers at the University of
WisconsinMadison ($750,000 a year) and to fund child care discounts at Western Oregon University
and Indiana University Bloomington. At Stony Brook University (New York) and at the Community
Colleges of Spokane (Washington), student government associations agreed to contribute part of their
annual budgets to support child care services for student parents (http://www.iwpr.org/publications).


Partnerships With Academic Affairs.
As Table 7.3 demonstrates, advising presents an obvious
opportunity for partnerships between academic and student affairs. Student parent programs spend
a lot of effort helping faculty members understand, value, and work effectively with adults in general
and student parents in particular. Programs employ a variety of strategies. For example, DePaul
University offers presentations at faculty meetings (Haydee Nunez, personal communication, August
22, 2013). The University of MinnesotaTwin Cities cosponsors Single Parent Visibility Day, provides
a PowerPoint presentation to include in a support service thumb drive developed by the student affairs
division for faculty use, collaborates with the Center for Teaching and Learning to help faculty develop
syllabi sensitive to the needs of parents with children, and works with various graduate programs to
use interns in student parent programs (Susan Warfield, personal communication, August 26, 2013).


Involving academic affairs in preparing adult learners to succeed in college has produced partnerships that offer undergraduate adult learners a free semester-length Self Sufficiency Program before
starting college to strengthen critical thinking, math, and computer skills; learn how to apply for
admission and financial aid; and develop educational goals, all at the University of
WisconsinLa Crosse
(http://www.uwlax.edu/ssp). Partnerships at Endicott College (Massachusetts) produced
APL 100, a three credit course that assists adult learners to create a proficiency portfolio that
documents learning as a result of significant work and life experiences
(http://www.endicott.edu/assessmentofpriorlearning).
Partnerships at UC Berkeley
(http://trsp.berkeley.edu/studentparents.shtml)
produced two pass/fail courses: One is designed to meet the needs of re-entry students 25
years of age or older; the other is an orientation course for student parents. At Portland Community
College (Oregon)
(http://www.pcc.edu/resources/women/cascade/project-independence.html),
partnerships created a free, credit-bearing course to prepare single mothers and other nontraditional
adult students for college. The University of Akron (Ohio) developed a program titled Express to
Success (http://www.uakron.edu/express) that allows adult learners to review their knowledge of
specific subjects and then assess their chances of passing a for-credit exam in the subject.


Involving the wider college or university community in supporting undergraduate adult learners
and student parents has resulted in innovative partnerships with the Colleges of Education, Health,
and Public Policy at DePaul University, including an annual conference called Students with Children.
The partnership also produced the Take a Professor to Lunch program that invites adult learners to
apply to have lunch with a faculty member (Haydee Nunez, personal communication, August 22,
2013). UC Berkeleys School of Social Welfare (http://www.trsp.berkeley.edu/studentparents.shtml)
provides service-learning internships for student parents. The School of Medicine and Public Health
and the Teaching Assistant Association at the University of WisconsinMadison provide annual
financial gifts to the universitys child care centers (Boressoff, 2013).


Partnerships With Information Technology and Institutional Research.
Few institutions
routinely disaggregate data to study adult learners, but many programs designed to support student
parents work with their institutions information technology (IT) office to collect data required
for state, federal, and foundation reports; design easy-to-navigate websites for current or potential
students; and develop early warning systems for students in their programs. The Access and Success
Program at St. Catherine UniversityMinneapolis Campus, for example, worked with the IT office
to build a stand-alone system that allowed students, faculty, and staff associated with the Access
and Success Program to download documents related to the programs and link to information and
websites on the Internet (Carissa Morris, personal communication, September 17, 2013).


Few institutions consistently conduct longitudinal research on the impact of nonclassroom
support services on the success rates of undergraduate adult learners or student parents. However, the
Student Parent HELP Center (SPHC) at the University of MinnesotaTwin Cities has compiled a
comprehensive literature review on adult learners and students with children, developed an internal
database that tracks all contacts with student parents and the services received, and collaborates with
IT and the Office for Institutional Review to track student parent graduation rates and other academic
outcomes. The SPHC also has an internal student group identifier that allows the university to track
all SPHC student parents from 1994 to the present in order to assess outcomes and to compare the
performance of SPHC students to university benchmarks and to the performance of student parents
not participating in SPHC (Susan Warfield, personal communication, August 26, 2013).


Lessons Learned


Partnerships that benefit adult learners are as different as the institutions that produce them, but the
people who build them seem to share a fundamental set of beliefs: (1) The power of people working
together toward a common goal is exponentially stronger than the power of one person or a group
of people working in isolation; (2) culture matters: hiring talented people is a waste of money if
the institutions culture holds them back; (3) intelligent leadership at all levels is essential: if leaders
do not create a culture that expects, values, and rewards partnerships, partnerships will not happen;
(4) technology is useless if educators simply use it to replace physical barriers with digital barriers;
and (5) people represent the most valuable software an institution has: they must be respected,
periodically updated, and linked to other software with the potential to increase their effectiveness.


Although partnerships that benefit adult learners involve many types of collaborators, effective
partnerships share four characteristics. They are: (1) mission-driven, learner-focused, and outcomes-oriented; (2) grounded in theory and a firm sense of what adult learners need; (3) committed to
respecting, listening to, and engaging adult learners; and (4) doing work that will benefit all students
because their focus is both learning- and student-centered. Diana Doyle, president of Arapahoe
Community College, identified the most vital lesson that higher education can learn from partnerships that benefit adult learners: Not one of us is as smart as all of us together. Active and continued
teamwork among all sectors of the college community makes the greatest impact on student success
(personal communication, July 1, 2013).
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Research indicates that adult learner success rates depend on the type of institution attended.The gap
between completion rates of adults and traditional students at 4-year private colleges is 22%; the gap
at public colleges is 18.5%. Only 2-year colleges post comparable success rates for adult and traditional
learners.These findings suggest that the different postsecondary sectors can learn from one another
(National Student Clearinghouse Research Center, 2012, p. 50).









The Road Ahead


More than a decade ago, the Student Learning Project Work Group developed six mental models
that approximated the views of students, faculty, student affairs professionals, and external stakeholders about what matters most in student learning and personal development. In sharing the models,
Arnold and Kuh (1999) offered three findings that resonate today:



	Students were so diverse that they required three models: one for traditional students living
in residence halls, one for traditional students who commuted, and one for undergraduates
over the age of 25. The mental models of undergraduates over 25 and the mental models of
commuter students had much in common.

	No group frames its primary purpose in terms of learning outcomes (p. 29).

	Each groups notion of what matters in undergraduate education is unique; no single vision
is shared across constituencies. Each appears locked into mental models that define goals in
terms of existing functional areas and preferred activities (p. 33).





Fourteen years later, colleges and universities are still struggling to develop a shared view of
learning, build partnerships that promote learning, and understand the needs of and create seamless
educational experiences for students, the majority of whom no longer enter college directly after
graduating from high school and live in residence halls.


The emergence of adult learners as higher educations new majority may present educators with
their best opportunity to implement the recommendations that emerged from the findings of the
work group (Arnold & Kuh, 1999), recommendations that urged academic and student affairs to:




	Identify and acknowledge their differing assumptions, values, and beliefs.

	Build a shared vision of student learning, including indices of success.

	Develop a shared definition of what matters in undergraduate education.

	Rethink old roles and traditional spheres of influence.

	Tighten the connection between in-class and out-of-class learning.

	Establish student learning as an institutional imperative.




If educators use the current focus on adult learners to revisit these recommendations, they will
be taking a significant step toward building that seamless, data-driven, learning-centered model that
higher education needs to meet the needs of 21st century students.
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Exercise 7.1Research Related to Partnerships


Directions: Assess your knowledge of partnership research. Match the Finding with the associated Researcher(s).
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Answer key on page 157.
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Exercise 7.2Analysis of Partnership Climates


Directions: Identify the partnership challenges at your institution.
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Exercise 7.3Eliminate or Reduce Partnership Barriers


Directions: Use your analysis of the partnership climate at your institution (Exercise 7.2) to reduce
or eliminate partnership barriers.
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Exercise 7.4Conditions That Support Partnerships at Your Institution


Directions: Identify the conditions currently in place, in the planning stages, or worth considering at
your institution that either support or have the potential to support partnerships.
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Exercise 7.5Effective Partnership-Building Strategies at Your Institution


Directions:
 Identify the strategies currently in place, in the planning stages, or worth considering at
your institution that either support or have the potential to support partnerships between academic
and student affairs.
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Abstract


Institutions of higher education today see a population of adult learners growing throughout their
academic communities. It is critical to pursue and establish partnerships with external entities that are
equally committed to the success of these students. Meaningful partnerships create bridges that span
the divide often experienced by these individuals because of the multitude of roles and responsibilities
they fulfill in addition to that of being a student. Establishing these partnerships requires an intimate
understanding of adult student needs, knowledge of local and national resources, and a willingness to
identify common goals and mutually beneficial results.





Partnerships that Matter


Of the many strategies for supporting the retention and persistence of adult learners, developing partnerships with external entities is recognized as a key component to a comprehensive effort. In fact,
using strategic partnerships is identified by the Council for Adult and Experiential Learning (CAEL,
n.d.) as one of nine Principles of Effectiveness for Serving Adult Learners. CAEL describes institutions that operate by this principle as those that engage in strategic relationships, partnerships, and
collaborations with employers and other organizations in order to develop and improve educational
opportunities for adult learners (p. 2).


These partnerships can support a number of areas deemed important for adult learner success. For
example, many institutions partner with employers to develop curricula that allow graduates to make a
smooth and successful transition into the world of work, a promotion, or an advanced position because
their skills and knowledge specifically and directly meet the needs of those employers. Institutions
partner with community agencies to provide adult learners with services and resources (e.g., child
care services, financial aid, scholarship application guidance), while others develop partnerships with
entities to enhance the adult learners out-of-classroom development through networking opportunities, life skills development (e.g., financial planning), and career guidance.


There is no doubt that establishing partnerships with external organizations to serve adult learners
makes good sense. In a number of communities across the country, nonprofit organizations are
working with the same adult learners who are showing up on community college campuses. And, many
of these nonprofits are teaming up with community colleges, aligning their resources and investments
in order to help more adult learners succeed in the classroom and the labor market (Aspen Institute
Workforce Strategies Initiative, 2013, p. 2). The benefits of such partnerships can be far reaching,
positively affecting not only the learner and respective external partners, but also the community
at large. One example is the Community College/Career Collaboration initiative
(http://www.aacc.nche.edu/Resources/aaccprograms/cwed/Pages/goodwill.aspx)
through Goodwill Industries
International, Inc., and the American Association of Community Colleges. This program documents
and replicates education models that expand skills and lead to meaningful employment and credentials.


Higher education has a proud history and has adapted to changing conditions, albeit archaically
slowly at times. Today, America is in dire need of a greater talent pool, one that will meet the needs of
jobs now and in the future, and American higher education finds itself at a crossroad. Shall we seek
new ways to provide higher rates of college graduation or ignore an issue that is too important to
ignore? American universities remain the model for the world and yet new ideas and delivery methods
must emerge (Moore & Sorge, 2011). One such idea may be found in unprecedented collaborations
across major enterprises of government, education, and business. According to the National Leagues
of Cities (2012):


  

Recognizing the economic necessity of building a highly skilled and educated workforce,
more city, education, and business leaders are joining a growing national movement to
achieve a 60 percent postsecondary attainment level over the next decade. In order to
achieve this goal, individuals pursuing higher educationincluding both young people
moving from high school to college and adults without a postsecondary degreewill need
a variety of services and supports. These services must address a range of needs that span the
educational pipeline: college readiness, access and financing, transition into postsecondary studies, persistence toward credentials, and the push to completion and attainment of
multiple types of diplomas and certificates. (p. 1)


In general, developing effective partnerships with external organizations should start as any other
initiative intended to serve students. Careful consideration of the needs of adult learners will likely
lead to a model for student services that is different from one designed to meet the needs of traditional
students. Student affairs professionals must develop an intimate understanding of the characteristics,
needs, and experiences of adult learners in order to identify partnerships that will result in the greatest
benefit. This module provides specific strategies for identifying, cultivating, and supporting partnerships that benefit adult learners.


The Role of the Student Affairs Professional
in Establishing External Partnerships


Student affairs professionals are well positioned to be the drivers in identifying and establishing beneficial relationships with external entities. Their fundamental role is student advocacy and supporting
student success; removing barriers and unearthing resources aimed at this mission are almost
second nature. Student affairs professionals
have experience facilitating relationships that
bring partners together when there is a common goal and opportunity for mutual benefit.
They also connect students to resources and
demonstrate how to organize programs and
services for easy access. Finally, because of the
nature of their work, student affairs professionals routinely work across organizational lines
and know how to navigate the institutional
landscape to get things accomplished.
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This is about serving the whole individual, just as schools and
colleges must contend with the baggage students bring from
their personal lives that can stand in the way of their ability to
learn. No one entity is to blame for these problems, nor do they
bear the sole responsibility of solving them. Only by working
together is this possible. Lamar Mitchell, director, Catawba
Valley Champions of Education, an initiative of Catawba Valley
Community College, Hickory, North Carolina (personal communication, August 19, 2013)






Every institution of higher learning that
engages adult learners is obligated to provide
programs and services are designed
for traditional students, 18- to 21-year-old individuals with no dependents, with part-time or no
employment obligations, who reside on or near the campus, and rely, at least to some extent, on parents
or other family for assistance (e.g., financial, social, transportation, health care). If adult students are
to be sufficiently supported, student affairs professionals must first raise awareness of the needs of
this student population, and then take action toward creating and sustaining the necessary programs
and services.


The first step for any student affairs professional may be to assess his or her level of understanding
of this student population. Rachel Brighton, coordinator for Nontraditional/Multicultural Programs
at Utah State University, reinforced this when she said:


  

Know your students. When I attend monthly community council meetings with an understanding of the daily challenges my students face, it equips me to uncover golden nuggets
as I interact and network with my community partners. My understanding of students is
my guide on what to watch and listen for as I learn about community offerings. (personal
communication, August 30, 2013)


Consider using self-assessment Exercise 8.1 as a way of identifying strengths and areas for development.


Understanding the needs of adult learners and the challenges they face is critical to serving them.
Student affairs professionals must embrace advocacy for these students as one of their fundamental
roles but one that can be carried out successfully only with a level of understanding of the characteristics of this student population.


Strategies for Initiating Partnerships


So where should you start? This section presumes you are starting with few to no established partnerships with external entities. The key to success is to identify partnerships that meet the needs of
adult learners in a meaningful way. Herein lies the importance of knowing the adult learners on your
campus and the particular challenges they face; these challenges lead straight to the types of external
partners you might pursue, as described in Table 8.1.
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Another more specific strategy is to work with municipal officials in conducting a scan of
local efforts:


  

The purpose of the scan is to take stock of the local landscape of services, supports, and
institutions that promote postsecondary success, and then use that scan to develop a comprehensive strategy for helping more students receive the support they need to earn their
degree or credential. (National League of Cities, 2012, p. 1)


Institutional resources (e.g., research assistants, funding) may be key to completing such a project, and
the relationships developed as a result of conducting the scan could lead seamlessly to formal partnerships. The results of the scan will indicate opportunities for easy connections (low-hanging fruit),
common goals, and potential partnerships that were not otherwise very obvious. Specific action steps
for completing a scan are outlined in National League of Cities (2012).


Student affairs professionals can also reach out to adult learners attending their institution and ask
about the associations, organizations, and communities to which they belong. The list of potential
partners this may yield is a great place to start. Establishing a student organization for adults, providing
student government representation, developing an Adult Learner Advisory Council, or creating an
annual adult learner event are examples of engagement options that can bring together adult learners
and provide a mechanism for connecting with potential partners.


In pursuing potential partners, student affairs professionals should seek to learn as much as possible
about the partners program, organizational structure, personnel, funding, mission, and events. They
can participate in events and activities hosted by the potential partner in an effort to build a relationship and further understand the organization. Lauren Williams, director of the Office of Military and
Veterans Services at Marywood University, shared this strategy as key to her work connecting veterans
and their families to other available services; she
makes an effort to attend programs and events
hosted by external organizations as much as
her schedule allows (personal communication,
August 14, 2013).
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When asked about how to initiate partnerships with external
organizations, Leodis Scott, research associate and part-time faculty
at DePaul University School for New Learning, shared this advice:
By understanding their challenges, problems, and difficulties and
explaining how creating a relationship would help the both of us.
This means revealing some of our own challenges, but with a sense
of building a shared experience of needs and trust. This relationship grows through expanding this shared experience by looking at
specific points, such as programs, courses, or policies that affect the
organization and by finding ways we could reconsider (personal
communication, August 19, 2013).





Like the institution, external partners are
passionate about delivering on their respective missions; opportunities that advance
this objective will be welcomed. Identify
potential partners whose goals align with
the institutions and be able to articulate how
a partnership can meet these shared goals
(e.g., workforce development, reducing dependency on government services, family stability,
reducing unemployment).


According to Patrick Lane, project coordinator at the Western Interstate Commission for
Higher Education (WICHE) Adult College
Completion Network, there are not many hard and fast rules for seeking partnerships with different
types of organizations, but one commonality would be that, It all starts with an invitation (personal
communication, August 16, 2013). This invitation is the first step in generating awareness of the
sincere interest and potential benefits. The discussion that follows must allow all parties to engage
together with a collective sensitivity to respective needs, hopes, goals, and opportunities.


Lamar Mitchell directs an initiative in Western North Carolina called the Future Workforce
Alliance, made up of 3 Workforce Development Board regions, 15 counties, and 8 community
colleges. He recommends targeting the agencies or organizations with whom you want to partner and
inviting them to a meeting where you share information about your program and specific, prescriptive
ways in which you want them to be involved and resource needs or gaps that you may have in serving
your clients (personal communication, August 23, 2013).


Once the invitation has been extended, it is crucial to articulate a vision for how the partnership
could impact the adult learner experience. This vision includes practical strategies that, if implemented, could solve a current problem. This is why knowing the vision and mission statement of the
external organization is an important step in initiating a relationship, because it allows the space for
all parties to align with a single vision and a shared purpose (Leodis Scott, personal communication,
August 19, 2013).


Prospective partners might find helpful examples of already functioning partnerships at the institution or at other institutions. The Complete the Degree Program in Chicago was born out of a pre-existing relationship among colleagues from several nonprofit organizations who volunteered on an
Advisory Council for the Chicago Workforce Investment Council. The partnership grew organically
from discussions about the need for workplace adult literacy and college completion. The result was
three nonprofit organizations joining together to hone their idea and creating a partnership with the
Chicago Workforce Investment Council (Gabi Zolla, personal communication, September 4, 2013).


Finally, communicating the value the institution places on external partnerships could be reinforced
by introducing potential partners to CAELs Principles of Effectiveness for Serving Adult Learners.
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Timing and the right situation can create an opportunity, as Brian Knudsen, community resource
coordinator for the city of Las Vegas, Nevada, explained. He saw an opportunity in 2009 when the city
was making layoffs because of the economic downturn.Two staff members from the city staff development office had resigned. Knudsen reached out to the Workforce Development program at the local
College of Southern Nevada (CSN). He needed staff development and CSN needed space for their
classes. As it turns out, the new City Hall downtown was being finalized, and there just happened to
be extra space10,000 square feet. The city now has training for its employees, provided by CSN
Workforce Development during the day. And the community has education provided for them in the
evening and off hours at a campus downtown (personal communication, August 23, 2013).








By pointing out that developing strategic partnerships is a critical function in supporting adult learners
and a standard of practice, student affairs professionals can demonstrate their serious commitment to
making the partnership a successful one.




Eliminating Potential Roadblocks
to Developing Partnerships


Some external entities may be reluctant to partner with institutions because of misperceptions about
mission, access, student needs, and the possible benefits of such a partnership. To many, the typical
higher education institution is made up of units and departments with nondescript labels (or acronyms) and is organized in a way that is not always logical to outsiders. In cultivating these partnerships,
student affairs professionals may find it necessary to first translate the educational environment
by using more common labels, focusing less on
titles and reporting structure and more on job
roles and outcomes. Easy-to-understand graphical depictions of how institutional departments work together to support adult learners
can serve as a road map for external partners to
understand who at the institution works with
these students and in what capacity.
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The following is a checklist for student affairs professionals for
identifying and initiating partnerships that meaningfully support
adult learners:



	Know the challenges your adult students face.

	Look for common problems to solve at your institutions.

	Look for common goals that connect the community with the
campus and students.

	Become familiar with external organizations in your local
community.

	Know how to articulate benefits for all involved, especially
adult learners, by using a variety of media.

	Create a vision for the partnership that can be seen, understood, and articulated by others.

	Be transparent about the institution to ensure consistency
and commitment.

	Extend an invitation to meet and dialogue in a welcoming
environment, recognizing strengths and seeking complementing skills.







The partnerships themselves involve adults
who need to learn. Consider the characteristics
of adult learners:




	Autonomous and self-directed

	Accumulated a foundation of experiences and knowledge

	Goal oriented

	Relevancy oriented

	Practical

	Needing to be shown respect (Knowles, 1970)




This language issue and the fact that no
two institutions look the same in terms of organizational structure contribute to confusion
and misperceptions, such as the following:



	The institution is exclusive, inaccessible.

	 The educational process is confusing
and bureaucratic.

	The siloed nature of the institution makes communication difficult and inconsistent.

	The institution is not committed to the persistence and retention of adult learners.

	The institution does not provide programs or services aimed at the unique needs of adult learners.




Typically, publicity about the institution tends not to focus on adult learner programs and services,
especially when the institution enrolls a predominately traditional undergraduate student population.
Student affairs professionals need to make a special effort to provide evidence of the institutions commitment to these students. Telling your story takes on a critical role in helping potential partners see
the institution in a different light; using student experiences can be the most compelling way to demonstrate the difference resources can make in the retention and persistence of adult learners. Student
affairs as a profession is sometimes generalized under the broad heading of service, but
the defined skills and deliverables that can be
brought to a partnership are not clearly understood. When asked about advice for student
affairs professionals, Steven Moore, from the
Degrees Matter! Program, commented, This
is about rethinking the role you play in this
work. Once others learn about it, it is powerful
(personal communication, August 27, 2013).
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You know you have reached deep engagement when the
agency is telling your story to other agencies even better than
you ever could and that they are supporting each other with a
feedback loop of affirmation and successes. Lamar Mitchell,
director, Catawba Valley Champions of Education, an initiative of Catawba Valley Community College, Hickory, North
Carolina (personal communication, August 20, 2013)





An effective strategy for eliminating
confusion is to identify a single point of
contact, someone who can coordinate and
communicate between agencies, claiming the role of nonpartisan champion, and articulating status
and progress. Having a constant and clear voice that keeps the focus on the greater cause can unite and
ignite collaboration.


Sometimes local businesses and other community resources are approached by institutions of higher
education only seeking money or other resources. Often, this serves as an immediate roadblock to establishing a truly robust and long-term relationship. Taking the time to explore and articulate the potential benefits
to the external partner outside of any particular event or institutional initiative can open up lines of communication, because there is no pressure to take action within a particular time frame.


While the institution of higher education can be confusing, so can the world of governmental
agencies and private-market employers. Student affairs professionals should school themselves on the
organizational norms and practices of other organizations with which they have little or no experience
as a strategy for eliminating perceived roadblocks. Corporate Voices for Working Families has a series of
publications about the benefits of education-friendly policies for employers. For example, their research
shows that tuition assistance has a positive return on investment for companies (usually through lowered
retention costs). This type of research can help student affairs professionals better understand private
sector concerns and perspectives (Patrick Lane, personal communication, August 16, 2013).


Brian Knudsen, community resource coordinator for the city of Las Vegas, Nevada, shared that
his experience working with a local college and the city meant navigating two very large bureaucratic
organizations with infrastructures that did not necessarily align (personal communication, August
21, 2013). Two different legal counsels were involved in finalizing the agreements. In this case, persistence and patience were keys to resolving those issues that initially were seen as roadblocks.


The inaugural partnership perspective should strive to create a win-win combination. Consider the
motivating factors from both perspectives:
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Insight for Sustaining Successful Partnerships


Regardless of whether a relationship with an external partner took time or happened serendipitously,
sustaining these relationships long term takes attention, trust, creativity, flexibility, and dialogue.
Here, the role of student affairs professionals becomes that of advocate, communicator, promoter,
and planner; the professional must focus on both sides of the relationship at the same time, ensuring
that all involved see that by working together, more will get accomplished. Consider these key actions
in sustaining successful partnerships:



 Advocate for and represent the institution to the partner while also advocating for and communicating about the partnership to the campus community. Tools such as public service
announcements, profiles of student success stories, letters of recognition and appreciation
(copying supervisors), website notices, and personal telephone calls all go a long way in serving
as a voice that unilaterally supports the relationship.


 Be visible and present at partner events and initiatives and find opportunities to engage the
partner in institutional activities and programs. Not unlike student events that the advisor
attends, a physical presence speaks volumes about commitment while cultivating a deeper
relationship. It begins with awareness of the partnering organization and identifying timely
and appropriate events.


 Introduce the partner to the institutional norms, traditions, and values, and become intimately
familiar with the partners history, priorities, and goals. Higher education is known for creating
annual rituals and traditions, whether it is homecoming and a football game, a speakers series,
or a poster session put on by a specific college. A scan of your institutions events provides
myriad choices to share with partners.




 Promote the partnership to adult learners and provide the partner with easy opportunities to
interact directly with adult learners. Similar to donors wanting to meet with the students who
receive their scholarship, partners want to see the results of their work with the institution.
Provide an opportunity (possibly your own annual event) that allows for interaction, story
sharing, and celebration.


 Keep the partner informed of major institutional issues and changes (e.g., new leadership). As a
result of providing ongoing communication about happenings at the institution, transparency
and trust are advanced for the partnership. It might be helpful to keep a file where you can drag
and drop ongoing changes that are not major, but which can be shared in a monthly update


 Whether formally (e.g., in institutional publications) or informally, take opportunities to share
information about external partners. Rachel Brighton, nontraditional/multicultural program
coordinator at Utah State University, reinforced this idea when she said:


  

Share what you learn. When you connect with colleagues in the community, share what you
learn about their organizations and services. Share what you learn during a staff meeting,
better equipping your employees and colleagues to connect students to solutions. Share
your knowledge with individual students you serve. Mass communicate your knowledge
of community resources through social media, e-mail lists, and office websites. Dormant
knowledge is wasted knowledge. (personal communication, August 31, 2013)


 Identify indicators of success and agree on how these will be measured and communicated. The
indicators are pivotal in establishing empirical measures of action, commitment, and direction.
Consider the options for gauging:



	Bottom-line dollars

	Number of students involved

	Cost per student

	College- or university-based focus

	Participation numbers

	Retention

	Re-entry

	Attrition




It will be important to provide these indicators on a longitudinal basis, connecting the trends
and clearly communicating results. Again, this type of accountability only builds on trust.


 Set aside time to talk about the partnership (What is missing? Is communication clear and sufficient? Are meetings too frequent/not frequent enough? Are the needs of all partners being
met?). The result of being attuned to the quality and quantity of the communication cannot
be underestimated. It is not about striving for perfection, but being honest in the intent to stay
true to the purpose of the partnership. This type of pause can offer professional regard and,
 often, additional opportunities.


 Recognize both the students who benefit and the partners who support their success. The
Edmonds Community College (n.d.) Student Resource Guide provides a good example of
how to recognize a key partner.  The
guide promotes the partner, shares a
personal profile of a student, and unifies
the services in a single publication.
Each individual story could stand on its
own and provide a springboard for the
specific academic program or partnering
organization to tell more. Consider at
the start how you can plan for students,
the institution, and the partnering
agency to easily capture information so
the recognition can flow.
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The most important thing to consider for those developing
the partnerships is that this is a long-term proposition. Results
wont happen overnight, whether its the partnerships themselves
or the outcomes that should derive from the partnerships.
Lamar Mitchell, director, Catawba Valley Champions of Education,
an initiative of Catawba Valley Community College, Hickory, North
Carolina (personal communication, August 20, 2013)






Articulating and Understanding Boundaries


Like any healthy relationship, trust is a key ingredient when establishing partnerships with external
entities for the benefit of adult learners. The concept of professional trust, according to Patrick Lane
at the WICHE Adult Completion Network,


  

is not so much the idea of a ropes course or trust falls, but rather, the idea that partners
involved are effective and follow through on their commitments. Akin to accreditation,
are we doing what we say we do? Can we document it and show it through consistent and
understandable means? (personal communication, August 16, 2013)


The signature characteristics for Complete the Degree Chicago are trust and respect, said Gabi
Zolla, vice president and chief operating officer for CAEL. Now in its second year, this program has
partnered with nine institutions, has further established roles between three nonprofit organizations,
has secured funding, and has advanced their initiative for degree completion. Zolla pointed out that
the growth has led, in large part, to the flexibility and adaptability of the participating partners; a reflection of the trust they have among the organizations (personal communication, September 4, 2013).


Establishing a cooperative agreement or memorandum of understanding (MOU) is highly
advisable. It does not necessarily require legal counsel review, but it is a tool for articulating expectations and responsibilities for all involved. It provides for continuity in the case of staff transition,
holds both parties to mutually agreed on roles and responsibilities, and institutionalizes the relationship, putting it on record by establishing a start date. An annual or otherwise routine review of the
document provides an opportunity to revisit the partnership to make any necessary adjustments
without having to declare that something is wrong. Finally, the signing of a cooperative agreement or
MOU can be a dynamic and positive celebration of the launch of a new and exciting initiative.
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Successful Partnership Examples


There are as many types of partnerships as there are campuses and communities. Maybe because of
this, they can be dynamic and meaningful for the people they serve.


Below are examples of existing partnerships:



Civic and Community Groups



	The Family Economic Security Program at Norwalk Community College works with students
who are parents to create strong economic futures by encouraging and supporting their
financial, academic, career, and personal success (http://www.ncc.commnet.edu/fesp).

	Greater Louisville, Inc., partners with a variety of local institutions to help increase overall
college attainment rates. A specific component of the project focuses on adults
(http://www.greaterlouisville.com/hire/default.asp).

	 Corporate Voices for Working Families and Learn and Earn Partnerships between
business and education providers bridge the skills gap for employers while encouraging and
supporting current and future employees to attain postsecondary credentials with labor
market value
(http://www.pge.com/includes/docs/pdfs/about/careers/powerpathway/newseventsmedia/LearnEarn_ExecSumm_web.pdf).

	 Goodwill, Inc., has developed numerous partnerships across the country that focus on
providing job skills training in addition to credit-bearing courses provided by institutions.
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With support from the Lumina Foundation, the University of North Carolina, Greensboro,
Undergraduate Studies Division is developing a regional discussion of leadership in the corporate,
public, and nonprofit sectors. Through dialogue, stakeholders seek to develop innovative solutions for
increasing degree attainment among members of the Piedmont Triad workforce. Collaborators envision
working with business, civic, and academic leaders to generate new and creative ways to solve the
degree attainment crisis locally.






Specialized Organizations



	The Institute for Womens Policy Research, the Student Parent Success Initiative, and the
National Coalition for Campus Childrens Centers have joined together and developed
a toolkit, Financing Child Care for College Student Success. The kit provides a collective body of knowledge and highlights an array of funding opportunities including public
funding at the federal, state, and local levels
(http://www.iwpr.org/publications/pubs/financing-child-care-for-college-student-success).

	Degrees Matter! is a shared partnership among educational institutions, local foundations,
and nonprofit organizations with the mission to increase the number of residents with college
degrees in the Greater Greensboro/High Point area (http://www.degreesmatter.org).






Institutions of Higher Education



	The Graduate Network started in Philadelphia and has expanded to other cities. The program
provides intake advising and has relationships with various institutions around the Philadelphia
area where they place students. They also provide ongoing support for students by outlining
action plans specific to decision making, documentation, comparison, commitment, persistence, and degree completion. (http://www.graduatephiladelphia.org).

	The University Center of Lake County is a consortium of 20 colleges and universities created
by the Illinois Board of Higher Education to bring bachelors completion, graduate, and professional development programs to the region. The target audience is working adults, with
programs that are run during the evenings, weekends, and online
(http://www.ucenter.org and http://www.uclcconference.org).

	At the University of Toledo, the College of Adult and Lifelong Learning partnered with Toledo
Public Schools and the Penta Career Center to help parents and community members lead the way
for their children to excel in school. By engaging families to further their education, the children
will be influenced toward academic success (http://www.utoledo.edu/call/ut_tps.html).

	The Working Families Grant Program provides funding to single custodial parents and establishes a
partnership philosophy that embraces academic advising and support services, career assessment, and
community services in administering the funds (http://www.marianuniversity.edu/wfg).

	 The Future Workforce Alliance partnership of Catawba Valley Community College in
Western North Carolina has two strategies. The first is a messaging campaign, Get NOT Out
of Your Life, and the other is the establishment of Success Coach teams at the community
colleges (http://www.getthenotout.com).








[image: image-spot]


The Council for Adult and Experiential Learning (CAEL) developed the Adult Learning Focused Institution
(ALFI) Assessment to assist institutions in evaluating the extent to which programs and services reflect
the nine principles of effectiveness for serving adult learners. After participating in an ALFI assessment,
Marylhurst University determined a need to further foster partnerships with business, community
groups, labor unions, and other such external stakeholders. Marylhurst Universitys strategy for making
this improvement was to establish a standing committee whose charge is to build alliances with these
external entities. Formalizing this responsibility through the establishment of a committee means that this
effort has shared accountability, will survive staff turnover, and has expected outcomes to meet.








External Partnerships to Benefit Adult Learners With Children



	At the University of Alabama, Undergraduate Parent Support (UPS) works with community
partners to design and implement family-friendly campus events to help adult learners who are
parents become aware of and access college and community resources. UPS sponsors an annual
Family Resource Fair, maintains a website
with links to community partners, and
uses the site to host forums on issues of
interest to adult learners with children.

	 The Family Child Care Network
links adult learners with children to
participating independently owned
and licensed child care facilities near
California State University, Northridge.

	Norwalk Community College operates
the Family Economic Security Program
in partnership with community foundations. The program provides scholarships, financial education, achievement
coaching, and family-friendly activities.

	Angelina College in Texas partnered with
a nonprofit called Buckner Children and Family Services and the Womens Shelter of East Texas
to build 40 apartments on college land, with a child development center and multiple support
services. The apartments house adult women with children, many of them former victims of
abuse, who are continuing their education.

	University of California, Berkeley, partners with Whole Foods, The Cheese Board, and Noahs
Bagels, among others, to operate The Bear Pantry, a source of emergency food assistance for
student parents.
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Dont go it alone. No one professional or organization can be all
things to all students. Build a network of colleagues, not only on
campus but in your community, and then become the stepping
stone for your students to those professionals and the opportunities and services they provide. Community organizations can have
a significant impact on students ability to navigate difficult circumstances, making all the difference in their ability excel in academics
and persist to degree completion. Rachel Brighton, coordinator, Nontraditional/Multicultural Program, Utah State University
(personal communication, August 30, 2013)






Advocacy: A Needed Voice


Up to this point, Module 8 has focused on strategies that student affairs professionals can employ to
develop partnerships that support specific adult learners or adult learner subpopulations. There are
other types of partnerships, ones that can have broader implications by influencing public policy pertaining to and impacting adult learners. Unlike grassroots efforts in building relationships, this type of
initiative takes place at the policy level and requires the engagement of institutional presidents, board
members, and other executive leaders.


Public policy has far-reaching influence on posttraditional learners. No longer can we conflate
postsecondary learning and education exclusively with traditional college settings while in a knowledge
economy meaningful learning is happening (and required) in many different places, i.e., online, in the
workplace, and as part of military service (Soares, 2013, p. 10).
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The Cache County Interagency Council in Utah comprises 85 different organizations, including governmental, nonprofit, social service, health care, faith-based, and workforce development agencies. It is an excellent
example of the power of association in bringing together multiple groups in search of support, synergy, and
resources with minimal investment.The group meets once each month at a local restaurant to network and
hear a presentation by a member organization about its programs and services. Partnerships emerge when
common goals or needs are identified.The group has an electronic mailing list that is heavily used to share
information between meetings and has also been a convenient way to post and respond to unanticipated
issues and needs; e-mails have also included offers of free resources, even a donated copy machine.





The adult learner must have policy that supports accessible and meaningful learning. Our workforce demands
it and our communities deserve it. When we look at our past, the role public policy played in the 20th century
was remarkably successful in expanding access for millions of Americans and making the United States a human
capital driven powerhouse. In a successful 21st century, the literature to be written must point to a bottom-up
entrepreneurship in which post-secondary education leaders transform institutional, instructional, credentialing,
and financial models based on the learning needs of post-traditional learners (Soares, 2013, p. 16). Consider the
questions in Exercise 8.2 as a way of identifying opportunities for broader advocacy of adult learners.


A Call to Action


Developing meaningful community partnerships takes specific attention and effort. Creating a plan
for pursuing these partnerships along with specific strategies increases the likelihood of success. The
following is a list of specific actions student affairs professionals can take to begin the process of initiating and sustaining successful partnerships.



	Complete the self-assessment included in this module (Exercise 8.1) and discuss your conclusions with a colleague; devise a plan to fill gaps in your awareness of adult learner issues.

	Initiate a meeting on your campus of staff and faculty whose work or research focuses on adult
learners. Create an overview of the programs and services provided to adult learners as a tool
to use in talking with prospective partners; consider establishing an institutional electronic
mailing list or committee to share information, issues, and resources.

	Register for the Adult College Completion Network at 
accn@listserv.wiche.edu.

	Review CAELs (n.d.) Principles of Effectiveness for Serving Adult Learners and become
familiar with the nine principles, in particular the principle pertaining to developing strategic
partnerships with employers and other organizations.

	Identify all governmental, nonprofit, and community services in your community; identify
any associations, meetings, or networks that bring these groups together.

	Conduct a survey of adult learners at your institution to discover programs and services they
already use.

	Develop an outreach plan to connect with potential partners by identifying special events and
activities hosted by the partner, open meetings, and other opportunities for you to participate.

	Prepare a communications plan and collateral material about your institution that tells your
story. This should include testimonials from current adult learners or recent graduates.

	Prepare and present to other student affairs professionals on your campus an overview of the
characteristics of adult learners, the challenges and barriers they face, and examples of how
partnerships with external organizations can be of benefit.

	Invite external organizations to your campus for a tour, open house, special event, or program.
Provide opportunities for the potential partners to meet currently enrolled adult learners.

	Work with municipal officials to conduct a scan of local programs, services, and institutions
that promote postsecondary success.

	Share with your colleagues, supervisor, and community contacts your efforts to support adult
learners and seek information and opportunities as a result of these relationships.

	Learn about other successful partnerships by visiting the Web links included in the previous
section of this module. Use what you learn to create a vision of how potential partners might
engage with your institution.

	Practice explaining institutional structure and roles using easily understood titles and labels and
without acronyms. Create materials that demystify institutional processes such as the application
and enrollment processes, degree and course selection, and the financial aid application process.

	Formalize partnerships by drafting a memorandum of understanding, and use this document
as a vehicle for clarifying roles, responsibilities, and expectations.

	Nurture partnerships by engaging them in campus events, bringing attention to the partnerships and the difference they make for students, and celebrating success by recognizing the
achievements of adult learners.

	Ask a colleague at another institution to visit your website and provide feedback on how clear
it is that you support adult learners.

	Review the InsideTrack blog (as noted in the conclusion) that suggests a paradigm shift from
failure prevention to success creation. Consider the perspective taken at your institution
and whether a shift is needed to better serve adult learners.

	Look for opportunities to celebrate and create a tradition that recognizes adult learners year
after year.

	Meet with academic advising units at your institution and familiarize them with the profile of adult
learners. Ask them for their insight and advice based on their advising experience with adult learners.

	Join the Association for Non-Traditional Students in Higher Education, an international
partnership of students, academic professionals, institutions, and organizations whose
mission is to encourage and coordinate support, education, and advocacy for the adult learner
(http://www.myantshe.org).

	Develop an Adult Learner Advisory Council on your campus that has broad representation.






Conclusion


Of the many strategies for supporting the retention and completion rates of adult learners, creating partnerships between the academy and external organizations recognizes the relationship in the
students life between school and other responsibilities. Student affairs professionals have a unique
opportunity and the right skill set to cultivate, establish, and nourish these partnerships so that all
involved find great benefit. In determining the best partnerships, perhaps a helpful paradigm in working with adults is the concept of success creation versus failure prevention. This concept suggests
that partnerships should be aimed at meeting the complex needs of the adult learner but not because
he or she is at risk or different from the traditional student. Partnerships built on enabling success
rather than simply trying to avert failure are more likely to engage the student in taking full advantage
of institutional services (InsideTrack, 2013).


By 2018, an estimated 62 percent of jobs in America will require some form of postsecondary
education (Carnevale, Smith, & Strohl, 2010). How the United States responds in producing enough
graduates with the requisite knowledge and skills to fulfill employers needs depends on partnerships
and systemic changes that allow adult learners to fully participate in an educational opportunity.
Successful partnerships can have a significant impact on adult student retention and completion
rates. The primary reason students cite for leaving college is balancing work and school (Sloate,
2009). Adult learners face the challenge of having prior responsibilities integrated into their lifestyle,
things as varied as family, career, mortgages,
and soccer practice. The reason they return to
school might be invigorating and positive or it
may be traumatic and daunting. In either case,
it is a major disruption in the flow of life. For
the profession of student affairs, this is an ideal
opportunity to proactively and thoughtfully
develop partnerships and engage services that
support the adult learner.





[image: image-qtip]


Even graduation rates themselves calculated in the traditional
NCAA 4-, 5-, and 6-year method fail to capture the success of
part-time or working students or community college transfer
students. Part-time and working students may take 7 or 8
years to graduate.These successful students appear as failures
in the data, and the standard methodology does not even
count transfer students (Lombardi & Capaldi, 1997). Consider
a conversation with your Office of Institutional Analysis, and
acquaint yourself with how your institution counts (or does
not count) the part-time student or transfer student. There is
an opportunity to establish a voice for these students.






Success is measured in many different ways.
As university educators, we witness firsthand
every day the need for our students of all ages,
both traditional and nontraditional, to have
something coherent to believe in, some centering
values and goals to strive for (Nash & Murray,
2010, p. xiv). Partnerships can strengthen the
experience, engage the community, and ultimately deliver for the student.
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Exercise 8.1Gauging Your Understanding of Adult Learners:
A Self-Assessment


Directions: Invite a group of adult learners, faculty members, student affairs professionals, and administrators to independently complete the following exercise.


1. Who on your campus is considered an expert on adult learning or is currently working with
adult students?


2.  What do you know about the adult learners that attend your institution in terms of demographics? How do these data compare to other student populations served by your institution?


3. What are the unique needs of adult learners? How have you acquired (or would you acquire)
this information?


4. What percentage of adult learners on your campus persists to degree or program completion?
What are the reasons cited by adult learners at your institution who stop out or drop out?


5.  What student activities, events, and leadership development opportunities are intended for
adult learners? Who offers these programs?


6.  Evaluate academic and operational policies in regard to the recognition of the needs of
adult learners.


7.  What is the experience of adult learners in the classroom? To what extent do faculty understand the needs and characteristics of adult learners?


8. What barriers to participation exist for adult learners?


9. How do you stay in touch with the adult learners on your campus?


10.  What is the vehicle at your institution that provides a voice for adult learners?


11.  How is student affairs represented and involved within your local community?
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Exercise 8.2Advocacy and Adult Learners


Directions: Invite a group of faculty members, student affairs professionals, continuing education
staff, and administrators to collectively discuss and complete the following exercise.


1. Do you know the funding formula difference for your institution or state between a part-time
student and a full-time student?


2. Is the Continuing Education unit represented at the leadership table at your institution?


3. Are you familiar with workforce development organizations in your region?


4.  Do you know what the professional certificate programs are delivered by the Continuing
Education unit at your institution?


5.  Are the adult learners from Continuing Education at your institution invited to become
members of the alumni association?


6. How does your institution provide for a representative voice for the adult learner?
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Abstract


This module is designed to help leaders of adult learner initiatives establish and maintain a culture of
evidence. It may seem overwhelming for coordinators of adult learner programs to accept the responsibility of advancing a culture of evidence, given the myriad demands competing for their attention
and the resource-constrained environment in which many operate. However, an investment in establishing and maintaining a culture of evidence will pay dividends of better decision making, greater
program efficiencies, and improved allocation of limited resources. All of these benefits strengthen
adult learner programs and initiatives and ultimately lead to student success. A culture of evidence
can be developed if faculty and staff focus their efforts on the broader benefits of examining programs
and services in addition to concentrating on the necessary details of program planning. Such a culture embraces the ongoing review of data to inform progress toward identified student outcomes and
promotes an ethos of effectiveness. It is important to keep in mind that assessment techniques are of
little use unless and until local academic cultures value self-examination, reflection, and continuous
improvement (Angelo, 1999, p. 5).








Using This Module


This module provides leaders of adult learner initiatives with the information necessary to enhance
their understanding of a culture of evidence and its importance, to use data from a variety of sources
to improve programs for adult learners, and to ultimately develop such a culture. Adult learning
takes place in a variety of settings including 2- and 4-year institutions, as well as workplace settings.
Learning assessment can and should exist in workplace, corporate, and nonprofit entities, and many
of the techniques presented in this module can be implemented in those settings. However, this module focuses on assessment of learning and development among adult learners in higher education.
Specifically, this module:




	Defines culture of evidence.

	Outlines key components in a culture of evidence.

	Emphasizes the importance of a culture of evidence.

	Describes sources of data and technology used to inform decision making.

	Illustrates improvements made to adult learner programs.

	Highlights examples of programs operating within a culture of evidence.





Culture of Evidence


What is a culture of evidence and why is it important? Culp (2012) defined a culture of evidence in
the context of student affairs as a commitment among student affairs professionals to use hard data
to show how the programs they offer, the processes they implement, and the services they provide are
effective and contribute significantly to an institutions ability to reach its stated goals and fulfill its
mission (p. 5).


Banta (2004) defined a culture of evidence more broadly as an environment in which important
decisions are based on the study of relevant data (p. 6). Regardless of where adult learner initiatives are structured within an institution, these definitions are applicable to adult learner programs.
Several key conditions are necessary to foster a culture of evidence. These conditions include support
from the program, unit, or institution leader; involvement of faculty, staff, and students; a collegial
environment in which ideas can be shared; an implicit understanding that assessment activities will
take place; a belief that assessment and use of assessment results will lead to improvements; and the
ability to conduct assessment activities within institutional context and culture (Seagraves & Dean,
2010; Suskie, 2009).


A culture of evidence requires strong leadership at all levels of a unit or institution and involves
faculty, staff, and students. Leaders set the tone and vision for all activities, and when those responsible for adult learner programs value and promote a culture of evidence, then others who are involved
will follow suit (Suskie, 2009). Banta, Jones, and Black (2009) reminded us that if individuals in a
unit are to embrace the responsibility for taking action they must own the assessment process (p. 12).


Institutional leadership is also an important factor in student success. In 2004, the Lumina
Foundation for Education launched Achieving the Dream: Community Colleges Count (ATD),  an
initiative designed to increase student success among minority and low-income students. ATD began
with 26 community colleges, expanded to include more than 160 community colleges, and 6 years later
became an independent, nonprofit group (Ashford, 2011). The first step in ATDs five-step process
for improving student success is leadership commitment. A study of the initial 26 ATD institutions
found that more than 33% of institutional presidents exemplified a strong commitment to a culture
of evidence and student success, and in approximately one-half of the participating institutions, senior
administrators led these initiatives. Over the 3-year period of this study, 81% of the participating
colleges improved the culture of evidence on campus. In addition to having strong leadership, these
colleges implemented or improved many of the components of such a culture by using data to make
decisions, engaging stakeholders, and implementing continuous improvement strategies. Attention
to all aspects of a culture of evidence is needed, but what seemed to make the most difference for
development at these colleges were strong, visionary leaders at multiple levels of the institution
(Rutschow et al., 2011, p. 113).
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Central Washington University (CWU) is located in Ellensburg, Washington, and enrolls 3,100
students, 22% of whom are adult learners. CWU also has eight branch campus locations that serve
upper-division students, nearly all of whom are adult learners.Through the Center for Diversity and
Social Justice and under the leadership of Diversity Officer Michelle Cyrus, CWU provides robust
nontraditional student programming that has evolved through evidence-based decision making



Successful programs include a nontraditional student welcome carnival, nontraditional student week
activities, and a professional development series designed specifically for adult learners. Cyrus has
established a culture of evidence that keeps it simple. She conducts quarterly focus groups with
diverse groups of nontraditional students, including students of all adult ages, parents, working
professionals, and veterans. The results of the focus groups are used primarily to improve the
professional development series curriculum, but also to inform the unit strategic plan and other
institutional reports. Specifically, the professional development series curriculum has included topics
such as time management, team building, and leadership skills, but the delivery of these topics is
designed to focus on the needs of adult learners. Student feedback often confirms the direction
of student programs, but sometimes students provide interesting and unexpected suggestions. For
example, nontraditional students at CWU indicated a desire to continue their education beyond
an undergraduate degree and expressed interest in learning more about graduate and professional
programs. Subsequently, a workshop series on selecting and applying to graduate and professional
schools was developed. Cyrus has worked hard to establish a culture of evidence at CWU and
her evidence-based programming is meeting the needs of nontraditional students at all campus
locations (Michelle Cyrus, personal communication, October 18, 2013).








Another key component of a culture of
evidence is the use of relevant data to inform
decision making and demonstrate progress
toward stated goals. The data used in decision
making can come from many sources, including
institutional data, peer comparisons, results of
quantitative measures, qualitative findings, and
direct as well as indirect measures of student
learning. Most important, the data gathered
are used to inform program and pedagogical
decisions (Suskie, 2009). The consistent and
appropriate use of assessment results is what
truly defines a culture of evidence, and when
a culture of evidence is present all individuals
involved will make program-related decisions
informed by data. For example, community
colleges, which often enroll large numbers of
adult learners, can use data to understand more
specifically the barriers and challenges that
adult learners experience, work to remove those
barriers, and develop the necessary programs and services that will help students meet their educational goals (McClenney, McClenney, & Peterson, 2007; MDC, 2006).
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Assessment efforts within adult learner programs and
services can be used to demonstrate progress toward
broader institutional goals. The assessment efforts within
the Learning Resources Center (LRC) at the University
of Alaska Anchorage provide an example of evidence-based improvements taking place within an individual unit
and contributing to broader university goals. The LRC
conducted a robust assessment of its tutoring program and
the student learning that took place and used the results
to define its unique contributions to institutional goals.
The process yielded benefits for the tutoring program,
provided evidence in support of universitywide retention
goals, and resulted in continuous improvement efforts.
(DeFao, 2012)







Importance of a Culture of Evidence


A culture of evidence has many advantages and benefits for adult learners, adult learner programs and
initiatives, student affairs divisions, and institutions. Many adult learners tend to be autonomous and
self-directed in their pursuit of knowledge. They also desire to understand the relevance of what they
are learning and how that knowledge can be leveraged to meet their goals (Knowles, 1980). A culture
of evidence fosters an open discussion of expected learning outcomes, involves students in the assessment process, and promotes sharing and using assessment results for improvement. Through this type
of involvement, adult learners can gain a deeper understanding of what is expected of them and may
also recognize the link between classroom and programmatic activities and the associated learning
outcomes. Simply having a culture of evidence may motivate adult learners and subsequently improve
student success (Zemke & Zemke, 1995).


Sharing feedback with adult learners about their performance is a particularly helpful technique
that contributes to the students learning and capacity for self-direction (Kasworm & Marineau, 1997).
Adult learners benefit from knowing where their performance met expectations, where improvement
is needed, and how their performance compares against that of their peers.


Evidence-based decision making is critical to the continuous improvement of adult learner programs,
and the hallmark of a culture of evidence is the use of results. Program and curricular decisions based
on relevant data related to program goals yield
stronger results than decisions based solely on
instinct or hunches. The data gathered from
institutional databases, surveys, focus groups,
exams, and performance assessments must be
examined carefully in the context of the adult
learner initiatives, the division of student
affairs, and the institution. Suggested improvements to programs and initiatives should be
based on this information. Robust discussions
about program improvement are among the most meaningful consequences of a culture of evidence.
Such discussions can lead to the revision of program goals or outcomes, refinement of assessment
measures, changes to programs or services, or implementation of new services, just to name a few.
Some changes will be easy to implement though others may be more difficult. For example, extending
the hours of operation of a learning resource center could be done quickly and with relative ease if the
necessary resources are available. However, creating an orientation class specifically designed for adult
learners would require involvement from numerous offices and likely could not be implemented in a
single semester. When any changes are implemented, the evaluation should continue to determine the
effectiveness of those improvements.
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A Background Knowledge Probe allows students to articulate
their understanding of a particular topic.This technique provides
data about students content knowledge and encourages students
to think about the forthcoming topics (Angelo & Cross, 1993).






When a culture of evidence exists within adult learner programs and services, they are well positioned to contribute to the larger assessment and improvement efforts within student affairs and
the institution. Institutions are often being asked to provide evidence of the effectiveness of their
programs and services to many institutional stakeholders, including students, alumni, governing
boards, legislators, and accreditors. The culture of evidence within adult learner programs helps meet
the broader need to provide evidence of effectiveness for accountability purposes. For example, data
produced from the U.S. Census Bureau (2012) clearly demonstrated that college-credentialed individuals have a significantly higher annual median income than individuals with just a high school
degree. Additionally, research from the Georgetown Public Policy Institutes Center on Education
and the Workforce indicated that 65% of job openings by 2020 will require some form of education
and training beyond high school (Carnevale, Smith, & Strohl, 2013). Therefore, it is imperative that
student affairs professionals create an environment that fosters, supports, and measures worthwhile
interventions that lead to more credentialed adult learners.


Institutions of higher education are called to demonstrate their effectiveness toward meeting
established goals and outcomes, and program evaluation results can be used to fulfill regional and
professional accrediting requirements. An increasing number of state policymakers are moving away
from student enrollment-based funding models. Instead, many are adopting outcomes
based funding
models to align the states financial investment in higher education with the states higher education
goals and priorities. Data produced by the National Conference of State Legislatures (2013) indicated
that 12 states have already adopted some form of performance-based funding; 4 are transitioning to
it; and 19 states are engaged in formal discussions regarding a potential shift in this direction. For this
reason, demonstrating a culture of evidence is vital to the future of student affairs. Professionals must
carefully measure the impact each program
has on student persistence and
completionincluding
programs aimed at aiding adults.
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Leaders of adult learner programs should also take time to
celebrate positive results and should never use negative results
to penalize individual faculty or staff members (Suskie, 2009).





Educational foundations, such as the
Lumina Foundation, as well as the president of
the United States have set goals to increase the
number of college graduates or number of adults
with postsecondary educational credentials
(Lumina Foundation, n.d.; U.S. Department
of Education, 2011). Many states have set similar goals for their own residents. For instance, the
Kentucky Council on Postsecondary Education launched an effort in 2007 to significantly increase
the number of degree holders within its state. The Double the Numbers initiative aims to have twice
as many state residents with bachelors degrees by 2020. Much of the emphasis of the initiative focuses
on adult learners because officials realized that they could not rely solely on the shrinking number of
high school graduates within the education pipeline to meet this goal (Southern Regional Education
Board, 2010). To reach these goals, more adult students will need to enroll in college and complete
their degrees. A culture of evidence in adult learner programs will work to improve the programs and
support students toward completing their degrees.


Best Practices in Gathering and Using Data


A culture of evidence requires relevant data on which decisions can be based. It is critical for practitioners to use best practices when identifying, gathering, and using appropriate data to improve
adult-learner-focused programs and services.


The first step in gathering such data is to carefully articulate learning outcomes, program goals,
or research questions. Learning outcomes refer to the specific knowledge or skills that students
actually develop through their college experience ( James Madison University, n.d.). The knowledge
and skills may come from a specific course or experience or be developed over time from a collection of them. Adult learners have a variety of life and work-related experiences, so it is most likely
that their skills and knowledge will be developed through practice (Knowles, 1980; Russell, n.d.).
Learning outcomes, program goals, and research questions should all be specific and measureable.
Strong outcomes should also be aggressive but attainable, results-oriented, and time-limited (Busby
& Robinson, 2012). Furthermore, most student learning outcomes fall into two categories: cognitive
and affective. Cognitive learning outcomes refer to the general skills, intelligence, and higher-order
cognitive development whereas affective learning outcomes include those related to student attitudes,
values, and self-concept (Bloom, 1956; Gagne, 1984; Krathwohl, Bloom, & Masia, 1964). Leaders of
adult learner initiatives should consider establishing program outcomes across these categories.


If strong program outcomes exist, then gathering the necessary data to demonstrate progress toward
those outcomes can follow. Many institutions have a wealth of readily available data that can be used
to examine research questions, inform learning outcomes, and evaluate programs. Institutional data
can include student demographic information (course completion, grade point average, amount of
transfer credit, etc). Student demographic information can be obtained from the institutional student
information system. Departments and institutions may also have survey data from proprietary or
local surveys that can be used to support program outcomes and evaluation goals. In addition to
using institutional-level data, state agencies
of higher education also maintain aggregated
reports within and across institutions in their
state. For instance, each year the West Virginia
Higher Education Policy Commission and
the West Virginia Community and Technical
College System jointly produce an aggregated
accountability report. The document examines
national-, system-, and state-level data related to
economic development, college access, cost and
affordability, learning and accountability, and
innovation (West Virginia Higher Education
Policy Commission, n.d.). Such data can be used to help inform campus leaders when developing their
own goals and outcomes. Nationally comparative data are also readily available from the National
Center for Education Statistics, which includes the commonly known Integrated Postsecondary
Education Data System database. Unfortunately, some researchers have found the national databases
lacking when it comes to data specifically related to adult learners and their experiences (Pusser et al.,
2007). Extreme care should always be taken to ensure that all data requests are handled according to
applicable institution, state, and federal guidelines.
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Leaders of adult learner programs should establish strong working
relationships with campus data stewards such as the registrars
office or offices of institutional research, effectiveness and/or
assessment to ensure the integrity, accuracy, and appropriateness
of the information being used for decision-making purposes.






When the desired data are not readily available, they must be gathered. Surveys and focus groups
are among the most commonly used data-gathering techniques to measure the effectiveness of adult
learner programs. Student surveys, particularly those created and administered at the local level, can
yield important information. Faculty and staff working to establish a culture of evidence should use
best practices in survey research. Dillman, Smyth, and Christian (2008) provided a broad overview of
survey techniques designed to achieve a high response rate and reliable responses. More specifically,
surveys should be administered with the needs of adult learners in mind. Surveys should be as brief as
possible and items should be germane to the service or program being evaluated. Too often, program
coordinators are tempted to add items that would be interesting to know but are not directly related
to the evaluation of the stated goals. Lengthy surveys or those with poorly constructed items can be
irritating to the adult learners completing the questionnaires. When developing a survey for the first
time, additional time and effort should be spent in the pilot phase. This phase is often overlooked:
neglecting it may save time during the development phase, but yields results that are not as strong
as they could be had a pilot been conducted. Developing a robust survey is important, but it is also
important to administer the survey carefully, keeping in mind that respondents who understand the
purpose and importance of the survey may be more likely to respond (Knowles, 1980).


Surveys do not have to be developed locally. Several nationally administered surveys are designed
specifically for adult learners, including the Adult Learning Focused Institution (ALFI) Assessment
administered through the Council for Adult and Experiential Learning (CAEL) and the Adult
Student Priorities Survey administered by Noel-Levitz. Faculty and staff should take special care
when considering whether a survey or assessment instrument is appropriate for use with adult
learners or adult learner initiatives. When considering whether to administer a national survey,
administrators should be sure it is applicable to adult learners because many surveys developed for
college students are done so with traditional-aged students in mind. To go one step further, program
coordinators may want to conduct a validity study to determine if a particular instrument is appropriate for adult learners.


Focus groups are often thought of as an alternative to surveys. However, the nature of the research
question should dictate whether focus groups are used. When the research question is qualitative in
nature, then focus groups or interviews might be a good way to gather data. Faculty and staff working
to establish a culture of evidence should use best practices in planning and conducting focus groups.
Morgan and Krueger (1998) provided a broad overview of focus groups designed to achieve high
participation and reliable results.


Direct evidence of student learning cannot be obtained through a survey or focus group. Course-embedded assessment, portfolios, performance assessments, and standardized exams can be used to
demonstrate student preparedness and student learning. Middlesex Community College (MCC) in
Bedford, Massachusetts, has an emerging e-portfolio project with student learning and engagement
at its center. MCC built its e-portfolio program on a strong foundation of institutional best practices
and engaged faculty and other stakeholders to address any potential obstacles and highlight possible
opportunities the e-portfolio project afforded students. The project allows students, especially adult
learners, to make connections between and among learning experiences and demonstrate mastery of
program and institutional learning outcomes (Martin, 2013, p. 15). Standardized tests can also be used
for placement and the scores can be compared to a normed group. Standardized tests are available for
adult literacy, job readiness, and basic skills, such as Educational Testing Service PDQ Profile, ACT
WorkKeys, and Comprehensive Adult Student Assessment Systems instruments, respectively (Askov,
Van Horn, & Carman, 1997).


Regardless of the measures used to evaluate program goals or assess student learning, it is the
responsibility of the assessment professional, faculty member, or staff member overseeing the assessment process to ensure that all measures are appropriate for adult learners. One cannot assume
that surveys or instruments that are appropriate for use with traditional-aged college students are
appropriate for use with adult learners. In addition to appropriate measures, student motivation is
also an important component of student learning outcomes assessment. Motivation is an individual
concept, but generally adult learners are motivated differently than traditional-aged students (Lieb,
1991). It is important to keep student motivation in mind when developing and administering assessment activities.


Prior Learning Assessment


Adult learners possess numerous varied skills and experiences they have gained through work experiences, volunteer service, military service, and previous educational activities (Knowles, 1980; Russell,
n.d.). Prior learning assessment (PLA) is the evaluation and assessment of an individuals life learning
for college credit, certification, or advanced standing toward further education or training (CAEL,
n.d., para. 2). The American Council on Education (ACE) is engaged in prior learning assessment
through its Credits to Credentials strategy (ACE, n.d.). ACE collaborates with colleges and universities such as Ivy Tech Community College in Indiana and corporations such as McDonalds to design
and implement pathways to educational and workplace advancement. A study conducted by CAEL
indicates that PLA contributes positively to degree completion among adult learners. Specifically,
students with PLA credit were more likely to earn their degree than those without it, regardless
of institutional level, size, or control (Wertheim, 2010). These results support the aforementioned
efforts to increase the number of adults with postsecondary degrees or credentials, and in many cases
PLA includes the use of standardized exams or student portfolios. Best practices in PLA can be
found in many institutions including LaGuardia Community College
(http://www.laguardia.cuny.edu/home), Thomas Edison State College (http://www.tesc.edu), Western International University
(http://west.edu), and Excelsior College (http://www.excelsior.edu).


Structuring Assessment Efforts for Adult Learners


The purposes of assessing adult learners are much the same as they are for traditional-aged students.
Assessment of adult learners is conducted to meet calls for accountability, as well as to provide faculty and staff with the necessary information to determine if student learning outcomes and program goals have been met. Although the purposes of assessment may be the same, assessment efforts
should not necessarily be structured in the same manner for adult learners as for traditional-aged
students. Grounding assessment efforts in an adult learning theory framework can provide for a more
robust and appropriate approach to understanding and capturing student achievement (Kasworm &
Marineau, 1997).


The complex and varied experiences of adult learners bring unique challenges to the practice of
learning assessment among adult students (Kasworm & Marineau, 1997; Rose & Leahy, 1997). Many
adult learners have attended more than one college or university, and formal education is interspersed
with work and life experiences that contribute to practical application of theory, contribute to a deeper
understanding of concepts, and can positively affect critical thinking skills. Traditionally, a great deal
of emphasis is placed on constructing an appropriate structure for assessment efforts including the use
of pre- and post-tests. However, lock-step assessment protocols may be inappropriate for adult learners
and their programs because adult learners do not complete their college experience in a linear fashion
(Borden, 2004; Kasworm & Marineau, 1997). Assessment practitioners and program coordinators
should expect that adult student learning will come from a variety of sources, and students will bring
a wealth of curricular, cocurricular, work, and life experiences that contribute to their achievement of
program and general learning outcomes (Rose & Leahy, 1997). Performance-based assessment strategies are well-suited for adult learner programs as are assessment strategies that afford students the
opportunity to demonstrate the connection and application of content knowledge to practical experiences and actual situations (Kasworm & Marineau, 1997). Leaders of adult-learner programs should
also consider implementing rigorous processes to track student progress and including competency-based assessments as part of their overall efforts toward a culture of evidence (Borden, 2004).
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Application cards allow students to assess their own understanding of a concept by writing down at least one possible
real-world application for the idea(s) they just learned
(Angelo & Cross, 1993).





It is important for student affairs educators
to acknowledge the student learner when
choosing assessment methods. Anderson
(2001) explained that the selection or development of assessment instruments must account
for diverse learning styles and cultural differences. Anderson noted that while learning
can be modified, students have preferred styles
based on how they receive, perceive, organize,
process, and understand information. For that
reason, student affairs educators may choose to administer a learning styles preference inventory.
Data from such an assessment can assist student affairs educators in their selection or development of
measures and simultaneously help adult learners reflect on their own learning styles.


Adult learners benefit greatly from feedback (Knowles, 1980; Lieb, 1991; Russell, n.d.). Using
formative assessment with adult learners is particularly beneficial to the student and the assessment
process. Formative assessment takes place throughout the course or initiative with the purpose of
providing feedback that can be used to modify, shape, and improve the program (or performance)
(Palomba & Banta, 1999, p. 7). Adult learners often seek such formative feedback and want to incorporate it into subsequent assignments and work products. Assessment practitioners and program
coordinators should consider implementing more formative assessment in programs for adult learners
to increase student motivation and benefits. Formative assessment results, sometimes thought of as
temperature checks, also provide student affairs professionals with valuable information that can
be used to make immediate improvements to programs and services. All too often the focus is on
summative assessment because of pressures of accountability and accreditation. Summative assessment takes place at the conclusion of the course or program and makes judgments about its quality
or worth compared to previously defined standards for performance (Palomba & Banta, 1999, p. 8).
Both formative and summative assessments should be included in adult-learner assessment models
to meet the needs of the individual adult learner as well as internal and external stakeholders. In
addition, including a self-assessment component in the assessment process provides adult learners the
opportunity to reflect on, participate in, and own their acquisition of knowledge and skills (Kasworm
& Marineau, 1997). Adult learners often self-assess in work, volunteer roles, and personal relationships. This technique can motivate them in the classroom and provide an opportunity to engage in
their own learning process (Beaman, 1998).


Use of Technology to Advance Adult Learning


A culture of evidence in adult learning programs can be enhanced by the implementation and use
of technology. However, the use of software or hardware to advance student learning and a culture
of evidence is beneficial only if it is the right tool for the job and that tool is used correctly. There are
several areas where technology can be used to build and maintain a culture of evidence, including
artifact collection, progress tracking, information sharing, and assessment of student learning (Shay
& Sweetland, 2010).


Portfolios, including electronic portfolios, have been suggested as a way to assemble and evaluate
student work products to determine if learning outcomes have been met in particular courses, within a
program of study, or as part of prior learning assessment. There is much to consider when selecting and
implementing an e-portfolio system. Faculty and staff working with adult learning programs should
collaborate with others on campus, including staff in technology services or institutional research,
effectiveness, or assessment, so as not to duplicate efforts. E-portfolio systems can be purchased from a
commercial vendor, built from open source software, or developed locally. Each option has advantages
and disadvantages and each campus must carefully consider the available options and make a decision
that fits within the institutional needs and constraints. Cambridge (2010) offered best practices in
the use of e-portfolios and assessment.


Many campuses use software tools to manage the assessment or institutional effectiveness processes
within academic and administrative units. Similar to e-portfolio systems, assessment management
systems can be purchased from a commercial vendor, built from open source software, or developed
locally. Often these systems are managed by offices of institutional research, effectiveness, or assessment. Adult learner programs should be active participants in campuswide assessment efforts and
contribute assessment reports as necessary. Software that is readily available on most campuses such as
Microsoft Access and Excel can also be used to track assessment efforts and provide progress reports
for goals and outcomes. Offices that provide services to adult learners may find that using standard
software in new ways will facilitate a culture of evidence. In addition, collaborative software products
such as Microsoft SharePoint can be used to collect and disseminate assessment results. Using collaborative tools can strengthen a culture of evidence by facilitating the use of information for
program improvement.


Leaders of adult learner programs and initiatives should proceed cautiously when selecting software
systems designed to enhance assessment and evaluation processes. Technology cannot and does not
replace the key components that contribute to a culture of evidence such as leadership, collaboration,
and a focus on continual improvement.


Technology can also be used to deliver curriculum and assess students skills and knowledge.
Distance education has been a part of higher learning for decades and has been transformed by the
widespread use of Internet-based instruction. Many adult learners have benefited from the ability
to take all or some courses online as they pursue their degree. For example, Thomas Edison State
College was founded by the state of New Jersey in 1972 specifically to provide adult learners with the
opportunity to earn a postsecondary degree and offers online courses in addition to prior learning
assessment and credit by examination. Western Governors University was founded in 1997 by the
governors of 19 states as an online university offering competency-based academic programs. The use
of online learning has enabled many adult learners to earn their degrees while managing work and
family obligations.


More recently, massive open online courses (MOOCs) have been the focus of much attention in
higher education. Anyone with Internet access can enroll in a MOOC, some of which enroll tens of
thousands of students. Institutions such as San Jose State University in California and foundations
such as the Lumina Foundation are piloting efforts to leverage MOOCs as a credit-bearing experience
that will bring students closer to completing their degrees (Masterson, 2013). The impact of MOOCs
on higher education, learning outcomes, and degree completion remains to be seen, but it is clear that
technology provides faculty and staff in higher education with numerous opportunities to engage
students in learning opportunities.


Illustrations of Implementation


Tallahassee Community College (https://www.tcc.fl.edu) used disaggregated learning outcomes
results to identify a group of students whose academic and social backgrounds did not adequately
prepare them for college-level coursework. The institution emphasized readiness and academic
achievement as key institutional priorities and implemented a program of individual learning plans
to help students prepare for and succeed inside and beyond the classroom (McClenney, McClenney,
& Peterson, 2007).
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Adult Learner Programs (ALP) at Kennesaw State University (KSU) exemplifies a culture of
evidence because it provides model services and programs for adult learners. KSU is located in
Kennesaw, Georgia, near Atlanta. In the 20122013 academic year, KSU enrolled approximately
24,600 students, 92% in an undergraduate program. Adult learners comprised 47% of the student
body during that same year. ALP provides comprehensive academic support programs (mentoring,
tutoring, career services, and child care resources) to help adult learners reach their education
goals. ALP staff members have built a culture of evidence over many years and their approach to
gathering and using data has evolved. Initial assessment and evaluation efforts consisted primarily of
anecdotal evidence, student surveys, and focus groups.These efforts were successful and results of
surveys were used to improve services and programs for ALP users; however, the staff wanted to
learn more about the students who used their services. ALP began asking students to swipe their
ID card as they entered the center for services and programs and subsequently analyzed the data
that was extracted from the student information system. Specifically, ALP learned that freshmen
used the center least often while seniors used it most often. This information allowed ALP to
target its marketing efforts accordingly. ALP has also assessed the services of its tutoring center and
conducted studies comparing student persistence among students who have used ALP services and
those who have not (Todd Powell, personal communication, May 31, 2013).






Excelsior College has a history of incorporating a variety of techniques in its assessment framework.
Excelsior was founded in 1971 as Regents College, serves more than 50,000 adult learners each
year, and offers an outcomes-based curriculum. Over the 40-year history of the institution, faculty
have used nationally standardized exams such as the ACT COMP, locally developed standardized
exams, licensure exams such as the NCLEX-RN, portfolios, oral exams, and performance assessments
(Peinovich, Nesler, & Thomas, 1997). More recently, Excelsior uses instruments such as the National
Survey of Student Engagement and the ETS Proficiency Profile. The institution communicates
its student leaning outcomes and results of various assessment measures through the Institutional
Effectiveness Plan and Institutional Assessment Plan for Student Learning, both of which are
published online.


Building a Culture of Evidence


Leaders of adult learner programs and initiatives may be asking themselves, How do I know if a culture of evidence exists in my unit or at my institution? The three exercises at the end of this module
can be helpful in determining the current culture of evidence as well as identifying the desired culture
of evidence. Faculty and staff responsible for adult learner programs can use these exercises as part of
a professional development activity or strategic planning process to develop or strengthen the use of
hard data to make program improvements.


Building a culture of evidence requires perseverance and commitment on the part of those leading
adult-learner programs. The key components of leadership, commitment to the assessment process,
and intentional use of the results must be developed over time within the context of the campus
culture. As these components are refined and the culture of evidence grows, an increasing number of
faculty and staff will use data to make informed decisions and improve programs, ultimately leading
to increased success of adult learners.
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Exercise 9.1What Does It Mean to Have a Culture of Evidence?


Directions: Using a think-pair-share strategy, each person should complete the following worksheet
independently. Then the group should share responses.
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Discussion:
In what ways would adult learner programs be transformed by a culture of evidence?
How would a culture of evidence affect the vision, mission, and goals of the division of student affairs?
Of the institution?
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Exercise 9.2Navigating Barriers and Opportunities


Directions: Using a think-pair-share strategy, each person should answer the following questions
independently. Then the group should share responses.
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Discussion:
How can you minimize the barriers that exist? How can you prevent new barriers from
developing? How can you maximize the opportunities to enhance the culture of evidence? How can
you promote additional opportunities in the future?
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Exercise 9.3Culture of Evidence Readiness Review


Directions:
Check all the statements that apply to adult learner programs. Provide examples, where
applicable, of how the statements are enacted in your unit. This checklist is not designed to be a test;
rather, it should be used to facilitate discussion and reflection on the current culture of evidence.
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Resources


Organizations


Association for Nontraditional Students in Higher Education (ANTSHE)
 (http://www.myantshe.org)


ANTSHE is an international partnership of students, academic professionals, institutions, and
organizations whose mission is to encourage and coordinate support, education, and advocacy for the
adult learner.


Council for Adult and Experiential Learning (CAEL)
(http://www.cael.org/home)


CAEL is a nonprofit that works at all levels within the higher education, public, and private sectors
to make it easier for people to get the education and training they need.




Instruments


Adult Learner Inventory (ALI)
(https://www.noellevitz.com/student-retention-solutions/satisfaction-priorities-assessments/adult-learner-inventory)


The ALI is a Web-based satisfaction assessment administered by Noel-Levitz designed for adult
students completing undergraduate programs.


Institutional Self-Assessment Survey (ISAS)
 (http://www.cael.org/alfi)


The ISAS evaluates a wide range of institutional activities, policies, and practices designed for
adult learners.


Community College Survey of Student Engagement (CCSSE) (http://www.ccsse.org)


The CCSSE evaluates the curricular and cocurricular experiences of community college students.



Conferences


NASPA Annual Conference
 (http://www.naspa.org/events)


The NASPA Annual Conference is a 4-day gathering of student affairs professionals who come
together to learn, grow, and be inspired. It includes panel discussions, poster sessions, concurrent
sessions, and workshops that cover topics critical to the work of student affairs professionals.


NASPA Assessment and Persistence Conference
 (http://www.naspa.org/events)


This conference is designed to promote student learning and success by strengthening assessment,
improving educational quality, and developing intentional persistence programming.


National Institute on the Assessment of Adult Learning
(http://www.tesc.edu/national-institute)


The institute is an annual conference hosted by Thomas Edison State College with a focus on
assessment of adult learning.




ANTSHE Conference (http://www.myantshe.org/ccpe.kennesaw.edu/antshe)


Annual meeting of the Association for Nontraditional Students in Higher Education (ANTSHE),
with a focus on addressing challenges facing nontraditional students and programming designed to
promote adult learner success.
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Abstract


This module describes how the West Virginia Higher Education Policy Commission and the West Virginia
Community and Technical College System partnered with NASPAStudent Affairs Administrators in
Higher Education and the Lumina Foundation to launch DegreeNow, an innovative approach to increasing
adult learner access and success in public colleges and universities across the state. The module also outlines
the major strategies student affairs professionals in West Virginia used to bring about change, shares what
college and university student affairs professionals learned from the experience, and examines the impact
DegreeNow had on higher education in West Virginia. Finally, the module offers examples of changes
occurring at individual institutions across the state as a result of DegreeNow: changes that strengthened the
states commitment to adult learners and improved adult learner enrollment and completion rates.





West Virginias Story


In 2010, the West Virginia Higher Education Policy Commission (HEPC), West Virginia
Community and Technical College System (CTCS), and NASPAStudent Affairs Administrators
in Higher Education received a grant from the
Lumina Foundation to assist West Virginia in
increasing the number of adult learners earning
a postsecondary credential. The DegreeNow initiative targeted adults with some earned college
credit but no degree and focused on enhancing
student and academic services for adult learners. In year 2 of the grant, the HEPC and the
CTCS also partnered with the Council for
Adult and Experiential Learning (CAEL) to
strengthen the delivery of instructional services. Over the past 5 years, overall adult (age 25+) enrollment in West Virginia public higher education institutions has increased by slightly more than 18%.
Adult degree completion at the associates level has increased by almost 33% over the course of the
DegreeNow grant, while adult degree completion at the bachelors level has increased by approximately
18% during that same time period.
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According to the Lumina Foundation (2013), approximately
22% of United States residents ages 25 to 64 have some
earned college credit but no degree. In West Virginia, about
19% of adults have some college credit but no degree.






Demographics


Higher education professionals in
 West Virginia face many of the access and success challenges
their peers across the nation face. In addition, high poverty rates within the state correlate to lower
college-going rates in many counties, and too many students who do enroll drop out before degree
completion. Rural residents in West Virginia are often geographically isolated and less likely to attend
college than their urban and suburban counterparts. West Virginia also has a higher percentage of
veterans per capita than any other state (http://www.veteranshistory.wvu.edu), and effectively serving
these students is a top priority.


Economics


For West Virginia, like many states, it is an economic imperative to increase the number of college-educated citizens. In 2010, Georgetown Universitys Center on Education and the Workforce
concluded that West Virginia must add 20,000 citizens with postsecondary credentials by 2018 to
sustain its economy. By 2018, 49% of West Virginia jobs will require some type of postsecondary
education compared with 63% nationally (Carnevale, Smith, & Strohl, 2010). However, West Virginia
cannot rely solely on traditional students to increase the number of college-educated citizens, because
its high school population has been in decline since 2008 (Western Interstate Commission for Higher
Education [WICHE], 2012). WICHE (2012) confirmed that declining high school populations is a
national phenomenon and suggests that most states are entering a period characterized by a modest
decline in the number of [high school] graduates (p. xi).


Higher Education System


To better understand DegreeNow, it is important to recognize the context in which the project
evolved. West Virginia has a 4-year public college and university system and a 2-year public community
and technical college system, each with its own coordinating board. The two coordinating boards
(West Virginia Higher Education Policy Commission and the West Virginia Community and
Technical College System) and their staff frequently collaborate on projects and share information;
they also share some staff members. Prior to 2004, however, the 2- and 4-year systems were combined.
The separation of the two systems, particularly at the campus level, was at times a contentious process
involving the division of resources, facilities, administrations, faculty, and staff. Therefore, reestablishing collaboration among higher education professionals remains a priority for the HEPC and
the CTCS.


Both systems have flexible, statewide degree programs aimed at adult learners: the Regents
Bachelor of Arts (RBA) and the Board of Governors Associate in Applied Science (BOG AAS).
These programs offer baccalaureate and associate-level coursework in compressed formats and
at convenient times to accommodate adult students. In conjunction with on-campus classes,
many courses are offered online or in hybrid formats. Both systems allow students to receive
credits for prior college-level learning. The 4-year institutions coordinate the RBA and the
2-year colleges manage the BOG AAS; campus coordinators for both programs regularly meet
to discuss common issues and initiatives. Since DegreeNow began, enrollment in these programs
has grown by more than 30%.


Student Affairs


In examining the status of student affairs in West Virginia, it is critical to note that the states
chapter of NASPA, called WVASPA, had been dormant for a number of years, depriving student
affairs professionals of opportunities to network, share ideas and best practices, and engage in state-level initiatives. This changed dramatically as DegreeNow brought together student affairs professionals from across the state for a series of Train-the-Trainer workshops; Train-the-Trainer graduates were
then paired to lead Leveraging DegreeNow workshops.
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An increasing number of adult learners are retooling or changing careers because of the economic
downturn.This creates a unique opportunity to educate a growing segment of the population that
is motivated and committed to education.To meet the needs of adult learners, colleges and universities need to research best practices and conduct focus groups. On too many occasions, colleges and
universities try to address the needs of adult students through the lens of the traditional college
student. In most cases, this does not work. Adult learners have jobs, families, and responsibilities
within the community. Colleges and universities must recognize these facts and design programs,
processes, and support services that truly meet the needs of their adult students. Brian O.
Hemphill, president, West Virginia State University (personal communication, June 5, 2013)









The Train-the-Trainer Approach: Building
Capacity in Student Affairs


Marguerite Culp, a national consultant with extensive experience as both a faculty member and a chief
student affairs officer (CSAO), led NASPAs portion of the grant. To better understand higher education in West Virginia and the challenges associated with implementing DegreeNow, Culp met HEPC
representatives and academic and student affairs leaders from West Virginia colleges and universities in
March 2011 to set goals, develop guiding principles, agree on the best approach for NASPAs portion
of the grant, and identify outcomes and assessment strategies. These conversations produced realistic
guidelines for what eventually became a Train-the-Trainer approach to improving nonclassroom support services for adult learners and building a culture of evidence in West Virginia student affairs.


In 2011 and 2012, the West Virginia HEPC and the CTCS sponsored a series of 3-day Train-the-Trainer workshops that were attended by more than 60 state higher education leaders. Led by
Culp, workshop participants completed a detailed SWOT (strengths, weaknesses, opportunities, and
threats) analysis of higher education in West Virginia, assessed the student affairs climate on their own
campuses and throughout the state, and evaluated their readiness to support DegreeNow. Participants
also completed modules designed to increase their knowledge and skill sets in four essential areas:
understanding the goals of DegreeNow; designing and implementing nonclassroom support services for
adult learners; building and sustaining partnerships between academic and student affairs; and creating
a culture of evidence in student affairs. Each module provided opportunities to apply theories and
research results to real-life situations and offered numerous examples of best practices and processes.


Train-the-Trainer graduates became the nucleus for change on individual campuses and across the
state. On their home campuses, graduates designed and implemented new support programs and
services for adult learners, strengthened or redirected existing programs and services, and examined
current processes to determine their impact on persistence and graduation rates for adult learners.
Graduates collaborated with NASPAs consultant to design Leveraging DegreeNow, an 8-hour
workshop to help student affairs staff members and nonclassroom support service personnel better
meet the needs of adult learners. More than 180 people, including faculty members, completed the
workshops led by teams of Train-the-Trainer graduates. Follow-up assessment activities documented
how Leveraging DegreeNow participants used what they learned to implement change on their
campuses. Both the Train-the-Trainer and Leveraging DegreeNow workshops provided participants
with workbooks and leaders with a detailed instructors guide. NASPA developed the workbooks and
the guides with significant input from Train-the-Trainer graduates and has converted both to online
formats. Student affairs professionals across West Virginia will be able to use the archived material to
continue to build the states capacity to serve adult learners.


Building a Culture of Evidence in West
Virginia Student Affairs


Train-the-Trainer graduates returned to their institutions and used strategies they learned during the
workshop to assess the strengths and weaknesses of individual staff members, the student affairs area, and
the institution. It soon became apparent that Train-the-Trainer graduates needed additional training and
support in all areas related to building a culture of evidence. Culp and Gwendolyn Jordan Dungy, then
executive director of NASPA, agreed to create a tutorial to help student affairs leaders and practitioners
strengthen their assessment skill sets. The result was Building a Culture of Evidence in Student Affairs:
A Guide for Leaders and Practitioners (Culp & Dungy, 2012), a tutorial that NASPA later made available
to all of its members. To increase everyones comfort level with using the tutorial, DegreeNow sponsored
a 1-day workshop attended by more than 130 West Virginia higher education professionals, led by Culp.
The interactive workshop incorporated strategies important to both academic and student affairs and
began the process of intentionally encouraging collaboration between the two groups.


The renewed focus on the assessment of nonclassroom support services produced a variety
of responses at colleges and universities across West Virginia. Leaders at West Liberty University
developed a plan to help staff members increase their knowledge of and ability to create a culture of
evidence. West Virginia University (WVU) dedicated significant staff time to increasing awareness of
the need to design and implement cultures of evidence. WVU also implemented a 1-hour workshop
to help student affairs professionals develop learning and program outcomes as well as assessment
measures. Senior-level administrators across the state began encouragingand arranging forstaff
members to participate in culture of evidence webinars and assessment workshops.


In addition to the individual institutional initiatives, student affairs professionals revitalized the
once defunct state association, WVASPA, and hosted meetings and conferences across the state that
focused on the need to build a culture of evidence within student affairs. With the permission of the
West Virginia HEPC and CTCS, NASPA shared Building a Culture of Evidence in Student Affairs
with student affairs leaders and practitioners across the country.


DegreeNow and the CAEL Principles


DegreeNow focused everyones attention on adult learners and created a climate for change across
the state and within individual institutions. CAELs Principles of Effectiveness for Serving Adult
Learners offer a convenient framework for examining these changes. As outlined in Module 2, these
principles include:



	Outreach

	Life and Career Planning

	Financing

	Assessment of Learning Outcomes

	Teaching-Learning Process

	Student Support Systems

	Technology

	Strategic Partnerships

	Transitions (CAEL, 2014)




Because student affairs professionals used technology to address the other eight CAEL principles, this
module does not feature a stand-alone section on technology. Instead, it incorporates technology into each
section. One important observation is necessary at this point: Although this section is organized around
individual CAEL principles, the most significant lesson West Virginia student affairs professionals learned
while implementing these principles is that their impact is cumulative and interactive. Making changes associated with one principle frequently leads to changes that support other principles. Significant changes in an
institutions culture occur when the institution addresses all nine principles, not just one or two.


Outreach


An important aspect of enrolling adult students in degree completion programs, outreach
involves identifying and educating potential students about existing options and degree programs.
Traditionally, the first step in enrolling a new student is recruitment or prospect generation. West
Virginia discovered that recruiting adult students provided unique challenges to enrollment management professionals, including but not limited to:




	Obtaining accurate data to guide the development of recruitment plans specific to this
demographic.

	Developing creative strategies for identifying potential students, because this population
typically does not exist in one central location, such as a high school or college.

	Realizing that productive recruitment of adult students typically hinged on campaigns and
communications directed toward specific populations targeted for certain academic programs
or opportunities.

	Dealing with the reality that many adult students identify themselves only at the application
stage, not by completing online or in-person interest cards or by attending open houses.




Two West Virginia institutions, Concord University
(http://www.concord.edu/academics/rba-program)
and Marshall University
(http://www.marshall.edu/rba),
reached out to adults who at one
time had been enrolled in their institutions; as a result, both experienced significant gains in adult
learner enrollments. Partnerships with employers granting full or partial reimbursement of tuition
were particularly effective in generating interest in higher education. Even mass mailings, billboards,
and other general advertisements (which are typically not highly effective recruitment strategies for
traditional students) generated adults interest in new or newly relevant programs. The state of West
Virginia cross-referenced the names of adults who had attended a college or university in the state
with current Department of Motor Vehicles records and sent letters or postcards to those individuals
encouraging them to return to college. Many West Virginia institutions learned that one of the most
influential factors in an adults decision to enroll at a particular institution is word of mouth. If an
institution launched a new program or recruitment effort without first verifying that the resources
were in place to support that effort, dissatisfied prospective students would soon share their negative
experiences with others, and the recruitment effort would falter. These experiences offer two significant lessons: (1) Partnerships between enrollment management professionals and everyone else
on campus are essential, and (2) Attention must be paid to the support service infrastructure when
launching outreach initiatives.


Websites dedicated to adult learner programs were very beneficial in conveying needed information
to prospective nontraditional students. The DegreeNow initiative produced the expansion of the
adult learner section on the College Foundation of West Virginia (http://www.cfwv.com) website, a
statewide college access portal that includes financial aid resources for adults, information about the
statewide RBA and BOG AAS adult degree programs, and a link to each institutions individual site
for adult learners. Colleges and universities across the state used three principles to assess the effectiveness of existing or new websites created especially for prospective adult students: The sites must
be easy to navigate, provide step-by-step instructions for students who wish to enroll, and include
contact information for the person or office that serves as the dedicated contact for adult learners.
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Busy adults contemplating a return to college will quickly lose interest if they have to navigate the
campus or website in search of answers. It is imperative that institutions provide a one-stop-shop
experience staffed by individuals who can provide answers or know where to direct students to
get answers. Mark Stotler, director of academic programming and statewide RBA/BOG AAS
coordinator, West Virginia HEPC (personal communication, September, 26, 2013)








Life and Career Planning


Frequently,
 adult learners are more motivated than first-time freshmen to work not only toward
degree completion but also toward gainful employment. Adult students typically return to college
to earn a higher wage with their current employer or to train in a new field after being dislocated
or becoming unemployed. This makes life and career planning an essential component of serving
adult learners.


In most cases, traditional students come to college without ever writing a rsum, participating
in a formal job interview or working in a business environment. Adult learners, on the other hand,
typically come to campus with these experiences and are less likely to respond to traditional career
planning approaches. Many institutions such as New River Community and Technical College
used this information to partner with faculty to design and deliver career and life planning services
targeted to adult learners. These partnerships produced an online career assessment component for
life management courses and information on career paths for BOG AAS graduates. In addition, New
River expanded its career services workshops to include information on using social networking sites
for job searches, obtaining introductions to potential employers, and strengthening rsums. New
River decided to limit workshops to 30 minutes because adult learners have so many competing commitments; to use instant messaging to reach adult learners wherever they areat work or at home;
and to allow students to log on to Blackboard, a Web-based learning management system, and chat
one-on-one with the director of career services from anywhere (http://www.newriver.edu).


Location presents a significant lifecareer challenge for West Virginia residents, many of whom
are place-bound and prefer to continue their education or find employment close to home. This
perceived lack of mobility adds a unique challenge for those who assist adult learners in finding gainful
employment after graduation. Because West Virginia is primarily a rural state, most students drive an
average of 50 minutes to get to work or take a class. Another lifecareer challenge involves helping
West Virginia adults establish realistic goals and translate these goals into realistic salary expectations.
West Virginia University at Parkersburg educates students about these realities and helps them to
establish reasonable goals and expectations via an online portal with links to information about jobs
in their field as well as salary ranges within their geographic area (http://www.onetonline.org).



Transitions


Arguably, the most important contact a prospective student makes is the initial contact with an institution. This is essential in establishing a positive relationship and in generating positive public opinion.
Many prospective adult students are already debating whether or not to enroll in college; inadequate
initial information may motivate them to reassess their decision or to consider another institution.
This was one of the most important lessons that West Virginia colleges and universities learned during
DegreeNow; as Table 10.1 demonstrates, however, it was not the only lesson related to transitions.
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Many adults are employed and cannot visit a college or
university during normal business hours. Institutions that
require students to visit the campus cannot serve adult
students effectively when essential offices are open only
from 9 to 5 Monday through Friday. These institutions
must extend operating hours to evenings and weekends
and make every attempt to provide key services via the
Internet and smartphones. Student affairs professionals
also need to do a more effective job of leveraging technology not to replace the human experience but to enhance
it. Randall Friend, solutions consultant, Hobsons; former
dean of admissions, Shepherd University (personal communication, August 23, 2013)








Financing


For most prospective adult students, the cost
of college is one of the primary factors in the
decision to attend; they need to know the costs
of their education very early in the decisionmaking process. Colleges and universities must
provide detailed financial aid packages before
students make decisions regarding deposits,
enrollment, and registration. When possible,
adult learners need access to financial aid advisors
who have specialized knowledge in three areas:
(1) funding options for nontraditional students;
(2) national, state, and regional scholarships and
grants for adult students; and (3) dual enrollment and third-party payment options. West
Virginia discovered that adult learners who know
precisely how their previous credits will transfer,
how long it will take to complete a degree, and
the approximate cost of the degree are far more
likely to enroll than adult learners who receive
general information about academic programs
and financial opportunities. Information about
specific programs may generate excitement and
interest among prospective students, but it will
not result in enrollment unless institutions offer
customized information about time to degree
completion and cost.
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Two primary factors influence most adults decision to enroll
or re-enroll in college: time to degree and cost. In order to
determine the time to degree, an institution first must determine
the number of credits the student has earned and how those
credits apply to the proposed degree program. Consequently,
information about course equivalencies and transfer credit and
how that information translates into a plan of study must be
made available early in the enrollment processpreferably at
the time of admissionas it likely will prove to be one of the
most important factors in whether a prospect chooses to enroll.
Tammy Johnson, executive director of admissions and international student services, Marshall University (August 15, 2013)





Aid programs that target adult students
are particularly effective in generating interest
among those who view the cost of college as
an insurmountable obstacle. Such programs
also may have a positive impact on retention
rates for nontraditional learners, because these
students often enroll part time and are not
eligible for many traditional scholarships. To
respond to this need, West Virginia created the
Higher Education Adult Part-time Student Program to help financially needy students who must
attend part time complete their education.




Assessing the Impact of Processes and Support Services on Adult Learners


There is no question that higher education has entered an era that demands proof from colleges
and universities that they are doing the job society expects them to do. Recently, higher educations
national focus has shifted from access to degree completion. Because adult learners care most about
cost and time to degree completion, finding ways to help them complete their degrees quickly and
efficiently is crucial to their enrollment and success.
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Prior to creating an online version of new student orientation, either we watched adults tolerate
a program that was not geared toward their needs, or we waived the requirement to attend. Either
action sent the message that the needs of adult learners were not a high priority. Now, by providing
adult learners with the information they need for a successful start and allowing them to access
that information whenever they wish and in a streamlined fashion, adult learners get the message
that Marshall cares about them and their success. Beth Wolfe, director of recruitment, Marshall
University (personal communication, August, 15, 2013)
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In 2013, Marshall University awarded the Higher Education Adult Part-time Student (HEAPS)
Grant to the largest population of part-time students attending college in West Virginia. Out of the
twenty 2- and 4-year colleges and universities in West Virginia, Marshall awarded 11% of all HEAPS
Grants. Although Marshall University does not have the largest HEAPS funding level in the state, it
makes HEAPS awards along with other financial assistance programs to as many part-time students
as possible. Marshalls philosophy is to assist the greatest number of financially needy students
while ensuring equity in the process. Kathy Bialk, director of student financial services, Marshall
University (personal communication, September 27, 2013)






There are many ways to determine if an institution is operating under adult friendly processes
and procedures. Assessment tools, such as Noel-Levitzs Adult Learning Inventory or CAELs Adult
Learning Focused Institution (ALFI) Toolkit, are helpful in assessing the institutional climate in
regard to friendliness and service to adult learners. Satisfaction, however, is only part of the picture:
What students are learning and how that learning is contributing to degree completion are more
important. Learning outcomes relative to courses and academic programs are already ingrained in
the institutional culture. A stronger focus on assessment in student affairs, supplemental instruction,
advising, and student support services is needed on many campuses to better determine the impact
these services have on adult student learning and success.
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Shepherd University tried an innovative approach to helping students finance their education by
linking tuition for out-of-state community college transfers, many of whom are adult learners, to
degree completion and grade point average at the community college. Randall Friend, solutions
consultant with Hobsons, previously dean of admissions at Shepherd University (personal communication, June 11, 2012)







At Kanawha Valley Community and Technical College (KVCTC), student affairs staff from all
departments worked together to create learning outcomes for programs and servicesfrom financial
aid to career services. KVCTC linked the outcomes directly to the mission of the institution and
the goals of the student services and enrollment division, an important first step toward demonstrating the contributions that student services makes to student access, learning, and success. New River
Community and Technical College built assessment components into major programs and services
offered by student affairs. New River also implemented Ready Assessment to verify that adult learners
are ready to succeed in hybrid courses. Shepherd University developed procedures to conduct an
in-depth analysis and needs assessment of adult learners during the recruitment and admissions
processes. West Liberty University surveyed graduating students to establish a baseline for student
satisfaction with non-classroom support services and programs, and then disaggregated the data
for adult learners. West Virginia University established student learning outcomes for orientation
sessions and major campus life activities.


Supporting Teaching and Learning


As they increase efforts to enroll more adult students, institutions must pay attention to the
unique learning needs of adults. Student affairs professionals and others charged with providing nonclassroom-based support services also must address the unique support service needs of this rapidly
growing population.


Adult learners who enroll exclusively in online courses face a distinctive set of issues that colleges
and universities must address to ensure that necessary services and resources are available to online
learners and that online learners know how to access these services. As more colleges deliver basic
services over the Internet, they have an obligation to assist students who have not attended college
for 10 or more years to acquire the skills they need to navigate these online systems. At the minimum,
institutions need 24/7 help desks.
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In 2011, the West Virginia Community and Technical College System and West Virginia University
signed an agreement that articulated an online baccalaureate degree-completion pathway for
place-bound adult learners, named the BA Pathway Multidisciplinary Studies Degree. Students who
successfully complete their associates degree at a local community college can pursue the degree
at WVU. The agreement between WVU and the West Virginia CTCS increases access to college
courses, provides more effective transfer systems and degree articulation, and effectively uses institutional resources. In addition, the partnership fosters ongoing communication between advisors
at CTCS institutions and WVU, increasing the chances that students will receive consistent, correct,
and timely information. Finally, the agreement allows adult learners to design their own program of
study by choosing three minors instead of one major. Lucinda Hart, director of online programs,
West Virginia University (personal communication, August, 26, 2013)







During the process of implementing the DegreeNow grant, student affairs professionals in West
Virginia learned a great deal about preparing adult learners to benefit from instruction and to apply
what they are learning, whether that learning takes place in the classroom or online. Table 10.2
provides a snapshot of the strategies student affairs professionals developed or are in the process of
developing to support learning.
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In West Virginia, one of the newest academic programs for adult learners is the West Virginia
Remote Online Collaborative Knowledge System (WVROCKS), a statewide initiative first introduced by the West Virginia HEPC in 2011 that is designed to increase the number of available upperdivision courses to students pursuing their RBA degree. Developed by several public higher education
institutions in partnership with the HEPC, WVROCKS offers a selection of 8-week online classes.


Support Systems for Adult Learners


Student affairs professionals pride themselves on complementing the academic curriculum and providing supplemental and holistic experiences for students that contribute to student learning and
development. On some campuses, however, these services are not always designed with adult learners in mind. In West Virginia for example, many community colleges operated initially under the
same policies and procedures as the 4-year institutions to which they were previously linked, even
though these institutions served a larger traditional-aged student population. John Gardner, founder
and CEO of Excellence in Undergraduate Education, has argued very publicly that institutions participate knowingly and unknowingly in transfer-student discrimination (personal communication,
August 5, 2013). According to Gardner, colleges and universities must reexamine campus programs,
policies, and procedures to assess their effectiveness in supporting transfer students, many of whom
are adult learners.


Adding services for adult learners does not require colleges and universities to abandon traditional
students. West Virginia campuses already have started adding and enhancing services for adult learners
without compromising support services for traditional students. In November 2012, West Virginia
State University (WVSU), responding to a significant influx of student veterans, created a Military
Student Center, one of four such centers at West Virginia public institutions. Staffed by VetCorps
members, a federally supported service program, the Military Student Center connects veterans to
tutoring, advising, counseling, disability services, and career planning resources. The center also hosts
faculty seminars that focus on issues affecting veterans. Center staff members, in collaboration with
colleagues in student affairs, also serve as advocates for veterans
(http://www.wvstateu.edu/Current-Students/Military-Student-Services-Center.aspx).
Two community and technical colleges, Kanawha
Valley and Mount West, participate in the Future Soldier/Sailor Program that helps military enlistees
earn college credits prior to beginning basic training and ensures that enlistees can continue their
training during or after their military service.


In addition to working with veterans, WVSU created an Office of Adult and Commuter Student
Services, where staff plan and implement adult learner programs. The center features a student lounge,
computer labs, and a study area. Staff members assist adult learners with finding housing, child care,
and transportation nearby. Student affairs professionals also work to connect students with campus
resources such as tutoring, advising, and counseling and encourage adult learners to become involved
in campus life and student organizations. At WVSU, more than 90% of students are commuters and
more than half of those are adult learners.


Creating opportunities for staff to engage with adult students is critical to supporting their success
and degree attainment. Institutions seeking to have a positive impact on adult student success must
commit to that effort beyond fiscal resources. It means additional space, staff realignment, and institutional commitment.



Strategic Partnerships


Modules 7 and 8 demonstrate that building strategic partnerships within the institution and
between the institution and the community increase access and success for adult learners. DegreeNow
motivated West Virginia to increase its commitment to partnerships and to create a culture where
internal and external partnerships are valuedand rewarded.





	Many community and technical colleges added faculty representatives to advisory boards and committees within student affairs.

	After West Virginia separated community and technical colleges (CTCs) from their host universities,
the seamless movement of students from the CTC to the university was sometimes
lost. DegreeNow rekindled the interest in creating articulation agreements that allowed students,
most of whom are adult learners, to seamlessly transfer from community and technical colleges
to upper-division institutions.

	Blue Ridge Community and Technical College designed an assessment instrument to gather
data from faculty members on the effectiveness of student support services and used the results
to both strengthen services and to build bridges.

	Concord University, Bluefield State College, and Marshall University strengthened a partnership that began prior to DegreeNow, a partnership that created the Erma Byrd Higher
Education Center in Beckley, West Virginia. Targeting rural adult learners with little opportunity to start or complete a degree because of their location within the state, the center offers
courses and degree programs in education, nursing, and business.

	Kanawha Valley Community and Technical College and Bridgemont Community and
Technical College partnered with organizations like Dow Chemical and DuPont to train
chemical operators for area plants. These partnerships allowed businesses to fill a need and
contributed to the success of adult learners, who are now earning higher wages as a result of
their participation in the programs.

	Kanawha Valley Community and Technical College and Mountwest Community and
Technical College partnered with Goodwill Industries to allow Goodwill clients to take classes
at their worksite.

	At Shepherd University, the dean of admissions, a Train-the-Trainer graduate, collaborated
with the Teaching/Learning Center to offer Leveraging DegreeNow modules on adult learners
to new faculty members.

	West Liberty University established the Early Bird Caf to bring faculty and student affairs
professionals together every Tuesday morning to identify and work on shared challenges.

	Many community and technical colleges partnered with Workforce West Virginia to
recruit adult learners to either finish a degree or seek retraining through academic and
workforce programs.




By emphasizing the value of internal and external partnerships, West Virginia sends important
messages to the higher education system and to the community, that education is everyones
businessand that lifelong learning is the engine that will drive the states economy and shape its
future. By taking the lead in building partnerships across the campus and in the community, student
affairs professionals demonstrate their value to students, faculty, the higher education system, and
the community.
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For so many people who have some college credits but are no longer enrolled, the desire to walk
across the stage to a degree is strong, but the prospect of returning to school is daunting.There are
hosts of roadblocks, from finances to a lack of extra time and family commitments, so it is our job at
the public higher education level to even out the road for returning students (Hill, 2013).






DegreeNow: The Big Picture


DegreeNow quickly taught West Virginia student affairs professionals the importance of involving and
educating key players. Student affairs professionals and HEPC staff members met with administrators,
staff, and faculty at colleges and universities throughout the state to analyze data on adult learner stopouts (e.g., average age, median credit hours earned) and to discuss the importance of adult learners to
West Virginias economy, especially in light of the projected decline of the states high school population.
Probably the most effective tool for generating institutional buy-in for the DegreeNow initiative was the
NASPA-led Train-the-Trainer workshops, whose graduates included both senior-level administrators
and respected faculty and staff from across the state. These individuals served as DegreeNow champions
on their campuses and as leaders of the 8-hour regional workshops. Additionally, HEPC staff presented
DegreeNow updates to statewide groups such as the Student Affairs Advisory Council, the Academic
Affairs Advisory Council, the RBA/BOG AAS Coordinators, and the Admissions and Registrars
Advisory Council. HEPC staff members also presented DegreeNow updates at statewide higher education
conferences. HEPC staff assigned to DegreeNow worked hard to strengthen relationships among
student affairs professionals across the state as well as the relationship between the state higher education
agencies and these professionals. Involving stakeholders in designing workshops and analyzing data created synergistic conversations that led to ownership of DegreeNow at the grassroots level.
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Identify and harness the enthusiasm of champions at each
institution.







Train-the-Trainer graduates believed that involving presidents in DegreeNow would generate
support for needed changes and speed up the change process. In June 2012, DegreeNow was able to
arrange a 3-hour workshop for CTC presidents led by Culp, NASPAs consultant on the DegreeNow
grant. The interactive workshop focused on the role that student affairs must play in increasing access
and success for adult learners as well as the
importance of partnerships between academic
and student affairs. Presidents had an opportunity to assess the effectiveness of programs
and services offered by student affairs at their
institutions and to evaluate recommendations
to increase access and success for adult learners
offered by 2- and 4-year college presidents
across the country.




Chancellors of both the Community and
Technical College System and the University
System used a variety of public forums across the
state to confirm the significance to West Virginia
of reenrolling adult learners. The governor and
first lady (a CTC president) echoed this message
in speeches throughout the state. In addition,
HEPC staff presented updates on DegreeNow
to the Higher Education Policy Commissioners
and to members of the Community and Technical College Council. With each update, HEPC staff
reminded these policymakers about the importance of adult learners to West Virginias economic future.
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Involve and educate key players early: presidents, chief
student affairs officers, respected staff, and administrators.






Building institutional and statewide buy-in was important, but it also was necessary to build capacity at
the individual and campus levels. The Train-the-Trainers workshops built that capacity among leaders at
colleges and universities across the state. However, student affairs leaders soon discovered that building staff
capacity was the essential first step in any new endeavor. Asking staff to do something for which they lack
knowledge or skills is a recipe for failure. Leveraging DegreeNow workshops led by Train-the-Trainer graduates
and completed by hundreds of participants across the state helped staff members identify their strengths and
weaknesses; develop a plan to build on the strengths and reduce the weaknesses; and connect student affairs
to the mission, goals, and culture of the institution.




[image: image-qtip]


Change will not happen until people have a realistic picture
of their strengths and weaknesses; the mission, goals, and
culture of their institution; and the strengths and weaknesses of the area in which they work.






Higher education systems committed to
changing their cultures and their systems must
pay attention to the public policy aspects of
the change process. West Virginia included
adult learners in the new statewide master plan
for higher education (HEPC). The reporting
requirements associated with the master plan
sent clear and consistent messages that adult
learners were an essential component of West
Virginias higher education future. In addition,
HEPC staff members are working with colleges and universities to create a statewide prior learning
assessment policy that supports the master plan. Finally, West Virginia is considering a move to
performance-based funding and adopting a formula that includes adult learners in the equation.


These policy changes allow West Virginia to sustain the initiatives associated with DegreeNow after the
grant ends in 2014. The changes embed the importance of lifelong learning in the West Virginia higher
education system and reinforce the importance of using the electronic, print, and people resources
generated during the DegreeNow grant to maintain the states commitment to adult learners.





Looking Backward, Moving Forward


In addition to the many Quick Tips and lessons learned scattered throughout this module, the experiences
of educators and student affairs professionals associated with DegreeNow generated eight
insights that may assist other colleges and universities that are struggling to increase adult learner
enrollment, persistence, and completion rates.



	The grant was structured to give student affairs a head start (Train-the-Trainers workshops).
In retrospect, the West Virginia Higher Education Policy Commission realized that it should
have built more joint activities between student and academic affairs into the grant after the
first year.

	It is more challenging and time consuming to move from an anecdotal culture to a culture of
evidence than originally anticipated, but the investment of time and resources is worth it

	Lasting change must be grounded in and respectful of an institutions culture, even when a goal
is to change aspects of that culture.

	An approach that works at one institution may not work at another. Every student affairs
educator and every institution within the state system must be moving toward the same point
on the map, but they may follow different routes.

	Change is an ongoing process that requires clear performance expectations, strong leadership,
adequate resources, and the effective collection and use of data.

	When people think about change, they think about changing other people or other areas. A
major challenge is to help people understand that change needs to start with them.

	To better serve adult learners, colleges and universities must examine their infrastructure,
question assumptions, look objectively at data, and make data-driven changes.

	It is relatively easy to implement a grant; it is more difficult to implement a grant in a way
that matters.
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Think about sustainability from Day 1. Work must continue
after the grant ends.






West Virginias efforts to serve its adult learner population and the lessons learned offer guidance
to other states and higher education institutions looking to create data-driven, outcomes-oriented
support services for adult learners. The Lumina-funded partnership between the West Virginia Higher
Education Policy Commission, the West
Virginia Community and Technical College
System, and NASPA was a vital step in building
and sustaining statewide support for increasing
college completion rates for adult learners.
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Table 4.3

Innovative Adult Learner Practices or Support Services at Peer Institutions

Institution

Practice or support service

Arizona.
State University

+ Offers a Famly Rasource Program that connacts students to on- and off-campus chid
care resources (Schumacher, 2013).

The Pennsyhvania
State University

+Established a Commission for Adult Learnrs in 1998. Comprised of faculy. staff,and
administracors from 23 campuses, the commission provides a visibe body whose primary
purposa is to contributa to a supporive climata for adut learners by:

o Monicoring adult learner recruitment, recention, customer satisfaction,and sttus.
o Recommending changes i policy. practice, and procedures.
o Advocating for adult learners.

 Serving as a repository and coordinating body for all dult learner-focused inta-
tves at Penn State (hetp/iwpsudev .vimhost psu. eduldevipd Complate_History_
of_CAL_07052012.pdf).

o Sponsors Non-Traditional Student Recognition Week each November, planned and
hostad by Adult Learner Programs and Services. Each day focuses on a different
group: student parents, scudent veterans, nternationa students, atc. The week.
includes workshops, socil svents,and an adult learner istening lunchaon with
hightleval administrators (hep:/studentaffairs. psu eduladuls).

St Cathering

Has a chid-friendly space adjacent to the Access and Success Cantar that contains

University ‘computers and other rasources for parents on one side and toys, beanbag chais,

(Minnesota) dress-up clothes,and a TVIDVD player for chidren on the other.A glass wal separates
the two sides. Parents are responsible for suparvising ther children (Carissa Morris,
personal communication,September 17,2013).

Texas AGM + Launched a Miliary Friendly e-mall st in 2010 to allow support service staf working

University System ‘with student vaterans to shars information across the Texas A&M Systam.The e-mall

list grew to include 325 participants from colleges and universites as wel as local,
state,and foderal agencies.In July 2013,Texas A&M joined with Operation College
Promise (OCP) to establih theVeterans Education Support Network,a national e-mail
list open to anyon In highar sducation who has complated the OCP' Certificate
forVetarans’ Sarvices Providers training (http:/www kbox.comhomelheadiines/
the-Texas-AM.systam-and-operation).

Universiey of Akron
(Ohio)

+ Created Expres for Succes,a course that alows adul learners to review their
knowledge of spacifc subjects befora taking for-credit exams and to assass thelr chances
of passing the exams (heep://uakron.edulexpress).

University of Akbama.

+ The Undergraduate and Graduate Parent Support programs sponsor Sicters for Service,
2 program that provides student parents with 30 hours of free babysiting each semster
(Schumacher; 2013).

University of linois

+Sponsors a Facabook paga for adult leamners and nontradidonal students that nvites
students to connect with one another, share experiencas,identfy challonges, ind
support,and kaep up with college activites and events (Schumacher,2013).

Universiey of Michigan

Providas child care subsidies through the fivancil aid offce for full- and half-cme
students (Schumacher, 2013).

University of
Toledo (Ohio)

" Established the College of Adult and Lifelong Learning (CALL) to provide access, career
and life coaching, and academic support to new,continuing,and returning adlt learners.
(CALL offers interdisciplinary and indvidualized degraes as wall s scholaships and
workforce cradit programs for adul learnars (tzp:/iwww utoledo.edu/cal).
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Institutior Practice or support servica

Universicy + Appointad a statewids committee to analyze,evaluate, and make recommendations

of Wisconsin concerning prior learning assassment (PLA) for adut learners. The goal s to expand PLA.
‘opportunities for adult earners and to design consistent policies and procedures across

the system for evaluating and transferring PLA credic (Schumacher, 2013)

‘Widaner University | + Provides a variaty of learing options for aduls,Including Saturday Studies (7-waek.
(Pennsybvania) courses that combine in-class instruction and indapendent study), WebStudy (online). and

Accsleratad Studiss (blend of on-campus and online learning) (izp/www.widsnar.edul
admissions/adule_undergraduate)
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Table 4.4

Services Provided to Adult Learners at Colorado State University

Area Adult Learner and Vateran Sarvices (ALVS)
Assistva technology | + Provides assitiva tachnology through the ALVS Office.
Chid care " Provides supervised educationl actvites on a drop-in basi for chidren ages | o 11

‘while parens study in the ibrary (Ram KidzVillags).

+ Offrs access to two child care cantars on campus and one off campus.

‘Connact with other
adules

" Sponsors an organization for oldsr adult studants and another organization for studant
veterans.

Expand horizons

+Provides study abroad opportunities and support.

Financhl assisance

+ Offers bookstore awards of $400 each semester to eight adult scudents.
+ Provides scholarships o the following adult learner subpopulations:
o Former miltary (Veterans Scholarship Fund, ight per year)
5 $2.500 to adut students with a more than 5-year gap in enroliment (Osher Fund)
o 100% wition return to scudent veterans deploying

+ Sponsors workshops to help adut earners manage their finances. Tha workshops
include information rekted to budgating recrement, complating the Free Application for
Foderal Student Aid, managing debe, and buying a home (first-time home buyers).






OPS/images/image_036.png
Area

Adult Learner and Vateran Servicas (ALVS)

Iformation and input

+ Publishes a newsletcer with information about deadlines,programs, services actviies,
jobs,and issues of importance to adult learners and veterans.

+ Appoints an ALVS Advisory Board composad of studants and staffto ensure that CSU is
mating the nesds of adult lsarners and vararans.

Mentoring + Offars a peer-mentoring group for woman transiioning to CSU.
+ Provides personalized coaches,laisons, or case managers to assess students’ neads,
dentiy barriers,and refer to on- and off-campus support sarvices.
Navigating +Sponsors adult student welcome and oriantation sessions.

the university

+ Designs and presents custom on- and oficampus workshops and seminars for
adult learners.

Racognition

- Sponsors racognition ceramonies, Pinnacle (the honor society for adut learnars over
25 with a 3.0 GPA), and SALUTE (the honor socisty for vetarans with an undergraduate
GPA of 30 0r a graduate GPA of 3.5).

+ Providas adultlsarners with the opportunity to be recognized as academically excallent
nontraditiona students at graduation.

Support sarvices,

+ Designs and offes custom on- and ofi-campus workshops for adult learners.

+ Provides a Studant Parent Succass Program that reaches out to studant parents,
connects them with university and community resources, and offers a variety o services.

+ Providas aVetaran Succass Program that reaches out to studsnt vetarans and assists
them in accessing resources.

Transition + Partnars with th CSU Carser Centar and the Colorado Department of Labor and

ater graduation Employmant to offer Educarion to Employment (EZE), an opportunity for adult learners.
€0 explor their future, particpate n job-search workshops, atend networking events,
and bensficfrom a Dress for Success program.

Tutoring + Organizes study groups for adultlearners.

Loans handheld survey response devices and calculators to adult earners,as neoded.

+ Providas tutoring in mathematics and wriing,
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and research

Strategy

Assist adule learners in
defining and worldng.

toward spacifc carear
and educational goals.

+ Provide adult learners with up-to-date information on degrea requirements, when
courses are offered, and course prerequisies.

+ Develop degraa plans for avary major. Includ options for part-tim students as wal as
fulltime students.

+ Require every adult learnar to develop and continually updata a realstc educatioral
and support sarvica plan.

+ Desigh carcer exploration courses, seminars,and resources spacifically for adule
learners.

Buld incentives for

‘working with adult
learners into the
instiution's ulture.

+ Mantion adult learnars in the instiution’s mission statement.

+ Include adult learner nitaives n the strategic and operational plans.

+ Set asida money from the operating budgt to fund Initatives designed to increase
access and success for adult learnars.

+ Racognize and raward partnerships betwaen academic and student afars that ncrease
adultlearner completion rates.

+ Send clear and consistent massagas to tha colege or university community that adult
learners matter.

Connect adult learners
o the insttution.

+ Craate work-study positions, part-time obs,or campus-based incernships for
adule learners.

+ Design servica learning opporunites that fit adultlearers’ needs and time constraints.

+ Provide adult earners with opportunicis to serve i leadarship posiions within
universicy clubs and organizations.

+ Establish an adu learner advisory group to assst the univarsicy with dasigning and
implemnting programs that matter to adult learnars.

+ Use tachnology to develop personalized methods of communicating with adult learnars
and connscing them to the nstiution.

Connact adult learners
© faculty membrs.

+ Help faculty members creata learning communities within thelr csses.

+ Build cohorts of adult earners majoring n the same subjact and connect the cohorts
o designated faculty members.

+ Fund periodic, nformal lunches for adult earners to meat with faculy members to
discuss college survival skl

+ Iffaculty members serve as advisors,train them to practice ntrusive adsising when
‘working with adut learnars.
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Recommendation
based on theory.
and research

Strategy

‘Connect adult learners.
o other adults with
similr incerests,

life axperiences,

and challenges.

+ Create a spac (or several spaces) for adut learners on campus. Make sura these
spaces are chikdfriendly.

+ Establish clubs and organizationsfor adul learners,student parents, transfer students,
and veterans.

+ Host quartarly brown-bag lunchas for spacific adult earner groups (s.g.studant
parents,veterans). Provida speakars willing to organize a presentation on a topic of
nterest to averyone, but allow time for individual pairing and sharing, Offr child care
services when possible,and allow participans to bring their children.

+ Schadule raducad-rata community actviis for adult learners and thair familiss
(e, movies n the park,a visit o the 200, trip to the aquarium).

+ Use social media phatforms like Facabook,Twitte, o Tumbir to help students with
similr Incerests connect with one another.

Educate campus leadars,
faculy, support s,
and the commnity.

+ Disaggregate insitutional data o reflect accass and success rates for adult learnars.
Share ths information with nflusntil groups In the collega and tha community.

+ Invita faculty members who dsmonstrata a high level of effactvenss in teaching adule
learnars to share their knowladge with pears via seminars, logs, webinars YouTube
videos,or mentoring.

+ Convena annual adul learnar focus groups.Train sslected campus leaders to facltate
these groups and to creata on report that summarizes focus group findings. Share
the report with senior staff,faculty laders, and others throughout the univer-
sity communiy.

+ Schadule an annual dialogue batwaen a representative group of adult learners and
senior saaff.

+ Schadule professional davelopment activities for all areas of the universiy that foeus on
adul learner theory and research.

Increasa the visibilty of
adut learners.

+ Provids opportuitis for groups represanting adul learners to maet with senior staff
and the president’ cabinet.

+ Featura adult learner success stories on the nsttution’s wabsice and in
alumni magazines.

+ Updata the studant handbook to includa information for and pictures of student
parents,student veterans,and other adult larners.

+ Establish Nontraditonal Student Recognition Weak.

+ Acknowledge adut leamers,student parents,and veterans at convocations,orientation
sessions, graduation ceremonies, and other campus events.

Provida adultlearnars
with opportunites to
acquire “universicy
Know-how”

+ Davalop an orfentation sassion spacifcallyfor adult learners.

+ Sataside a section of a college success coursa axclusivly for adult studants or identify
existing sactions with larga adut learner anrollments and include targated information
for aduts In thase sections.

+ Davelop a wabsita to help adultlearnars navigate and undarstand the insticution.

+ Establish a mentoring program that pairs experianced adut learners with adult learners
new to tha institution.

+ Use social media pltforms to connact adul learnars with one another, share informa-
tion,and track student needs.
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Racommendation
based on theory
and research

Strategy

Recognize adult
learner achisvements.

+ Establish a local chaptr of Alpha Sigma Lambca, the mational honor sociaty for
adule learnars.

+ Establish awards specifcally for adul learners, student parents,and student veterars.
+ Schedule recognition ceremonies that include the extended familes of adul learners.
+ Help adult earners identiy and celebrate milestones.
+ Encourage adult leamers to create &-portfolios that:

o Record their accomplishments;

o Improve technical skl and

o Buld a professional presance by creating an archve of successful projects,
internships,resaarch,or leadership achievements.

Shife adult
learners’ perspactives.

+ Offar workshops and seminars to help adult earners increasa their confidence and
expand their horizons.

+ Invite adult learnars who succseded at your instiution o shara their stories. Feature
thase stories in print and e-materil

+ Develop a “success story” websita that links curran and formar adul learners,

+ Coach adult learnars through the process of pplying to graduate school, aking the
‘GRE,or siting for the LSAT.

Use drtato
drive change.

+ Disaggregata insttutional data to reflct access and success ratas for adut learnrs
+ Schadula periodic presentations to the president’ cabinst that describe shifing
studant demographics and how pear institutions are rasponding to these changas

+ Subjact National Survey of Student Engagement data to subgroup analysis Idanify how
adult learners diflr from traditional learnars and the support services they need to
succaad. Shara this information with strategic partners and campus leaders.
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Table 4.5

Snapshot of Support Services That UC Berkeley Provides to Adult Learners

Adult Learner.
Subpopulation

Support Services Provided

Re-antry students

+ Academic skils workshops
+ Culminating the Cal Experence: a I-unit capstona exparienca for re-entry students
+ EDUC 198: Aduk Learnersin Higher Education (a fist semester course)

+ Links with key campus resources (Barkeley Intarnational Office, Carsar Cantr, Student
Learning Center; Multicultural Student Development, Student Life Advising/Educational
‘Opportunty Program (EOP) Sarvices, Disabled Studant Program, and the Gander Equity
Resourca Centar)

+ Mantoring

+ New student reception and recognition events (o, Transfe; Re-Entry, and Student Parent
Achievement Calbration; the Judich L Stronarch Prize for Poetry and Prose)

+ Opportunities to sarva as pesr mantors or co-facltators of casses or groups
+ Outstanding Faculty Series
+ Re-entry Transfer Student Assochtion

+ Scholarshipsfor re-anry learnars (Baverly Mulins Memorial Scholarships, Osher Re-entry
Scholarship Program)

+ Workshops to help adult learners to transition to college,identiy sources of firancial
assistance, and connect with other students

Studant veterans

+ Access to scholarships and awards established for adul learners and re-entry scudents
+ CalVeterans Student Services

+ CalVetarans Group (Mission = successful ransition and advocacy)

+ Culminating the Cal Experienc:a 1-unit capstone experience for student veterans

+ EDUC 198: Veterans in Higher Education (takes  boot-camp approach to the studant.
Vetaran's firse semester)

+ Links with key campus resourcs (Berkeley Intarnational Offic, Carsar Cantr, Student
Learning Center; Multicultural Student Development, Student Life Advising/EOP Services,
Disabled Scudent Program, and Gender Equity Resource Center)

+ Mantoring

+ Opportunities to sarva as peer failators in thaVeterans In Higher Education classes or as
peer mentors to other studant veterans

+ Racognition evants

+ Timely processing of paparwork so that studant vetarans may accass thair banefits n a
timaly manner
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Adult Leamer.
Subpopulation

Support Services Provided

Transfer students

+ Academic and Enrichment Workshop series (focus on travel abroad, opportunities for
ncernships and undergraduate research studies, and graduate school)

+ Community-building events (advertised on the Transfer, Re-Entry, and Scudent Parent
[TRSP] Facebook page)

+ Commuter student websice

* Cabminating the Col Experiencea 1-un capstone experience for transfe students

+ Education 198:Tranisonin to CalAn Introducton to the Research Universiyfor Transer Students
+ Internship opportunities within the Transfer: Re-entry and Student Parant Canter

+ Links with key campus resources (Berkeley Intarnational Office, Carer Canter, Student
Learning Center, Multicultural Scudent Devlopment, Student Life Advising/EOP Services,
Disablod Scudant Program, and Gender Equity Resource Center)

+ Major Insights Mentoring Program (pairs transfer students with students from their major)
+ Peer leadership and peer mentoring opportunities

+ Saring Points Mentoring Program (pairs current and new transfer scudents)

+ Summer orientation program

+ Transfer Student Association

+ Transfer Student Guide

+ Transitoning to Berkeley workshops

+ Welcome week workshops for transfer students
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Current strategies Future strategies
(What your insttution doss now | (What your insitution could do
0 attract adult leamers and help | &0 improva adult lsarner access
them succeed) and success)

Lifelcarser goals and fogistics

“The insciution helps adult learners
effectively manage child care fssues.

“Th insciution helps adult learners
deal with transportation issuas

“The insicution helps adult learners
Balance family, work,and colloge

“The insciution provides adult
learners with carser counsaling and
educational planning services.

The insciction provides adult learnars
with academic advising services.

“Tha instution provides aduk learnars
iththe opportuny to realsical assess
thei currant knowledge and skl sas.

Other (ploase identiy).

Courses, programs, and instructional approaches

“Th insciution offers credit for prior.
learning expariances.

The instiution offers chssroom,
online, and distance earning opportu-
nities and blended courses.

The instiution outines clear
pathways to each dsgras or cartificate
for both full and part.tima studans,

Faculty members use multple
instructional methods that refect the

way adults prefer to learn,

Faculty members connact adule
learners with the support sarvices
they need by incorporating these
services into their coursa syllab,
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Current strategies
(What your instituion doas now
o attrace adult learners and help.
them succesd)

Future strategies
(What your insttution could do
o improve adult learner access
and success)

Faculty membars are skilled at
establihing mentoring relationships
with adult learners,

Other (please idany).

Institutional Climate and Support Systems

“The Insttuton disaggregates data to
develop an accurata picure of It adult
learner population and the instiution’s
effctiveness In sarvingthis popuition.

“The instcution has procedures
in placs to identify and remove
Insticuional barriers to adult learner
access and success,

“The instcution offers opportunities
for adut learners to strangthen their
reading writing, and math skils bafor
starting clsses.

“Tha insttution offers opporaunices for
adultlearners to acquira the computar
slallsthey need to succaed in college.

The instcution ntantionally comnacts
adul learners with one another, with
the facultyand with support sarvicas

The instcution has an early warning
system in placa that includas promps
related to the success of adult
learnars at their insitution

Student affairs professionals create
and continually assess the effactive-
s of support sarvices and systems
designad for adul learnars.

Studant afairs professionals create
opportunites for adult learnars to
provids feedback to institutional

leaders about their nesds and their

experisnces at the institution.

Partnarships between academic
and student afars to Increas
adul learner succass are expacted
and rewarded.

Other (please idany).
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Strategies to remove or reduce the barriar’s impact
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A

‘Community Colleg Research Cantar
(CCRC) findings.

‘Actions taken at your institution that are consistent with
CCRC findings and benefit adult learners

6. To mprove student outcomes, community
colleges need to:

+ Streamiine and parsonalze advising
and counsaling.

+ Forc students to usa nonacademic
support servicas.

+ Create more structure and fawer
dacision points for studans, (Karp.
11a,p3)

7. Community colleges “need to implament
a‘best process’ approach in which faculty,
staff,and administrators across the college
‘work together to review programs,
processes, and services ...and rethink and
betr align their practices to accelerate
entry into and complation of programs
of study that lead to credentils of valua”
(fnkins & Cho,2012.p4).

8. “Studants who antared a program of study
i thalr first year ware much more likely
<o complt 2 credentil or transfer to 3
fouryear instiution within five years than
‘ware studsnts who did not enter a program
untl thei sacond year or later” (Jenkins &
Cho,2012,p.19).

9. “Plloting best practices’ and then trying
€0 bring them to scale will not ‘move the
needl’ on overall rates of studant comple-
cion” (Jenkins & Cho, 2012.p.19).

10. Community colleges must provids studants
‘with clear expectations,give examples of
these expectations, and offer students the
opportunity to acquira the skills needad
€0 me these expectations (Karp & Bork.
2012.p.36).
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Current strategies
(What your instituion does now
o attract adult learners and help.
them succesd)

Future strategies
(What your insttution could do
o improve adult leamer access
and succass)

Motivation, family and community support, money

“The instcution reaches ot to
adut learners.

“The instcution demonstrates to adult
learnars that they are valued and
respected,

“The insticution asssts adul learners.
to estimate the costs assocted
with college.

“The instcution develops a variety of
scholarships,awards, and payment
options for adult learnrs.

“The instcution provides adult learnars
with opportunites to learn how to
managa their financil resources.

“The instcution collaborates wich
business and community groups to.
generata support for adult learners.

“The instcution helps adut learners
build or maintain existing family and
community support systams.

Other (please idanify)
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Figure 4.1

Keep It REAL: Designing Cocurricular-based Processes, Programs, and Services for
Undergraduate Adult Learners

Reevne
REAL Approach
to Designing
Engaging Support e

Services for
Adult Learners

Learning:
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Table 4.1

Improving Access and Success for Undergraduate Adult Learners:The First Step

Approach

Strangths

Wealnesses

Invite an outside
consultan to evaluate
current sfforts and
recommend strategles
o increase adult learner
access and success.

Brings objactivity.a fresh porspective,
and new expertisa

Limits the influence of history tradition,
and intermal poltcs

Validates what the institution doss.
‘wall,whils motivating it o move to the
next level

Learning curve In relation to insit-
tonal istory and data

Imporcant internal constituencies
may ignore the recommendations
from outside

Tendsncy to offer prepackaged options

Send teams to othar
instiutions to study
thair poliies processes,
programs,and

support sarvices.

Exposes collegs and universiy leadars
o innovative ideas and applications.

Develops links batwaen the universicy
and other insitutions

Expands team mambars’ knowledge of
and perspactive on adult earners

Identifies possible
benchmark insticutions

Best practices do not aways transfar
‘well betwaen Institutions

Results depand on the compositon of
the team and tha insttutions selectad

‘Other members of the univarsity
community may not accept the team’s
recommendations

‘Appoint a cross-
functional team o study
adult learner theory

and research,assess

the institution’ current
responsa to adult
learners, and offr rec-
‘ommendations t halp
the universiy strengthan
this response.

Bulds capacity among team members
in three areas: adult earner theory and
resaarch,insicutional data on adult
students,and the current state of adult
learner programs and sarvices

‘Creates adl loarner champions across
the universicy

Develops recommendations that are
based on dara and experience

Negativa outcomes are possible f the
university does not appoint objective,
principled team members who
represant a cross-section of the Institu-
tion and are respactad by their paers

Members of the college or university
community may not value tha recom-
mendations o their pears
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Table 4.2

Effective Strategies for Increasing Adult Learner Access and Success

Recommendation
based on theory.
and research

Strategy

Assist adul loarners
with challenges.
both expectad and
unexpected, that
hava the potental to
Interfera wih their
educarionl goals.

+ Mandata parcicipation in specifc programs or sarvices that are ted to th success of
adul learners (o.g, advisin, college succass courses,orientation).

+ Sponsor support service fairs to connact adult lsarners to Imporant community
resourcas (o.. chid care, medical care, social services).

+ Provids ongoing counselor-lad support groups for adut learners. Allow studants o
drop in and out of the group as neadsd. Offe child cars to support group particpants.

+ Davelop a wabsia or an adult earner porcal that bacomes a one-stop resource for
important information and dates.

+ Provid detaled information about on- and off-campus child care options.
+ Negotiata reduced rates with reputable chid care centars in the area.
+ Establish a revolving amergency loan fund for adut learners.

+ Idantify (or create) options for studants who are no longer elgble for Pall Grants or
supplemenal stata grants.
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Strategies to increase access
(In place at many institutions)

Strategies to increase success
(Emerging at selacted institutions)

Cross-trai al staf to work effectivly with online,
on-campus, and distance learning scudens.

Use logic regression to ideny firstyaar studants at risk
of dropping out and provid appropriata Intarventions
(o, University of South Florida) (Thomas E.Millr,
personal communication.June 28,2013).

Put more emphasis on academic advising:buld cohorts;

provids caraer counseling, especialy for undecided
students;and create community for both online and
on-campus students.

Provida faculy and staff who advise adult learners with
up-to-data rasources and training (hecp:/wwwnacads,

st edulrasources/Clearinghouse/View-Articles/Aduk-
Leamer-Resources aspy).

Use a data-based approach to idenciy and sliminate
unnecessary onlina and on-campus barriers to
student access.

Rasmvison support services for dstance learnars (e
North Carolins State Universy) (Dare. Zpata &
Thomss. 2005)
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Table 7.4

Partnerships With Counseling and Financial Aid That Benefit Adult Learners and

Student Parents

College or University

Partnarship

Norwalk Communicy
College (Connecticut)

Provides scholarships for adult learners andlor student parents (Kristira Tosta-Buzzee,
personal communication, February 24,2014).

Pordand Community
College (Oregon)

Projact Indepandance helps singla mothers and nontraditional adult students
prepare for collega by offaring a fraa cradic coursa that includes carser and lfe
planning, values clarification,an introduction to assertiveness, and strategies to
‘overcom math anxiaty (hicp/www pec edulresourcasiwomen/cascadalproject-
indspendance heml).

Rockland Community
College (NawYork)

Providas scholarships for adult learners and/or studant parents
(bexpiwwwsunyrockdand edu/prospactive-studants/adultlearners).

St Catharine
University (Minnesot)

‘Works with the firancal aid offica o idanify studants with dspendants who might
benafic from the universitys Accass and Success Program (Carissa Morris, personal
communication, September 3,2013).






OPS/images/image_057.png
Collega or University

Partnership

University of Minnesota—
Twin Cities

During a required intaks ntarview, he Student Parent HELP Contar (SPHC) at the
University of Minnsota-Twin Cities helps student parents evaluata their academic
and carser goals and undarstand how to access the university support sarvices they
eed. PHC also partners with a inancial aid staff member who helps SPHC students
understand the changing financia id landscape and accass scholarship and grant
money (Susan Warfield, personal communication,September 12,2013).

University of Toledo (Ohio)

College of Adut and Lifslong Learning provides adult arners with assistance In
chrifying carcer goals, defining educational goalsand meeting personal goals.The
universityalso offers career and lfacoaching (hetp/www.utolado,edu/cal).

Universicy
of Wisconsin-Milwaukes

Providas Ifa coaches for disadvantaged parents on scholarship (hip:/iwwwd.uwm.
edullfeimpac).
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Finding

Rasearcher(s)

Out.of-class experiences ara more Important
0 the cognitive developmant of students than
faculy believe

Baxtar Magolda (1996.p.21)

“The most important thing Institutions can
do to increasa studant learning Is “to gat
students to think more often about what they
are doing—in chsses and other areas of their
livas—and to apply what they ara learning

to both Faculty and student afars must
‘work togther “to coupla mors tghtly the
connactions batwaen the curriculum and out
of class If”

Love &Love (1995.p.6)

Partnerships increase scudent involverent,
success,and graduation rates

Kuh et al 2005)

“Our current approach to bifurcating the
cognitive and afective dimansions of learning
doss not work”

Kuh, Branch, Lund, & Ramin Gyurnek (1994,
Pp.84,95)

“Intelsctual devalopment doss not happen
exclusivaly n a cass and ... sockl and
emorional devalopment doss not happen
exclusivaly out of chass”

Pascarella & Teranzini 2005, p.603)

“Students change in holistc ways and ... thesa
changes have thair origins in multple nflu-
encas in both the acadamic and nonacademic
domains of studens’ ives.”

Kinzle & Kuh (2004

Partnerships increase scudent agency, succass,
and graduation rates.

Teranzini Pascarela, & Blimiing (1996)
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Table 7.1
LEAP Learning Outcomes

Beginning i school, and continuing at successively higher lovels across ther college studias,students should propare
for 21 century challenges by gaining:

Knowladge of Human Culturas and the Physical and Natural World
+ Through study in the sciences and mathematics,social sciences, humanities,histories,languages,and the arts
Focused by engogement with big questiors, bth contemporary and enduring

Intellectual and Practical Skill,including
* Inquiry and analysis
+ Critcal and creative thinking
* Written and oral communication
* Quantiative lteracy
* Information lteracy
+ Teamwork and problem solving

Practiced extensively,actoss the curiculum, i the context of progressively more challenging problems,projects, and
standards for performance

Personal and Social Responsibility including
+ Civic knowledge and engagement—local and global
+ Intercultural knowledge and competence

+ Ehical reasoning and action

+ Foundations and skill for ifelong learning

Anchored through actie invlvement with diverse communites and reakworld challenges

Integrative and Applied Learning, including
+ Synthesis and advancad accomplishment across general and spachizad studies
'Demonstrated through the application of knowiedge,sils, and resporsiities to new settings and complex problems

Source: Raprintad with permission from Collega Learning for the New Global Cantury. Copyright © 2007 by the Association
of American Colleges and Universites.
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Figure 7.1
Partnership-driven Circle of Learning
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Table 7.2

Student Affairs and Partnerships: Strengths and Areas Needing Improvement

Strengths

Areas neading improvement

Long-standing commitment to shared learning.
communication, and colaboration

Increase capacity to recognize,shape, and adapt to
changing conditions

Established commitment to developing the
whola student

Bacome mors outcomes-oriented and data-driven

Adspt at using “soft powar” influence rather
than control)

Loverage technology to design processes, rograms,and
services that meet the neds of today's students

Skiled at decoding, adapting to,and influencing
group dynamics

Increasa abilty to transhte theories and rasearch into.
processas, programs,and services

Proficiant in helping students integrate their learing
experisnces and apply whit they have learnad

View the Insitution as 2 system; help membars of
the systam make daclsions that support learning and
benaficstudnts

Experionced in working with posttraditional students,
higher education's new majority

Updata skill sets, especially in tachnology; commit to
continuous lfslong learning
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Table 7.3

Partnerships Designed for All Students That Benefit Undergraduate Adult Learners

Strategies to incraase accass
(In placa at many institutions)

Strategies to increase success
(Emerging at salactad institutions)

Loverage technology by bullding dedicated websitas;offer
online admissions, advsin, orientation, and registration
services;and use social media to communicate and
connact with students.

Implament flaxibiltyin scheduling by supporting a Block
‘Calandar System with multple start dates (Rio Saado
Colloge, Arizona, hupdmaricopa eduiro_sakado.php) or
implementing incramental credentiling or “stacking”
chat allows studants to drop out and return without
Funning into entry dslays or processing barriers
(University of Minnesota Fast TRAC, hetpdiwwwimnfast-
tracorgldocs).

Appoint procass improvement teams to analyza and
streamiing both the campus-based and Wab-based
systems that students usa.

Design Wab-basad early alert systems (Sincar
‘Community College, Ohio, etpiwwwsinclairedu/
supportisuccesslea; University of Arizona, hcp:www:
studentaffairsarizona sdu/faculy).

‘Add svening and weskand offica hours for
essential sarvices.

Strangthen partnerships between academic and student
affars that benlic crer xploration programs,

career sorvices, and students (California Universicy
System, htpiwwwfullerton.edu/Crawlprojects/docs/
PurposefulPartnarships pdf).

Provida front.ine staff with additional training in working.
with adult learners.

Strangthen onlina carer sarvices (San Jose State
University, Calfornia, hep:/www.careercantersjsu edu;
Valencia College, lorida, heps/wwwvalencicolloge. edu/
femap).
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Figure 6.1
Vacchi's Model for Student Veteran Support

SERVICES

General
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Forcas moving insti
toward partnerships

Forces with tha potential to limit partnerships

Emerging research that questions
the abilty of exising practices,
programs,and processes to
mast the neads of posttradi-
tonal students

Instittionsl culture
[

2

Pressura from govern-
ment agencies to become
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Table 5.2

Benchmark Institutions: Support Services for Adult Learners

Type of fvarsi
Support Servica | University
Onlne tutoring | Oregon State ‘Oregon State University uses a program called Ask Ecampus, which

University (2013)

allows usars to ask questions from a regukrly updated knowlsdge
base Through the Ecampus portal, students also have access to 24/7
cutoring services in math, science, writing, etc.

‘Academic advising | St Josephs St Josaph's College has nine academic advisors whoss sole mission
Collage of Maine is to davalop supportive relationships with studnts,provide coursa
(Cochrane.nd) schodule counseling and motivational support, advocata for the
students,provide a single point of contact to other departments,
and contact tha students viae-mall o phon at least onc every 3
to 4 wesks.
Orfentation Stark Stae Collega | Stark Stata Colega requires all online learners to submit an “Online

(Lampner;nd)

Student Agraemant” that outlines necessary information to be
succassful i the distanc learning environment. Prior to accessing.
thair online courses, studants ara prompted with 3 variaty of
statements that remind them of tha bst practices and expectations
of succassfully complating an onlina course.

Library sarvices

University of
Alsbama (2013)

“The University of Alabam offes library sarvices and databases
spacifically designed for distance learners. The universiy providas a
sucaint yet benefical st of services, ool and technical suppore
avallable to online lsarners.Additionally. the tachnology allows
students to submit questions to a brarian.

Student affairs Long Beach City Lon Beach City Community College created a sita itled “Online

and academic Community ‘Counsaling” that encouragas studants to ask the counselors

afars advising College (2013) detailed questions on records, sducational goals, acadermic history.
and resources.

Peer network Montgomery Montgomary Collsga created a platform for academic and socil

counseling College (Hanover support called the Germantown Options for Adulk Learners. It

Research, 2013)

allows students to intaract with each other to discuss a variety of
topics,such as how to overcome test anxiety and how to register
for chsses.
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Type of

e orc Service | University Description
Facultyand staff | University of Cantral | The University of Central Forida (UCF) offers 30-minuta stand-
engagement Florida (2013) alone seminars that provide collegial dalogue and best practice
tachniques procedures for oniina teaching. Coprasented with the Centar for
Distribution Learning and UCF faulty. these sessions are highly
focused with take-away resources. The sassions are also fimed so
faculty can review them at a later date
Financil aid University of Two primary anties wars developed to mast the neads of adult
Wisconsin-Eau studants: the Nontraditional Studant Services Offica and the
Chire (Hanover Educational Opportunity Center (EOC).The EOC focuses on
Research, 20133) providing pre-enrollment sarvices by conducting personalized infor-
mation sessions that focus primarlly on admissions and financl ad,
Technology Fort Hays State TigerConnect by ConnectEDU isa full hosted, Web-based commu-

for retantion
and persistanca

University (2009)

nications system with portals for Incorporating inaraccive resources
and socal natworking tools to nhance peer-to-per ralationships
and provids learners with support communities to fostar succass
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Figure 5.2
Essential Elements of Service Bluprinting as a Process Model
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maintenance. To minimize complexity, vertical arrows are not included for support processes
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Figure 5.1
Guidelines for Creating Student Services Online

Distance Learning

Online Student Services

On-Campus Student Needs

Common Needs

Off-Campus Student Needs

‘Source: Shea & Armitage (2002, p. 1). Reprinted with permission.
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Table 5.1

Self-assessment Test for Online Distance Learning, The Community College of

Baltimore County
Question Choices.
1. My noad to taka ths course nove A Figh— noad fechis samascar.

Modarate— could take it on campus later, o substiute
another coursa.

Low—1ts a parsonal intarest that could be postponed.

2. Faling that | am part of the chass i

Not important to me.
Somewhat Important to me.
Very important to me.

3. I would cassiy myselfas someone whor

‘Often gats things done ahead of time.
Naads reminding to gat things done.

. Puts things off unel the ast minute.

4. Chssroom discussions are:

Rarsly helpfulto me.
Sometimes helpful to me.

. Almost always helpfulto me.

5. When an instructor hands out
instructions for an assignment, | prefer:

=rlnmrlne »ne >0

Figuring ou the nstructions on my own.

. Trying to follow directions on my own, then asking for help

a5 needed.

6. Insed faculty comments on
my assignments:

® >

‘Wihina fow weeks, 5o | can review what | did.

. Within a fow days,or | forget what | did

C. Right away or | gt very anxious.

Source: Community Coleg of Baltimors County (n.d) Reprintad with permission.
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Table 6.1
Student Veteran Literature Summary

Citation Sample size Connection to literatura Notes

DiRamio etal. 25 (Qualative) Tinto's (1993) Theory of Transition coach (peer-to-peer

(2008) Student Departurs; approach mentor)le evidence of
vetarans as traditonal students | transiton difficuly

‘Ackerman & wa (Collection ‘Summary of early approaches | Useful broad brush of what was,

DiRamio (2009) of practices on in serving post-9/1 I-era being done in 2008;litte theory

selact campuses) | student vetarans or rasearch

Cook & Kim (2009) | Quancicaive Study of veteran-frendly Not empiricall grounded; no
services provided by insticutions | definition for veteran-friendly;
that documentad the low questionable methods

number of institutions providing
fargetad services to veterans

Rumann & & (Qualiative) Minor adaptation of Licdls avidence vetarans have

Harmrick (2010) Schiossbergs (1981) 45 Model, | transiton diffiulties
connacts to college Impact

litarature through DiRamio et

al.(2008)
Holder Quantitative Not connected to the literature; | Female vaterans use benefits
(2009,2011) (secondary based on US. Consus data at greater rates than male
data anaysis) Veterans; veterans carn a highar
percentage of advanced degrees
than nonvetarans
Radiord Quantiaatve Not connected to the literature; | Basic statstical description of
(2009,2011) (secondary based on NCES data student vaterans
data anaysis)
Livingston atal. 15 (Qualcative) Substantal adsptation of Vetarans transition to campus
@) Schiossberg’s (1981) 45 Model, | relatively aasily

connacts to college Impact
literatur through DiRamio et

2l 2008)
OiRamio & Secondary data Tinco (1993 Sehlossberg Fauly secondary daca amlysis
Jaris 2011) anayss of Cook & | (1981);Cook & Kim (2005)— | of Cook & Kim (2009)
Kim (2009) theo- | deficic model for veterans acknowledges insuficency of
retical summary usig Tineo's (1993) approach
for student veterans
Lang & Powers Quandative Not connected to the ceraure; | Veterans on campuses wich
(ol based on dacafrom Tilman supportive programming do a5
Schokar and Operation College | wallor better than nomveterans.
Promise partnership institutons
MeBain Kim, Cook. | Quantative Follow-up to Cook & Kim Fixed some methodologial
& Snead (012) (2009); documents che disurb- | flaws ofprir sty but no

ingly low numbar of Insciutions | significant changa in findings
providing dedicated servicas

0 vetarans
Stecle,Sacado, & | Quanciative Not connected to the literature; | Focuses on ransition;challenges
Coley 2010) based on Rand Corp. data th nstitucional perspactive

(Radford, 2011)
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Table 6.2

Snapshot of Student Veteran Theories and Models

Scholar/Theory/Model

Challenges in applying to vatarans

Tinto's (1993) Theory of Studant Departure

Traditoral studant.based dsficit modal

Schiossberg’ (1981) 45 Model

Linear counsaling modk not adaptabla for veterans

DiRamio et al.2008)

Adapeation of Tnto (deficic modal)

DiRamio & farvis (2011)

Adapations of TintolSchiossberg’ 45 (dsficic modal)

Livingston et a.(2011)

Adapation of Schlossbargs 45 Modl (defct model)

Rumann & Hamrick (2010)

Adapation of Schlossbargs 45 Modl (defct model)
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Table 10.1

Assisting Adult Learners With Transitions

Lesson learnad

Substanca counts

"Adult learners ask substantive questions from the outset. Well-trained staf must answar
these questions promply professionally,and corractly A signficant number of colleges and
universites in West Virgini provide adult scudents with dedicated telephone numbers, e-mail
addresses, and websitas. A fow offer live chat opportuniies.

There k3
common core of
questions

The top questions a

* What degree o certifcate will help me to and how long will it ake me to
amie

+ Inow | need more education,but | do not know what | want to study. How can the college
help me?

* What credics wil transfr,and how can | ranslate my work and Ife experiences into.
addiional credits?

* What will college cost,and how can | pay for it

+ How can | make sure that | do not wasta any tima taking courses that do not count toward
my degree!

‘West Virgnia increasd the probabilty that knowledgeabla staff would respond to these
questions by identiying adult samer contacts at most Insitutions and providing these contacts
with addiional information and traiing.

2477 information
and support
s important

“The number of adults who e-mail, text and shop online is growing These adults expect the
same sarvicas from colleges and universiies that they recaive from major online retalrs.
DegreeNow motivated many instcutions to astablish new or strengthen existing websices, online
processes,and online asistance for adult learners.

Maps are assentia

‘Adults apprecitato do” lss that outine the entire enrollment process.They also respond
positivly to checklsts and flowcharts that guids them through the procass of bacoming 3
student.Like many West Virginia nsitutions, Marshall University developed the New Student
Checklst,a websica with a detailed st ofthe steps in the enrollment process (hecps/iwww.
marshall adu/newstudsnicheckit).
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Lasson learnad

Streamiined beats

“Adults do not want

fumbed down" systems,but they do want systems that accomplih their

complicated goals affcianty and transparently Many West Virginia colleges and universities hunched process

every time Improvement intatives to examine currant policies and procadures,streamina them, and
remove barriars to adult students.

“Advising i ‘Advisors who work with adult learners necd a wall-developed toolkitthat ncludes, but s not

essential limited to, knowledge of the folowing:

+ Individual degree raquirements and the idiosyncrasias of the course scheduling process (e g.
courses that are offered only once a year, or only in the evenings).

+ Licensing and certfcation raquirements.

+ Constraints with which mary adult learners deal (e child care, family and
work responsibiies).

+ Nontraditional coursa and degrae options (e.g. onine and distance learning).

+ How to raview al the data and asist students to realistically estimat the tim it wiltaka to
am the degrea or cartificate they want.

+ How to connact adult learmars with the on- and off-campus support servicas that they need
© succead.

Mentors matter

“Adult students tend to saek out one or two mentors who can assist them throughout thelr
acadermic lfe. Through DegreeNow,WestVirgina offerad workshops and seminars to strengthen
the ablity of acadsmic advisors to sstablish a connection with and mentor adult learners.

Orientation helps
aduls navigate an
unfamiliar world

‘Adults are often confused by academic terms and systems, and need assistance acclimating
€0 both.Adul learnars benefit from connecting with other adults who have simiar inerests
and are insimilar Ife circumstances. Well-designed orientation sessions, whether online or in
person,help adults both undarstand their cologe or university and connect with other adulc
learners.A number of West Virginia campuses implemented or ara i the procss of dasigning.
onling orientation options for adult learnars.
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Table 10.2

Supporting the Learning Process for Adult Students

Area

Support.

College

+ Design a collega success coursa specifically for adult lsarners or add elements to existng
college succass courses that address adult learner concarns and naads.

Eearning,

" Provide adult learners with tools that they can use to assess thair readinass to succeed In
onlins or hybrid courses.

Math, test.or
tachnology

anxiery

+ Design short-term seminars or workshops to asist adult learners to deal with math, tst,or
tachnology anxisty.

+ Provide adult leamners with opportunitis to acquira technology skils i a nonthreaten-
ing anvironment.

+ Collaborate with faculty colleagues to buld participation in skilbuilding actviies nto the
syllabus (o, requiring adult learmers to participace i thes activites,and rewarding them
for ).

Targeted services,

+ Understand and educate the college community about the unique needs of student parents,

for spaific sudantvatarans,and adu amars ah dabilties.
sudent popul- | . Do crgetad support servicesto m the unique neads of thse sudan subpopultions
tons and to connact them with other students who shara their interests, challenges, or expari-
ancos curraneand pst).
- Considr targsced dvisig, collgs success courses, organizatins, oiantation, and spport
groups.

Techmobogy ~ Lovarage tochnology o provide adullemers with 247 sarvices o support 3 varety of
intructional approaches (oline courses,disance education,or blonded courses)and to
buid communiy among adule lsrnars.

- Do notassuma that very adult earner i uncomfortabe wit technolog: bt b propared
0 offr argeted services t those who re.
- Devlop partneships with rgionl brares and education contersch allow aduks o have
access to computars.
- St viewing softvars 15 anothar way o resch o o studens.
Tororing ~ Trai tators  undarstand who adul earmers re and what they need 0 succeed.

+ Include current or formar adult lsarners on the tutoring staff.
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Figure 8.1
Example Memo of Understanding

CCOOPERATIVE AGREEMENT

‘This Cooperative Agreement reflects the commitment of each partnar to the succassful dlivry of N
including the spacific responsibilies and roles each one baars in administering an acadsmic opportmity through the
institution and/or organizations].

Parties desira to engage in an educational collsboration under the following conditions:
ServicalProgram/Educational Program:

Objectives
L Jand the [ Jagreeto [ 1
Al coursas or programs are subject to and institional policies and procadures.

Actions that may be carried ot under this Agreement includs:

“Th parties agres that tha coursas or program davelopad from this Agraement wil bs subject to the following protocols:

Roles and Responsibilities

Services provided by[ ]
Responsibiy of the [

Responsibiy of the [ 1
Fiscal considarations

Duration and Modifications
“This Agraement will ba n effct fo thras (3) years,sarting on the data the las party signs the agreeman.

“This Agraement may be modifiad or extended by written amendman executed by both parties. The modifications or
extensions will be effective on the date the amendment is exacutad by both parties.

ute Rasolution

“This Agraement is entared into by the partes in good fich.The partias will usa their best efforts to resolva any confict
or disputa which may arise regarding the inerpretation and enforcement of tis Agraement.

Ay disputes or conflcts which cannot ba resolved at the appropriate operating levls shal ba referred to thaVice
Provost of Educational Outreach and Provost for final resolution.

“Th parties have exacuted ths Agraement as of the lat date set forth below:

Name:
(Printed) (Signature)
Tile: Dae:
Department: Divsion:
Name:
(Printed) (Signature)
Tile:

Dapartment:
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AtYour Institution

Describs the assessment activtes withi the division of
student affars and across the nstiution.

Describe the assassment activites of adul learnar.
programs and iidatives.

Defining Your Cul

Describs your uni’s current culture of avidence.

lture of Evidence

Provids your vision of a culture of avidnce.

Closing

‘What are the gaps batwaen the currant culture of
evidenca and the dasired culture of avidence!

the Gap

Stata possibl solutions to closa the gaps betwasn the
currant and desired culcures of svidenca.

Source: Busby & Robinson, 2012. p. 3. Adapted with permission.






OPS/images/image_068.png
1~ What are the barriers to developing a culture of evidenca in your unic!

2 Which of these barriars can you directly influencal

3. What opportunities exist on your campus or In your division that could enhance a culure of avidence among adult
learner programs?

4. How can your unit leverage avalible structures or opporcunities to davelop a culture of evidance?

5. Are thera any opportunities to Institutionalze current practices to foster a culture of svidencal

‘Source: Busby & Robinson, 2012, p. 54.Adapted with permission.
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Unitoffica has  vison and mision statemene.
_ Diviion of Suderc Aflas i comittd o buling  culura of avidence.
 Leador of adut earnr programs s commited to bulding  culur of avdence.
__ Sffmambars s commitad to buldingacuture of avidence.

_ Salffmambors ro expectad t usecradbl avidence to form decision.

. Uniofficahas approprsta ouecomesfo programs and services.

__ Unitoutcomes ae lnked to broadar dvision nd nstutional seudnt earming outcomes/program gosks.
__ Programs and services ae lnked dractly to outcomes.

_ Uniofice has a practical and susanblesssosment plan.

_ Assessmentis conducted n 3 sysamatc mannar

__ Dac atherad and used are cradble.

_ Assossment resuls arocommunicated ppropriatl o sakaholders.

__ Changes and improvements sre conneced to idnce-tased decisions.

__ Saffmambers use daa i decsion-making processes.

__ Saffmambars have th necesary slsand knowledge t exscina sssssment
— Asessmentrelated professions devlopmant opportunite are valibe for saf.
—_ Saffmambars aa ecognied or thersssssmont aforts.

. Unioffic celabrates and revardssctites that promota cuture of avidance.
 Partnorships xit with other campus unis o gathe and uso data.
 Resources are mallble to conductasessment acvite.

_ Bestpracices araused.

New programs and initaives include assassment and evaluation.

Source: Busby & Robinson, 2012,p.55. Adapted with permission.
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In place

Planned

Worth
alook

Partnerships basad on collsboration ara incorportad into.
the institution’s

+ Annual goals and outcome measures
+ Budget-buikding and resource-allocation processes

+ Faculty and staff goal-satting and evaluation
procedures

+ Faculty and staff saarch and selection procadures
+ Stratagic and operational phins

+ Vision and values statements

New faculty and staf orientation activites emphasize
the value tha the institution places on communication,
colaboration, and partnerships

‘The instiution creates opportunities for;supports, and
rewards cross-functional communication, data sharing, and
problem solving

“Th nstiution earmarks funds for professional develop-
ment of faculty,saff,and adminisrators and links all
devalopment activitis to s mission and strateglc plan

‘With support from Information Technology and
Institutional Resaarch, acadernic and student affairs share
responsbily for the following areas:

+ Academic advising
+ Assessmant and course placament

+ Early warning systems

+ Procass improvement activtes

+ Student persistenca and completion modsl
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Answer Key for Exercise 7.1: 1-G,2-D,3-F 4-A 5B 6E and 7-C.






OPS/images/image_064.png
Table 8.1
Adult Learners and Potential Partners

Challenges

Potential partnars.

Access to the physical campus for application,snroll-
ment.and coursework

Partners that can provida physicalspaca in convenient.
locations

Selaction of carser path that will lead to employment

Parcners that conduct fob placament services,
community workdorca development councils,and
employars and employer networks;ntarnship sites

Chid care

Partners who provida child care and family support

Lack of awareness offaccess to community resources

Community rasource canters; community
services necworks

‘Access and famillarity with fisancialaid,scholarships,
and incernships

Parcners that provide firancial planning hire university
studonts,offer scholarships,and respond to needs in
the community

Professional development

Parcners that provide recercifications for spacific careers,
continuing education units, professional organiztions,
and tasting

Preparation aftar long stints away from tha classroom

Parcners that can provide space for placement testing,
adulc high schools and tutoring experts.
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Educational Institution

Design relevant curricula

Demonstrate value

Provide follow-up to
tuition assistance

Business/Organization

Provide flexible
work schedule

Identify incerested
scudents/include cducation

in employee reviews

Conduct human resources
outreach and markeing
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‘What did you learn from Exercisa 7.2 about the most signifiant barriers to bulding partnerships at your Institution?

‘Which of thesa barriers can student afirs diractly influance?

‘Wha strategies are most likely to produce the desired changs (reduction o slimination of one or more partnar-
ship barriers)?

‘Wha are the staps needsd to carry out the strategy! Who will be responsible for executing each step!

How will you know when changa has occurred!

‘When change occurs, how do you plan to leverage it o produce one or more partnerships?
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In place

Planned

Worth
alook

Institution's mission clearly sates that it is committad to
educating the whol parson

Institutional cukure and organizational structura support
collaboration and partnarships

Barrirs to communication, collsboration, and partarships
have baen identifid and aither removed or signfi-
cantly reduced

Incentives to communication, collsboration, and
partnerships ar bult into the insitution's cultura and
organizational sructure

“The insicution's leadership team sends clear messages that:
* Learningis averyona' business
+ Student success Is a signficant insticutional value

+ Partnerships based on true collsboration
ara important

+ Mutual understanding and respect ara essantl
+ Data-driven dacisions are expectad
+ Bullding capaciy i an Important Institutional value
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Figure 3.1
What Drives Adult Learner Success in the Community College:A Mental Model
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Table 3.1

Tried and True Approaches for Increasing Adult Learner Persistence and Completion Rates

Increase Access

Increase Accass and Success

Includs adult learner outreach and
Facrutment in the Instiution's
enrollment management plan.

Offer college success courses
specifically for adult learners or
includa an adult learner component
in existing courses.

‘Appoint cross-functional vork

§roups to analyze adul learnar
neads and make racommendations

0 the college.

“Train saff members in admissions
and financial aid to understand,
value,and work efectivaly

with adults.

Provide studen affais professionals
with workshops designed to
strangthen their knowladge of
adultlearnars.

“Appoint procass mprovement
teams to assess the Impact of
current policies, practices,and
processes on adult learner access
and success.

‘Offer campus-based sarvices
chat the colege requires adulc
learnars to usa at conveniant timas
and locations.

“Rssign specific scaff members In
the financial aid offca to work
with—and bacome exparts in—the
financil needs of adultlearners.

‘Offr courses ina variaty of formats
(2g. evening weckend, online,
blended, offcampus).
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Increase Accass

Incraase Access and Success

Provide 24/7 Web access to
information and support.

Implement an early warning
academic aart system.

Develop dedicated wabsites for.
adut learnrs,

Includs pictures of adult learnars
in all ecruiement materials.
Communicate with adukts ina
manner that makes sansa to them
(not just the collegs)

dentiy intaral and exterral
sources of funding for child care

iniiatives, student parent programs,

and other approaches with the
potanil to increasa adult learnar

completion rates

‘Assistfaculty,support staf,and
administracors to understand. value,
and work ffectively with aduits.
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Table 3.2

Innovative Approaches to Increasing Adult Learner Persistence and Completion Rates

Approach/Community College

‘Advising.

Define clar pathways that assst scudents to achieve ther goals.
+ Miami Dade College, Forida (O'Banion, 2013)

Develop an online advisng system (LifaMaps).

+ Valencia Colge, Florida (ttp/wwwvalenciacollege edullfemaplpbs/damodel hm)
Prepare adut lamers to succeed in collge.

+ Project Indapendence at Portand Community Colege, Oregon
(heepiwwwpec.edulresourcasiwomanlcascadaiprojact-indapendance heml)

+ SMART Program at Laksland Communicy College, Ohio
(hetpakelandee.edulcomeduciwomen/smart pdf)

Train faculy advisors to work with adult learners.

+ Ballevu Community College, Washington
(heepiwww bellevuecollege sduladcurriculum/defaultasp)

Basic sills
preparation

Establish decision 0nes, a scor range below the state cutoff scores on the college’s 3ssess-
ment test. Allow advisors to use additional mathods to detarmine coursa placemant for
students whosa scorss fall within the zona.

+ Numerous New Jersey community colleges
(hepilcere 1. colimba edu/publictions/designing:maaningfu-dsvelopmanalreform.he)
Malnstream uppar-lavel devalopmanal students into collsga-level courses with mandatory
support services.
+ Community Collega of Baltimora County, Maryland
(hepilcere 1 cohimba.edu/publictions/designing:maaningfu- dvelopmanalreform.he)

Partner with an extermal entity to establish a Collega Preparatory Academy that offers an
off-campus developmental education option to selactad students.

+ Austin Community College and Capital IDEA,a nonprofic organization in Toxas
(heepiwwwcapialida org/college-prep)

Carear counseling

Develop an online carear exploration system.
+ Valencia College, lorida (htzp:/iwww valenciacollege.edullfemap)
Ofer carear counsaling boot camps.

*+ Lorain County Community Colege, Ohio
(heepiwwwioraincee.adu/..JLooking Hor +workiworkshops/Carser +Boot+Camp.htm)
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Institutional activity | Principles addressed | Insights, comments,and observations
“The instcution offers * Lfeand Institutions: Often, instcutions provida only cursory
part.time faculey Caraar Planning eraning for part-time faculcy,and thi traning does
workshops on mentoring | . Teaching. ot spaciically address the needs of adult kearners Yet,
adutlearmers. P appropriata faculy development for part.time and adjunct
earning Process
instructors can yield important benits, not only in
+ sudent

Support Systams

supporting studants but also i strangthening the bonds
among the part-time or adjunct faculy their studants and
the Institurion.This can contributa to increased ratention
for students a5 wal as for part-tima faculy.

‘Student affairs: Faculty members are subject-matter
‘xperts.Student afais professionals have a great deal o
xpertise In learning theory and aduit development. Each
£roup can contribute o strangthaning the persistance and
‘completion rates of adultlearners. Working together,both
groups can design and implament innovative workshops that
help adjunct faculty membrs increasa their understanding
of and abilty to work with aduit karners. By laveraging.
tachnology (e:g.online streaming video), the worshops
need not be bound by time or plice.






OPS/images/image_019.png
A

‘Community Collega Research Cantar
(CCRC) findings

“Actions taken at your institution that ara consistent with
CCRC findings and benefit adult learners

1. Community colleges need to strengthen
connections with local K~12 systems,their
chiefsuppliers (jnkins, 201 1,p. 15).

2. “Bullding capaciy i an essentil prerequi-
sice to changing any organization” (enkins,
2011,p.10).

3. Piscameal changes are not snough to
improve studant learning. Communicy
collsges must implement innovations “In
a coordinated manner o they support
students’ progression and succass at each
stage of their experiance with tha collegs”
(enkins, 2011,p.36).

4. Tinto's theory does not provide “practicl
guidanca to community colleges” because
it based on tha experiences of traditional
students and doss not addrass the unique
eads of part-time, commatar,and under-
represantad minorty students
(Karp. 201 1b,p.3)

5. Four machanisms appear o Increase
student success. Thesa are most sffsctive
‘when Intagrated inco the student’s
educational experience,and they help the
student to:

+Creata relationships with other
students and with fculty and saff.

+Davelop clear goals and a commitment
<o higher education.

+Davelop college know-how.

+Overcome challenges they face outsida
the classroom. (Karp, 201 1b,p.€)

« Implementad a college succass course spacifcally designed for
adule learnars
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Approach/Community College

Chid care

‘Create early childhood learning centers on campus.

+ LaGuardia Community College, NewYork
(huxpiwwwlagee.cuny sdu/advisingeentrallaca-support aspxli

10737418975)

+ Rancho Santiago Community College Distric, Calfornia
(hexpliwwwrsced.edulFor-students/Pages/Child-care.aspe)

Collsborate with the college foundation to finance some of tha expanses associted with
operating a child development cantar.

+ Johnson County Community College, Kansas
(hexpiwww.cec.edulchildcare and hexpiwww.cec aduffoundation)

Offer ow-cost child care on selected campuses.
+ Lone Star College System.Texas (httpiiwwwlonestardulchild-care hm)

Partner with local businesses to finance specil projects related to chid care cantars.
+ Truckee Meadows Community College, Nevada (Boressoff, 2013)

Pay student employees at the college day care center from the college’s general und.
+ Truckee Meadows Community College, Nevada (Boressoff, 2013)

Use federalfunds to provide chid care.

+ Madison Area Tachnical College, Wisconsin
(bexpiwww?.od govprogramscampisplindax heml and hetp/madisoncoleg. adu.cfc)

Provida on-campus child care resources and refarral canter.

+ Lane Community College. Oragon (hetpiwwwlanace.sdulf)

‘Connacting students
o th college and
o one another

‘Connect adult leamers to one another and to events,seminars, and workshops to asist
them with tha challenges associated with sarting college.

+ Montgomery College, Maryland
(hexplems. montgomerycoliege.edu/adu/departmant.aspilid=|

13525)
Use social necwork sites to connact seudents with the collega and one another.

+ Gotting Connected Project, currantly being field-tested by ight communicy
colleges (heeps:/gattingconnectad arizona.edu)

Establsh an adule student lounge.

+ Montgomery College, Maryland
(huxplems montgomrycoliegs.edu/adu/department.asplid=13525)

Degrees and
scheduling

Offer customized degreas or certficatas.

+ Inver Hills Community College, Minnesota
(bexpiwwwinverhillsadu/Programs AndMajors/ASAP)

+ Pordand Community College, Oregon
(huxpliwww.catalog pec adulprogramsanddisciplines/employmentskdlstraining)

Offer multiple start and stop times throughou the year:
+ Rio Salado Collega, Arizona (hetp/www.riosalado,ed)
Offer acceleratad programs and nontraditional schaduling

+ Inver Hills Community College, Minnesota
(bexpiwwwinverhillsadu/Programs AndMajors/ASAP)

Offer oniine dogroes and cartificates, not just courses.
+ Foothil College, Calfornia (hep://www Foothilledulfgu/dagrass.php)
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Area

Approach/Community College

Early warning
systems 20

Develop a next-generation aarly alrt system that idencifes,tracks,and intervenes carly.

+ Fraderick Community College, Maryland
(heepiww frederick.sculstudant-servicas/counaling-polices-early-alart.aspx)

* LaGuarda Community College, New York
(heepiwwwlaguardi.edulstudent.Servicas/Academic-Early-Alert)

+ Sinclir Community Collega, Ohio
(heepiwwwsinchairedulsupportsuccess/ea with a demonstration
a hpiistudentsuccessplan.org)

Financhl assisance

‘Offer an onlina resource called Cash Course to assist adult earners with financial planning.

and planning and budgeting.
+ Norwalk Community Colege, Connecticut (nzp/www cashcourse.orgince)
Partner with local foundations to generate funding for student parent asistance.
+ Norwalk Community College, Connecticu (htxpd/wwwncc.commnet eduffesp)
Orientation Provide trgeted orientation experiences for adult learners.

+ Anne Arundal Community Collega, Maryland (hetp:/fwwwaace.sdu/orientation)
Ofer a stand-alona orientation for student parents.
+ Anne Arundsl Community Collega, Maryland (hetp:/fwwwaace.sdu/orientation)

Personal counsaling

Link the services of a counsalor experienced In recognizing and responding to the unique
eeds of adlts to learning communites established for adult learnars.

+ Accsleratad Laarning Program (ALP) a the Florissant Valley Campus of St Louis
‘Community College, Missour (Worth & Stephens, 2011)

Studant parents

‘Offer targated programs and support sarvices for student parents.

+ Central New Mexico Community College, New Mexico
(heepiwww.cnm sdu/studanresources/gat-hlplour-story)

+ Front Rangs Community College, Colorado,
(heepiwww frontrang.edu/ Current.Students/. Programs/Singl-Parent.Program)

+ MeLennan Communicy Colege. Texas
(heepiwww melennan.eduscudent-developmant/support)

+ Norwalk Community College, Connecticut (http/wwwince.commnet eduffosp)

Stdent veterans

Design and opan  services center for vetarans.
+ Gulf Coase College, Forida (htep:/www gulfcoast edulvaterans)

* Missisippi Gulf Coast Community College, Mississippi
(heeps iweww e edulvetarans-sarvices)

+ Lone Star College System,Texas (hetps/wwwlonestaredulveterans-services htm)
+ Mesa Community Colloge,Arizona (hetp/iwwwmesace edulvetaran-sarvices)
Develop a systamwid approach to expediting certificates and degrees for vetarans.
+ Texas Community Colleges (hetps/collegecraditiorheroes.org)

Plot-test expaditad cartificatas and degraes for vatarans.

+ Lone Star College System,Texas (hetps/wwwlonestaredulveterans-services htm)
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Table 3.3
Recommendations of the Adult Learner Initiative Work Team

The following racommendations are basad on an extensive review of tha literatura and an analysis of
national, state, and institutional data:

'Add a statemant about adult learnars to th college’ mission statement.

2. Review,valuate,and rvise currant student support services and resources to meat adult earner needs.

3. Createa specilized orientation for adut students

4. Review collega costs up front and ideny payment options.

5. Focus on prospects for career advancemnt and provida relible inks to workphce-related course work and
degraes and current pathway opportuniciss.

6. Creata partnerships between scudsn services and Instruction to davelop learning communiies and
program cohorts.

7. Offer a variety of learning options including evening, waskend, short.term, lata start,and accalerated classes as

‘wll as oniins, face-to-face, and hybrid courses.
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Review and modiy student leave possibilies to add flexibity and provide adult learners with alternatives.

Provids professional davelopment workshops and training for faculty and stafthat focus on adult learner
needs and success strateges.

Undertak continuous assassment and recallbrate programs and servicss in response to the data.
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Theory or research result

A process, program,
or support service at

research finding

Processes, programs,
o sarvices your ins
tution should consider
implementing basad
on this theory or
resaarch finding

B=f(Px E) Bahavior (8) is a function (7 of
the Interaction of a person (P) with his or har
environment (E). In many situations, change
involves two opposing forces: driving forcas
that push individuals toward changs, and
restraining forces that encouraga individuals
0 maintain the sttws quo. (Lewin, 1936)

Threa conditions ncreas the chancas that
studants will grow and davelop in college:
readiness, challenge, and support Young
students benefit from maturation; adult
studants benefit from supporcive environ-
mental conditons. (Sanford, 1966)

Extarnal environmants phy a role In the
devalopmental ssues adults faca during their
lives. There are eight stages of development.
Generativity versus stagnation is where most
adult learners find themsalves. However,adult
learnars may revisic carler stages to resolve
conflcs (o, identiy versus role confusion
could surface when adut learnars los

their jobs or are engaged in the ob-search
proces). (Erikson, 1980)
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@

Theory or research result

A process, program,
rt sarvica at

‘on this theory or
research finding.

Processes, programs,
or services your inst-
tution should consider
implementing basad
on this theory or
resaarch finding

‘Aduits do not learn the same way that
children lsarn and prefer a problem.-cantared
approach to learning Andragogy i the art
and science of helping aduls learn. (Knows,
1978)

“When they can control the pace, most
adults In their 405 and 50s have abou the
same abiiy to learn as they had In their 205
and 305" (Knox, 1977,p.422)

Adult learners deal with three types of
barriers:a) personal or siuational (e.g. ack
of tima or money).(b) actcudinal (e.g. fear of
failure), and (c) strucural or insicutioral
(0., 16-week semestors or daytime-only
sactions of some classes). (Cross, 1992)

‘Appoint a cross-functional
team to identify and
prioriize barriers for adule
learners,identiy strateges
to remove or raduce these
barriers,and develop a plan
o increase adut learner
completin rates.

To change the environment for adul earners,
educators must take four basc seps: (a) identiy
obstades to change; () gather data to assess
tha impact of exising processes programs, ind
support services on adulk learmers; (c) design
and mplement a changa process consistant
‘with current rescarch and theories on charge;
and (d) design and implemane adut-earnar-
focused professional developmen ativiies

for the antire college community. (Schlossberg,
Lynch,& Chickering 1985)

Educators nead to validate the student a5
Knower,situate learning in the scudents
experiances, and defins learning as ointly
constructed meaning (Baxter Magolda, 1992)

‘There are saven vectors of development.,
seven aspacts of  collega environment that
nfluence tha developmant of adult learning,
and thraa important principls for working
‘with adut learners. The three principles
are:recognition and respact for individual
diforences,helping students integrate work
and learning, and acknowledging the cyclical
nature of work and development. (Chickering
& Roisser, 1993)

Transitons matter—any event or nonavent
hat reults in changed relatonship, routines,
assumption,or roles afects adultleamers.
‘Sense of eloging matters—adult learners
must boleve that they matter and are valusd.
(Schlossberg e al 1985)
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Processes, program:
o sarvicas your insti
tution should consider
implementing basad
on this theory or
resaarch finding

. Accrition for undergraduate nontradiconal

studants i a byproduct of four factors:
(1) background variables, (2) academic
variables, (3) environmental variables, and
(4) psychological outcomes Being engaged
acadsmicallyis more important to an adult
learner than social involvement. Adult
studants are more likely to remain enrolled
and achieva their aducational goals f they
have the support of their family. (Bean &
Metzner, 1985)

“Adul learners who receive prior learning
assassment (PLA) credics have significantly
better complation rates than students
who do not raceive PLA credit. (Klein-
Collns, 2010)

Plloting “best practices” and then trying to
bring themn to scale doas not significantly
increasa community collega completion rates.
Community colleges should follow a “best
process” approach that Invites the antire
college community to review realign,and
redesign procasses, programs, and support
sarvices to accalerate student accass and
‘completion rates. (Jenkins, 201 1)

. Rasearch in behavioral aconomics and

other fields indicate that students perform
better when offered a lmited set of
clearly definad program options that have
‘wellstructured or prescribed paths to
completion.(Scort-Cliyton. 201 1)

. Community college studants are more

Hksly to bensfi from student support
services that are Integrated into their
educational experiences and halp them to
ereate socil relationships; clarify aspira-
tons and increase ther commitment to
education; develop colloge know-howand
address the conflicting demands of work,
family,and colege. (Karp. 2011)
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Figure 2.1

Comparison of Graduation Rates
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30%
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15%
10%

0%

Did noteamn PLAcredit  Eamned PLA credit
(n=46,881) (n=15,594)

Source: Klein-Collins, 2010, p. 34 Reprinted with parmission.





OPS/images/image_009.png
Table 2.1
Synergies among the CAEL Principles

Institutional activity | Principles addressad

Insights, comments, and obsarvations

+ Assassment of
Learning Outcomes

“A commiment o serving
adit famers i amphi-
sized nthe instction!
misson statemen.
catlogs brochures and | * Life and
view books, websites Career Planning
and orline materak, + Ouresch

ublic satamants by to
Timasscorsandon: | * Toxching:
entation materils and Learning Process
bandbooks for faculy. | + Studenc
safand sudent. Support Systams

+ Financing

Institutions: Too fraquently. insttutions neglect some.
of the outreach materials lsted in the first column and
demonstrata only a suparfical commitment to sarving
adult lcarners. For example, institutions may not picture
oldar studants In thei ltrature, or key Web search words
may omit torms lie adut, retuning,or older. I a simiar
vein, catalogs may refer to adult learmars as an afterthought
or provid incomplate or misleading nformation about the
possibily of earning cradc for prior learning expariencas.

Student affais: Student afairs eaders can make a
dfferanca by colborating with colleagues n nformation
cachnology and insttutioral rescarch to gathar,anayze, and
share data about the number,needs, and imporcance of adult
learners Leaders also can draw atzention to how the insctu-
ton unconsciously neglcts adultlearners and can arrange
formal and informal opportunitie for nstitutonal leaders to
inceract with and lscen to current and former adult learnars.

Typical features of the |+ Outreach
curriculum include + Toaching:
accelerated approaches, Teaching:

g Learning Process

calendar with contiruous
offrigs,or cohort.
based approaches.

+ Student
Support Systams.

Institutions: Creativ,floxible pproaches to the teachig-
eaming process are importan to aduk learners. Given thlr
mulkipl responsbies in addion to school, adullearners
seck ways to maximiza ther time and accommorata other
responsibiies,which may change duringthe course of a
semester or quarta. Insdtutions can recrut and recain adule
learmers by developing ledble modes of nstruction,with rogard
ot only & timing butaso case of entry and et For @xarmple,
Mrsical sections o one course,offered at dferet times and
on diferen days of the week,can accommodate  shif worker
‘whosa schedullchanges,Instttions also need to reaze that
even thotgh cohort groups may provide les flexbily than
Independent scudy.they can provida crucil support that may
makethe diference becwaen adult larners’ completng a
coursa or ghing up inthe face of competing demands.

Student affairs: Whi facuky members ara responsible for
dovloping flaxible modes of nstruction,student affairs leaders
ara responsibl for desgning sarvices tht support adule
learners enrolled in campus-based, disance leaming e-carning,
or blanded courses Student affis professionals need to
recognize that peers, as wall s trained professionas,can
provida sigificant support to adult karners and should ba an

Integralpartof any suppor service straegy for undergradate
adulks. Finally when desiging creative learning experiences,

acadamic and student afais profesiorals can partner to:

+ Capialize on the valus of cohort groups in helping to
retain adult learners.

+ Dasign and implement targted orientation and
collaga succass experiances for adul learners.

+ Idantify nonchssroom-based support sarvices that
adult learners need,and then create incentives for
them to usa thes services.

‘Gather and analyze data to detarming how effactively
th Insttution is meating the nesds of adult learners.
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Stratagies to aliminata or reduce barriers

Strategies that
might worlc at
my institution

Processas, programs,
and services based
on rasearch and
theorles associted
with tradiional
students who enter
college directly aftar

Use a sarvics blusprinting approach to assass the sffectivaness of
current policies, processes,and support services for adul learnars,
both online and on campus.

Conduct collegawide process improvement actvites to raviow,
redesign,and realign processes, programs, and services.

Expand data-gathering tachniques to bulld a mora complet

aradiing from pictureof sl leamar neods and concorns.
high school. « Research processes, programs, and support services at institutions
with highadul learner compleion rates.
+ Implomant workshops, seminrs, and raading programs to updita
aducators skils and icresso thoi knowledga of adul earnrs.
Pedagogal ~Assessthe faculy's knowledge of aduk larnar heory
approaches that and rescarch.
lneet | - Duncpporunts oy s 0 e
s nowladgs of adul earar thaory an research, and to appy thac

students who enter
college directly aftar

Knowladge to both tha curriculum and the classroom (virtual as
wellas brickeand-morar).

< Drepre s st b andssnd st
Fanky o[+ ot o g s 2 e e

responsibilies

student parents.

Design and implement incrusiva advising, counsaling,and sduca-
tonal planning models, both on campus and oniine.

Build ncernal and external partnerships that help adut learners
balanca thelr many responsibiltes.

Send clear massages to adut learners that they are valued—and
that they belong In college.

Create a family-friendly campus.
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Barriars

Strategies to eliminate o reduca barriars

Strategies that
‘might worlcat
myinstitution

Financial and time
challanges

Structurs admissions, fisancalaid,racruitment, and rogistration
procedurss (oniine and on campus) to maet the needs of
adut learners.

Offer flxible scheduling self-paced courses, and online programs
and services.

Publish clearly defined and streamlinad pathways to avery degree
and cartficate.

Bulld community partnerships that increase fimancial support for
adut learners.

Improva credictransfe policies among Institutions.
Establish an emergency loan fund.

Support Pall Grant changes at the mational level as wall s flexible
scheduling and accelarated programs at the state lval.

Confined to 3

specific gaographic
location

Develop transfer agraamants with local public and
privata nstiutions.

Incraase online, blended, self-paced, and off-campus
learning opportunities.

Increasa the support services availble to students taking.
advantag of online, blended,selfpaced, and off-campus
learning opportunities.

Poor grades andlor
low scores on college
phcement tasts

Examine placement polices for adult learners, espacally in
reltion to developmental coursas.

Provids a variety of acadamic support sarvicas (s, “brush-up™
sessions, learning abs, tutoring) at times and i locations
convenient to adul learners.

Prepara adult leamers to take collega placament tests.
Embed developmental courses in programs of stuy.

Partner ith arsa K-12 systems to strengthen Engiish,math,and
reading preparation for al students.

Diffculy obtaiing
eradit for prior
learning experiances

Streamiine the awarding of creditfor prior learning expariences.

Establish clear and cosistant guidalines for assassing and awarding
cradit for prior learning experiencs.

Not understanding.
how to navigate
the higher
education system

Design and implement an integrated, personalized set of campus-
based and online support services that help adults understand the
institution (orientation and peer support groups). make sound
educational cholces (advisin, career counseling,and educational
planning). and deal with challenges that may incerfere with their
bty o learn (personal and criss counsaling).

‘Conduct process improvement studiss of major campus-based
and oniine systems that affect sudants. dentify ways to streamline
and improva these systems.

Uncomfortable
with tachnology

Provids opportunities for adult earners to assass and update
their technology skils befora starting chsses and throughout thair
collsga caraer.

Doubt they belong.
in collegs

‘Creata an insttution whara 25- to 64-year-okd studants feel
comfortable and valued.
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The student affairs team has:

Analyzed and updatad work procasses and practices In
allareas

Assessad the effactiveness of major programs and sarvices
and taken the appropriate action (to mainain, strengthen,
or aliminata)

Identified and prioritized tachnology needs for each area

Defined major outcomes and outcomes measurss for
eacharea

Determined how studsns use tachnology and what
students ke or dislie about current technology applica-
tons (o, portals, Web pages,etc)

A criical mass of staff members knowladgeabla about
and proficient with tachnology

Key staff members who have particpated in IT information
sessions that describa what i happaning i tachnology at
the Insttution and across the country

Leaders who understand tachnology and chang theory and
Know how to managa change

Demonstrated that all mambers undarstand and adhera to
the Institution's dara sacurity and authentication rules
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Proficient

Exemplary

Accassiblty tols (e.g. speech-to-text)

Blogging phciorms (o Blogger Tumblr, Wordprass)

Communication softwar (o g, e-mail texting, Skype, podcasts,
online discussion boards)

Content management systems (o g. Squarespace, SharaPoint,
Aaure,joomla, Drupal Gardens)

Design or image ediing softwars (a.g. Adobe Photoshop.
Imags Now)

Enterprise resource planning systems (e g. Bannar;
Datatel, PeopleSofq)

Predictive analyccs (o.. 1BM data mining, prodictive analytic,
statsicaltoolkits)

Presentation software (a.g. Keynote, Prez, Microsoft
PowarPoint)

Productiviy software (o.g. Microsoft Ofice)

Project management softwar (a2, Team Dynamics Higher
Education, Microsoft Project, eBuilder)

Reporting tools (e.g. Microsoft Excel, Microsoft SharcPoint)

Social media (5. Facebook YouTube, Linkedin Twitcer)

‘Smartphones (e.g.Appls iPhone, Samsung Galaxy) and tablets
(o Apple PPad, Google Nexus, Microsoft Surfacs Pro)

Softwars unique to spacific areas of responsibiiy within
student affais (o.g, admissions,carser centar, financial ad,
housing and residance lf,orientation, records, registration)

Other (please identiy)






