3. anA1 (CUSTOMERS) (85 AzLuL)
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n. ms%'uﬂaﬁjﬁﬂuuazgnﬁ'ﬂnﬁjusu (Listening to Students and Other CUSTOMERS)
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Describe the general processes used to listen to, interact with and observe students and other customers to obtain actionable
information and feedback about your educational program and services and students and other customers support services, and

transactions.

Provide examples of actions you took to design, develop, deliver, or improve your educational program and services and your

students and other customers support based on this information and feedback.

Show how listening methods vary for different students and other customers, students and other customers groups, or market segments

Students and Other Customers, Listening, Interaction, and Observation Methods

Groups, or Market Segments

Show how social media and web-based technologies are used to listen to students and other customers

Students and Other Customers, Social Media or Web-based Technologies

Groups, or Market Segments




Show how listening, interaction, and observation methods vary across the students and other customers life cycle

Relationship Stages Listening Method

Relationship building stage*

Active relationship stage*

Follow-up stage*

* Examples provided

List the methods used to receive immediate and actionable feedback from students and other customers regarding the quality of educational

program and services, students and other customers support, and transactions.

Note: The purpose here is to obtain actionable information promptly after service delivery or transaction (which could include contact with any part of the

organization such as the business office or a service center) in order to correct problems or prevent them from recurring.

Feedback Focus Contact Processes (When, How)

Quality of Educational program and

Services

Students and Other Customers Support

Transactions

List the data that are produced from the processes that drive actions to improve.

Describe what you do with this information.

(2) §j3ounazgnAnguduiifisil (Potential Students and Other CUSTOMERS) aatiusi3snasegnslsly
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Describe the processes used to listen to former students and other customers, potential students and other customers, and students and other
customers of competitors to obtain actionable information and to obtain feedback on your educational program and services, students and other

customers support, and transactions.

General Description of Process

Student and Other Customer Specific Follow-Up Processes for Educational Programs and Services, Students and Other

Group Customers Support, and Transactions

Former Students and Other Customers

Potential Students and Other

Customers

Students and Other Customers of

Competitors

¥. MIIMUNNGUHTEULBLANAINGUDU UaLAISITMUANENEATUATUIATSY (Student and Other

v Y

CUSTOMER Segmentation, and Program and Service Offerings)

(1) MmssmunngugiSeunazgndngudy (Student and Other CUSTOMER Segmentation) a#antuiiasnis
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Information Used to Identify Students How Information Was Used Conclusions Reached about Which
and Other Customers Groups and to Pursue For Current and Future
Market Segments Educational Program and

Services/Services

Students and Other Customers

Market

Educational program and service Offering

Competitor Information

..............................................

(2) M5AANTSANET LAZUIA15Y (Program and Service Offerings)
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Process Objective

Process Description: Identify and Adapt Educational Program and Service Offerings

Identify Students and Other Customers

Requirements

Identify market requirements

Identify educational program and service
offerings to meet and exceed student

and other customer/market expectations

Adapt educational program and service
offerings to meet and exceed students
and other customers/market

expectations

Adapt educational program and service

offerings to enter new markets

Adapt educational program and service
offerings to attract new students and

other customers

Adapt educational program and service
offerings to expand relationships with

existing students and other customers (to

increase loyalty and repeat business)

Evaluating and Improving Voice-of-the-Customer Processes

How do you systematically evaluate and improve students and other customers listening and the satisfaction, dissatisfaction, and engagement

determination processes?

VOC Process

Related Evaluation/Improvement Process

Changes/Improvements Made

Students and Other

Customers Listening

Students and Other

Customers Interaction

Students and Other

Customers Observation

Social Media Use

Web-Based Technologies

Satisfaction Determination

Dissatisfaction Determination

Engagement Determination

Describe innovative approaches your organization uses to meet the requirements of this ltem.
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n. anuduiusuaznisatuayugiSeunazgnAnguay « (Student and Other CUSTOMER Relationships

and Support)

(1) N153ANTISANUFUNUS (Relationship Management)
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Build Relationships To: System or Process Steps Used

Acquire New Students and Other Customers

Marketing

Building Students and Other Customers

Relationships

Managing Students and Other Customers

Relationships

Build Market Share

Marketing

Building Students and Other Customers

Relationships

Managing Students and Other Customers

Relationships

Retain Current Students and Other Customers

Marketing

Building Students and Other Customers
Relationships

Managing Students and Other Customers

Relationships

Relationship Cycle Stage Procedures to Meet Requirements and Exceed Expectations

Recruitment™

Using Services*

Post Graduate*




Engagement Element Procedures to Increase Students and Other Customers Engagement

Loyalty*

Willingness to Recommend*

Willingness to Advocate*

Repurchase*

Type of Social Media How Used to Enhance Students’ and Other Customers’ Engagement and Relationships

Consumer Web site*

Twitter*

Independent Blog*

(2) msl,%’qﬁaLLa:msaﬁuaun’ﬁauLLazgnﬁ’qnajuﬁ'u (Student and Other CUSTOMER Access and Support)
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Support Objective Students and Other Customers Support Adjustments to the Support Requirement or
Requirement (including communication Processes for Different Students and
processes) Other Customers, Groups, or Market

Segments (if needed)

Conduct Business

Give Feedback on
Educational Program and

Services and Support

Seek Information

Get Support

How do you determine your students and other customers’ key support requirements? How do you ensure that students and other

customers support requirements are deployed to all people and processes involved in students and other customers support?

Name of Students and Support Requirement/ Procedure for Determining Support Requirements
Other Customers Performance Standards
Segment

Describe the process for making sure that the students and other customers support requirements listed above are deployed to and understood by

all workers involved in student and other customer support.




(3) nM3IaN139938t38U (Complaint Management)
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Students’ and Other Customers’ Procedures to Manage Complaints

Complaints

Describe process to ensure complaints are resolved promptly and effectively*.

*Preferably at the students’ and other customers’ initial point of contact.

Describe techniques for recovering students’ and other customers’ confidence and enhancing satisfaction and engagement

Report results in 7.2

2. M3fumanuianalauasanupnWuvesdifeunazgnéngudu (Determination of Student and Other
CUSTOMER Satisfaction and ENGAGEMENT)

(1) AuNIwela ﬂ’JﬂﬁJ‘lﬁiﬁﬁWﬂﬂLLazﬂmuﬁdnﬁu (Satisfaction, Dissatisfaction, and ENGAGEMENT)
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Measurement Methods Modifications made for Different Students and Other

Customer Groups and Market Segments

Determining Students and Other Customers Satisfaction

Determining Students and Other Customers Engagement




Description of Actionable Information Captured and How it Helped Exceed the Expectations of Students and Other Customers and

Secure Their Long-Term Engagement

Students and Other Customers Satisfaction Students and Other Customers Engagement

(2) anudanalalSeuiisuiuasdnsdu (Satisfaction Relative to Other Organizations)
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Describe the processes used to gather information about the satisfaction of students and other customers of your key competitors,

other organizations providing similar educational program and services, or benchmark (best in class) providers.

Key Competitor, Other Provider, or Processes used to Gather Satisfaction Information from Students and Other Customers

Benchmark of Competitors, Other Providers, or Benchmarks

.............................................

A. nslddayaiissvasgnAuaznain (Use of VOICE-OF-THE-CUSTOMER and Market Data)
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Type of Voice-of-the-Customer Data ‘ How Used in the Organization

To Build a More Students and Other Customers-Focused Culture

VOC Surveys, Interviews*

Market research Data Supplier®

Aggregate Complaint Data*

Blogs, Web-sites, Tweets*

To Support Operational Decision Making

VOC Surveys, Interviews*

Aggregate Complaint Data*

Market research Data Supplier®

Blogs, Web-sites, Tweets*




To Support Strategic Decision Making (Links with 2.2b)

VOC Surveys, Interviews*

Aggregate Complaint Data*

Market research Data Supplier*

Blogs, Web-sites, Tweets*

To Support Innovation

VOC Surveys, Interviews*

Aggregate Complaint Data*

Market research Data Supplier®

Blogs, Web-sites, Tweets*

*Example Data Sources

Evaluating and Improving Voice-of-the-Customers Processes

How do you systematically evaluate and improve students’ and other customers’ listening and the satisfaction engagement and dissatisfaction

determination processes?

Students’ and Other
Customers’ Engagement

Process

Related Evaluation/Improvement Process

Changes/Improvements Made

Determine and Meet Students’
and Other Customers’
Requirements for Educational

Program and Services

Determine and Provide Students

and Other Customers Support

Students and Other Customers

Segmentation

Build and Manage Students and

Other Customers Relationships

Acquire and Retain Students and

Other Customers

Manage Students and Other

Customers Complaints

Resolve Complaints Promptly

Regain Students’ and Other

Customers’ Confidence

Describe innovative approaches your organization uses to meet the requirements of this ltem.




6. NM135Uf{URANTS (Operations) (85 AZWUL)
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6.1 N3TUIUNTTINNIU (Work processes): aa1UuiITN1598nkUU 30N15 wazUIuuse n1sdanisinen A3y
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N. AN3BBNLUUNITIANSANE 38 UINNT UazABUAUBIABNUSAIDY 9 WaznszuUIUNISs (Program, Service,
and PROCESS Design)

(1) nMs3avindamnunvan1sIan1sineg 398 USNNS waznauaLRIRaWUSARRY 9 waz NSTUIUNTS
(Determination of Program, Service, and PROCESS Requirements)
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Key Work Process Method for Determining Key Work Process Requirements Key Requirements Work Process Must Meet

List the organization’s key educational program and services and the method for determining the requirements of each

Key Educational Program and Method for Determining Key Educational program and service Requirements

Services
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(2) nszurumsinaungAsy (Key WORK PROCESSES)
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Work Process Key Work Process Requirement




(3) uurAnlun1seanuuu (Design Concepts)
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Key Requirements that Work Describe how you design and innovate your Educational Program and Services and key work processes

Process Must Meet to incorporate:

New Technology

Organizational Knowledge

Educational Program and Service Excellence

Potential Need for Agility

Consideration of Risk

Customer Value

Provide a flow diagram(s) or describe how you design your educational program and services and key work processes. If your design process has built-in

evaluation and improvement steps, be sure to identify them. If not, be sure to develop and describe/flow chart them. For example:

Lay out process Show links Show links
flow diagrams and steps and steps

A 4
A 4

A

Y

Be sure all required elements
are included

Show evaluation,
improvement, and |
innovation




Be sure to show in the flow diagram how you evaluate and refine the design process. Also include how input from students and other customers and key suppliers

and partners are included in your value creation processes, as appropriate.

If some of your educational program and services are subject to changing students and other customers requirements, your design processes should have the
capability to respond quickly to these changes. Slowness in responding to changing requirements increases the possibility of losing the students and other customers
to a more agile competitor or similar provider. Information about changing requirements may come from the voice-of-the-customer data and the complaints and

transactional follow-up data collected in Item 3.2.

¥. N33AN15UaEN15UTUYTeNsEUIUN1S (PROCESS Management and Improvement)

(1) mMsdnszuunslugnisujia (Process Implementation)
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Work Process Related Key Process Requirement | Measures or Indicators to Control Measures that Relate to
and Improve Work Processes Educational Program and

Service Quality Outcomes

Provide a flow diagram(s) or describe how the day-to-day operation of your work processes ensure that they meet key process requirements. If the
system you use to manage work processes day to day has built-in evaluation and improvement steps, be sure to identify them. If not, be sure to

develop and describe/flow chart them. For example:

Lay out process .| Show links .| Show links
flow diagrams and steps and steps
A

H \ 4
Show evaluation, 5 " —— t
improvement, and |« esure a r_equllrg de ements
innovation loops are incluae

(2) nszuIuMsETUaYY (Support PROCESSES)
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List each key support process and how you determined each was essential to meet key organizational support requirements. Identify the key work

process requirements each one supports.

Support Process and How Each was Determined

Related Key Process Requirement

Provide a flow diagram(s) or describe how the day-to-day operation of your key support processes ensure that they meet key organizational support

requirements. If the system you use to manage support processes day to day has built-in evaluation and improvement steps, be sure to identify them. If

not, be sure to develop and describe/flow chart them. For example:

Lay out process
flow diagrams

Show links
and steps

Show links
and steps

A\ 4

A

Show evaluation,
improvement, and
innovation loops

A\ 4

Be sure all required elements

are included

(3) NM3UTUUTINTIANISANE 398 UIN1T WATMBUAUDIADWUSNRDU 9 WaLNEUIUNIT (Program, Service,

and PROCESSES Improvement)
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Describe how you improve your work processes to achieve better performance reduce variability improve educational program and services

Describe how you improve your work processes to:

Work Process Achieve Better Performance Reduce Variability Improve Educational Program and Services

Describe how improvements and lessons learned are shared with other organizational units and processes to promote organizational learning and

innovation.

Work or Support Process (Name) Description of Process Improvement, Method for Ensuring Sharing

Learning, or Innovation

Describe innovative approaches your organization uses to meet the requirements of this Item including implementing, managing, and improving key work

processes to deliver students and other customers value and achieve current and ongoing success.

A. N133AN5LAT8UI8UNTU (Supply-Network Management)
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If a systematic process exists to manage your supply chain, describe the main steps.



Steps in Supply Chain Management

Process for Selecting Key Suppliers and Ensuring they are Qualified to Enhance Performance and Satisfy your Customers

Process for Evaluating Supplier Performance

Process for Providing Feedback to Your Suppliers to Help them Improve

Process for Dealing with Poor Performing Suppliers

4. N153AN5UIANTSU (INNOVATION Management)
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Describe the process you use to pursue opportunities for innovation, including pursuing the strategic opportunities that you determine are intelligent
risks; making the financial and other resources available to pursue these opportunities; discontinuing the pursuit of opportunities at the appropriate time

to support higher-priority opportunities

Manage Innovation through the Pursuit of Strategic Opportunities

Describe the process you use to pursue strategic
opportunities that are deemed intelligent risks.
Describe how you determined the risk was worth

taking:

Describe the process you use to make financial and
other resources available to pursue these

opportunities:

Describe the process you use decide to stop
pursuing a weaker opportunity at the appropriate
time shift resources to support higher-priority

opportunities:

Describe the improvements in processes the organization has made to design, manage, and improve key products and work processes including support

process management and supply chain management. Identify the innovations you have made in the systems and processes.




6.2 UszAnSnavasn1sufjiAnas (Operational Effectiveness): an1tiuvirliidiula Tdaendlyinnas
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n. UssandSnmuazUseansnavainszuiunis (PROCESS Efficiency and EFFECTIVENESS)
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Describe How You address the Following to Control the cost of Operations:

Cycle Time

Other Efficiency and Effectiveness Factors

Name of Cost Control Mechanism ‘ Steps/Systems Used to Control Costs

Steps to Prevent Service Errors

Steps to Prevent Rework

Minimize Costs of Inspections, Tests, and Performance Audits

Balance Cost Control with the needs of Students and Other Customers

2. aAnudasnfeuasnissnenanulasaneuulanlaiues (Security and Cybersecurity)
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Tananslaiues
Procedures to Ensure Reliability of Information Technology Systems:
Name of System Reliability Assurance Process
Processes Used to: People/Units Responsible Frequency Of Review Processes Used to Improve

Ensure system is free from physical

or cyber attack or contamination)

Maintain awareness of emerging

security and cybersecurity threats

Detect, respond to, and recover

from cybersecurity breaches

A. NMsnsgunSaufuANUaaniELaEA192NAY (Safety and Emergency Preparedness)

(1) anulasnne (Safety)

aniugualiiianimuandeslunisufiAnisivasadeldedials
ssuumuUasnsevesantulamilsianistesiugfime n1snsiadeu n153AT189I9 @166 (Root-cause

ANALYSIS) vasanulsivaensiy waznisipuganimauegials

Safety System

Describe elements of the system or process to you

use to provide a safe operating environment

Describe the methods used to prevent accidents

Describe the methods used to perform safety

inspections

Describe the methods used to perform root-cause

analysis of failures

Describe the methods used to recover from a

safety incident

(2) ANuAaLBIN19§3Na (Business Continuity)



aoUuidsnsedslamaliiuladn Iniswteuniousadenvivsanitzaniiy

szuumawssunsauasnanlaisimsdesiu nsianisanuseiioseinisaniiunsuasnsiauganinias

ag19ls szuunswsEuneusdeieivfuaznzandudinanls AddinsiemuAaINsveteddng 1n3aLe

guu uazgausdendunianisedisls antuiitsnistumsiliiulainssuumaluladansaunevedasins

fianuiiupslaondeuasnienldnu egrwailleniioliannsausnisfiseu gnAngudu wasnavauarudndy

vasanduleatnls

Type of Disaster or Emergency

Process for Preparing for Disasters and

Emergencies

Consideration for Prevention, Continuity of

Operations, and Recovery

Flood

Hurricane

Ice or Snow Storm

Explosion

Security Breach/Campus Shooting

Infectious Outbreak

Describe approaches your organization uses to meet the improve process efficiency and effectiveness, manage its information systems better, and

improve safety, readiness for disasters and emergencies, and business continuity.




7. Naans (Results) (450 AzWUL)
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7.1 HAAWSATUNISITEUSVRIEITEY WAZUINISTIABUALRIARNAINGNDY LAZAUNTEUIUNIST (Student
Learning, Customer-Focused Service Results, Process Results): NAANSAUY n’mﬁ'auiﬁ%aﬁﬁjﬁﬂu way

a d' 1 V U n:l' v a a < 1
U3N1siineusauafagnAINguau uasauUseansnavanszuiIunis Wuadiels (120 azuuw)
n. HAEWSAUNISISEU VT BULaTAUUINSNYTiugnAn (Student LEARNING and CUSTOMER-
Focused Service RESULTS)

HaAWSAUN1TITEU3 VRS auLazAuUINITInaUALBEISBuLAZgNANgudUARaL] S
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HadnSueeiIInvIefTianddnyveinsiteuiveissularNan1sAIUN1TVRIIUUINS NddgLazingITes
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EEL JULAZANAINANDU Lazdunam ()

Y 9

Results from Student Learning and Customer- Comparison to Competitors Comparison to Other Organizations
Focused Service Results (mentioned in P.1b(2) Providing Similar Educational Program and
or 3.2a) Segmented by Educational Program Services

and Service Offerings, Student and Other

Customer Groups, and Markets

9. HAANSANUUIZANTHAVDINTZUIUNTSNNIU (WORK PROCESS EFFECTIVENESS RESULTS) (1)
Useansnmuazdszansuavainszuiunns (PROCESS EFFECTIVENESS and Efficiency)

NaaWsAUUsEANSANLazUsEANSHavaInsTuIUNIsAazls

1% '
v A v Ao a o

HAANSUBIRI IANTOFIYInNE Ay aINan1TAENN1IMUULURNITU09N T8 UIUNTTNY AT waeNITEUIUNTT

'
v A v v A

atvayuidfAgfoasls SIUNMAaSNSAUNERNIN FOUNAT kavdYInaY o iU UseAnsna UssAnsam Ay

Uaannswarn1ssnwianulasadsuulanlowss kasuinnssy naans wadunnmnaiunuusennveg

nsEUIUNNSaEnals (%)

List the results you have collected that indicate your results for key measures and/or indicators of key process performance.



Key Work and Support Process Performance Result Data for Which Levels and Three or Comparison Data

Indicator Segmented by Process Types More Trend Data are Available

Educational program and service*

In-process Cycle Time*

Supplier On-Time Delivery*

Defect Reduction*

Cost Control*

Results from innovative process improvements*

Number of data privacy breeches*

* Examples

(2) mmﬂaaﬂﬁﬂLLazmim’%ﬂuw%'awiam'zzqmau (Safety and Emergency Preparedness)

naansauANUUaadLasnIswsaunSausianiszgniduluagials

¥
= o

NAANSVBIAIINNTRMITIANAIAYA LU ANSNATUSEUUAUUABAAY kaZNSIA3BUNTaUYDIaaUULND

SullanunanuftaznInzaniidufessls wadwsmalwanA19NUaE19lsAUNAWSD USSNNVDINTZUIUNS

9
19 9 (%)
List the results you have collected that indicate your results for key measures and/or indicators of work system performance and workplace

preparedness for disasters or emergencies.

Safety, Disaster or Emergency Topic Segmented by Location Result Data

or Process Type

Fire*

Flood*

Accident*

Infection Spread*

Evacuation Drills*

* Examples

A. RAANSHIUNITIANISATEUIBEUNIY (Supply-Network Management Results)

v Y LY = < 1
NaaWﬁﬂ’]Uﬂ']’iQﬂﬂ’]ﬁLﬂ’i’e]ﬂJ’]EJ’e)iJVI’]uLUUE]EJ’NIi

9

[ o

HAGNEVRIRYINYI BT INAARYTOINANITANTUNTAUATEYVIERUNIU TIUTIIHAENS ThansIATet1uaunu

Tasneanseaunanisadunsvesaantulinliunsesls

Supply-Chain Result Area Result Data Contribution to Enhancing your

Performance

Error Reduction*

Materials Costs*

On-Time Delivery*

Acceptance Rate

* Examples



7.2 NaAWSHIUgNAN (Customer Results): Haawsn1saiunisaumsyatiugnanluagnls (80 azuuw)

v

14 =

n. WagwsAuA1sYuugiSeuLazgnANgudy (Student and Other CUSTOMER-Focused RESULTS)
(1) AnuiswalavasgiseunazgnAINgudu (Student and Other CUSTOMER Satisfaction)

v fY = = v a Y oA A
HadwsiuaNuisnalauazanuliinnealavaiseunasgandnguadunasyls
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Develop a list of key measures and results of available students and other customers satisfaction and dissatisfaction. List comparative data you possess.

Segment by students and other customers group.

Educational program and Requirement Students and Other Customers Relevant Comparison Data

service Satisfaction/ Dissatisfaction

Students and Other Customers Group A (Insert Correct Segment Name)

Students and Other Customers Group B

Students and Other Customers Group C

(2) AugNLYREEuLazanAINgNBY (Student and Other CUSTOMER ENGAGEMENT)

v gy Y v % oA A
NﬁaWﬁﬂ']uﬂ'J']ﬁJﬁdﬂWU‘Uaﬁ@ﬁﬂuLLazfﬂﬂﬂ"lﬂa}IQUﬂaaz‘li

£
U v & o AU ado o v Y] 1%

AT NEYRIRYTIAYIEMTInfd Ay uAuENTTuYeIliS BULATaNANENDY Fesaudmaansaun1saing
ANNENTUSA UL S suwazgnAnguaufeesls TlUSsufisunaansnaantiaa NEiseukagnANguaudl

ANENTUSAUanITY (%) nadwsmatuanseiuegalsseninmang 05 wavusnis NquYeIliSEULALgNAINGY

U kazaunann (*)



List key results measures for students and other customers relationship building and engagement (e.g., loyalty, positive referral, students and other

customers-perceived value) . List comparative data you possess.

Students and Other Customers Results Data Type Comparison Data

Type/Segment

Building Student- and Other Customer-Relationships

Student- and Other Customer-Engagement (e.g., loyalty, positive referral, students and other customers-perceived value)




