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An Advising Center Implementation of
Advisortrac — A.Change Process

D. A. Graham, Ombudsman Princeton University

The Ombudsman assists in the resolution of problems and act as
liaisons between students, faculty and administrators.

Guides students, faculty and staff with a complaint through normal
and/or official channels for redress and acts as a mediator in the
resolution of conflict.

Conducts investigations with tact, diplomacy and discretion, respecting
the individual's right to privacy and protecting the individual against
retribution.

Background:
o Former Ombudsman San Diego State University
o Adjunct Faculty/Lecturer
o Doctoral Candidate



An Advising Center Implementation of Advisortrac —
A Change Process

Sandra Williams, Assistant Dean, Student Affairs & Director, BAC -
Academic & Student Affairs — Roles:

Supervision & Leadership of Business Advising Center
Point of contact for students in crisis
Management of yield events for UG programs
Route of appeal (SDSU Senate Policy File)
CBA Scholarship Liaison
Co-Advisor, Business Student Council
Background — Academic & Student Affairs
Schools and Colleges of Business
Academic Advising
Career Services
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Business Advising Center

Undergraduate Program Director, | Associate Vice President, Student Life
CBA & Leadership

Y
CBA Assistant Dean for

Student Affairs, and
Director, Business Advising

Center
Y
| | | |
Director, SA Peer Adv. Admin. Retention Commencement
Coord./ Assist. Coordinator/ Coordinator/
Academic Academic Academic
) Advisor Advisor Advisor

Peer Advisors




Business Advising Center

Change Process Ja@ary 2006 — May 2007

New Assistant Dean

Professional Standards/Values — NACADA,
CAS, NASPA, AACSB

Review of the BAC Mission
Review of procedures & process within BAC
o Implementation of Sign In Advising process
o Discussion of Electronic Databases
Establishment of staffing & retreat calendars
Identification of Facilitator for retreat events




Business Advising Center

Change Process Ja@ary 2006 — May 2007

o Spring 2006 Retreat
« Team Building
« Personality Assessment - DISC
~ Review of the BAC Mission
« Development of BAC Vision & Values
« Promising Practices
oIncreased Communication in BAC




Business Advising Center

Change Process January 2006 — May 2007

Spring 2006 Retreat Outcomes
Shared Vision of the BAC

Provide accurate and friendly services

Encourage academic success

Model professional, courteous and ethical behavior
Collaborate effectively and efficiently

Empower student responsibility and accountability for
learning

Support life-long learning

Create advising partnerships with students

Make effective referrals

Reflect the shared vision of the university and the college



Business Advising Center

Change Process JaQary 2006 — May 2007

o Spring 2006 Retreat Outcomes
~ BAC Values

Personal Integrity
Mutual Respect
Comraderie

Mutual Support
Diversity

Upward feedback
Learning

Open Communication
Student Leadership
Global Citizenship
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Business Advising Center

Change Process JaQary 2006 — May 2007

o Spring 2006 Retreat Outcomes

« Promising Practices

= Be willing to discuss problems, concerns and issues
=~ Lend a helping hand to one another

= Collaborate

~ Empathize

= Listen

«~ Have fun together

=~ Focus on the positive




Business Advising Center

Change Process — S WOTAnalysis — Advisortrac Implementation

Strengths
Strong group of advisors who care about students

Management very supportive and willing to work with poor
performers

Culturally diverse group of advisors who understand student needs
Willingness to try new approach
Good professional behavior

Weaknesses
Challenge to overcome differences among advisors and management
New advisors do not know when or who to turn to for assistance
Lack of motivation
Lack of consistent training on values and teambuilding



Business Advising Center

Change Process — SWOT Analysis

Opportunities
New way of doing business will make office more efficient and effective
Use of new technology
Better Customer (student) Feedback
Manage the flow of students

Threats

Lack of college support will make it difficult to maintain program
Internal IT personnel not happy with managing a database
May not get external IT support



Business Advising Center

Fall 2006 Activities & Staf@g

Review ideas/brainstorming for database
o Excel
o Access
o Proprietary software

Explore processes/products on campus

Set team visits to other units
o EOP

Explore Options to share systems
Discuss and evaluate at staffing
Vendor Selection

Conference call with the vendor

IT staff collaborations —
o Database management (populating fields)
o System access & security




Business Advising Center

Change Process Ja@ary 2006 — May 2007

o Fall 2006 Retreat & Staff Development
= Setting the Preferences for Advisortrac
=~ Opportunities for input from all BAC staff members
«~ Expectations for use of system
«~ Impact on BAC processes and services

= Timeline for evaluation of Advisortrac
o Input for change and adjustment
o New processes/products — integrate database




Business Advising Center

TIME Performance Clock Model!?
«T — Training
o Provide knowledge, skills & abilities

I — Incentives &
~ M — Motivation

o Intrinsic and Extrinsic factors & impact on
willingness to perform

« E — Environment
o Extrinsic environmental factors
~ Frame — Performance clock frame
o Cultural environment & relationship of

worki worker and Workilace




BAC Interventions

o Hiring @

= Introduction of use of database in BAC

o Incentives
«~ Incentives related to Advisortrac outputs

o Consequences
=~ Reasonable performance standards/Advisortrac

o Support
«~ Increased support/feedback to advisors

o Environment
= Create coaching environment within BAC
o Training

=~ Regular in-service using college, campus and professional
resources

o Communication



BAC Advisortrac Uses

O

o Checking Students in for Advising Contact
=~ Walk-in and Appointment

o Comprehensive record of student contact with BAC
o Payroll for Peer Advisors

o Program Management
=~ Students on Probation

= Transfer students
= Study Abroad Sessions

o Data for assessment of student use of BAC services




LAOMIn Mamn Menu - winaows Internet cxpluorer L:JLEI_
v {‘:g htbpe 130,191,128, 6/AdvisarTrac) Admin_main.4sp M| )| X J
Edit  Yiew Favorites Tools Help
gle |Gl wiGo o @) B~ o Bookmarks~ Ehzblocked TP Check =y Autolink - | Sendtow () settir
G |29 |+ | Admin Ma... T 505U Class 5... | I8 webMai - Co... | @2 505U Center... | & Degree Audi... | @& sDSU webP,,, f - B - & - [5hPage ~ G Tooks

k ADVISORTRAC

Business Advising Cent:
5.

Support Exit
L
{Surch ) .{Cr&aTa.p,}
{ = Log Listing ) Welcome to AdvisorTrac!
{ [Ej Reports )
g Re 3 .
(% Log Resource ) Please choose an option on the left.

Center ApptVisits Since 7/1/2009 Appt/Visits Today

Total: 0/0 o/0
There were O appointments scheduled since 7/1/2009 and 0 scheduled today.

Current Students
0

UNITING COMPUTER TECHMOLOGY WITH HUMAN EDUCATION

ne

F Tristed sites 1NN,



c

)

@ - |E htbpeif130.191, 1258, 6fAdvisar TracreportfstdReports. 45p @ @ |G|:u:u;|Ie | E’
Edit  Yiew Favorites Tools Help
)gle|v Gn:n +.@ 5~ | 7 Bookmarksw S Zblocked 07 Check v % Autolink ~ - Autorll e Sendtow () settir

dhe == : @ standard... x ||E- 505U Class S|

L8 webmai - Co... | (& 5D5U Centeer... [g Degree Audi... | & SDSU webP... |

| i - - s~ [k Page = {CF Tooks

Home (Alt-+HM)

Standard Reports

Please choose one of the following standard reports and then click generate
report.

Select a category:

| Schedules

Select a report:

Schedule: Advisors by Date
Schedule: Dates by Advisor
Appointments: Advisors{Students
Appointments by Status

Center Coverage

Appointments by Date Scheduled
Export Raw Appointment Data

me:| |T1}:| | | Generate Report

Summarized
[Juse Previous List of Records

[l Chnase Wicid Tnfn

ne | | | | | | o Tristed sites e




References

Broad, M. (2002). The research is in: Stakeholder involfement is critical. In G. M.
Piskurich (Ed.), HPI essentials: A just-the-facts bottom<ling/primer on human
performance improvement (pp. 135-148). Baltimore, MD: ASTD Press.

Burkett, H. (2002). Evaluation: Was your HPI project worth the effort?. In G. M.
Piskurich (Ed.), HPI essentials: A just-the-facts, bottom-line primer on human
performance improvement (pp.153 - 175). Baltimore, MD: ASTD Press.

Ford, D.J. (2002). Knowledge interventions: Training is not always the answer. In G. M.
Piskurich (Ed.), HPI Essentials: A just-the-facts, bottom-line primer on human
performance improvement. Baltimore, MD: ASTD. p. 116.

Main, R.E. (2002, Designing and developing structure/process interventions, in Piskurich, G.M. (2002) HPI
essentials. Alexandria,VA: ASTD Press

Piskurich, G.M. (2002). HPI Essentials, a Just-The -Facts Bottom line Primer on Human Performance Improvement.
Baltimore, MD: ASTD Press.

Piskurich, G. & Sanders, E. (1998). ASTD models for learning technologies. In G.J.
Piskurich (Ed.), HPI Essentials: A just-the-facts, bottom-line primer on human
performance improvement. Baltimore, MD: ASTD. p. 128.

Stolovitch, H., Keeps, E. (2003). From training order taker to performance consultant. Atlanta, GA: Training 2003
Conference & Expo.

Werner, J. M., & DeSimone, R. L. (2006). Human resource development (4th ed.).
Mason, OH: Thomson South-Western



Questions?

O

Undergraduate Business Advising Center

SDSU COLLEGE OF BUSINESS ADMINISTRATION




