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EXECUTIVE	SUMMARY	AND	PRIORITY	RECOMMENDATIONS	
	
Overall	Observations	
	
This	program	recently	hired	a	new	chair	and	she	has	breathed	life	and	energy	into	
the	program.		She	is	supported	by	competent	and	committed	faculty	who	have	a	
strong	sense	of	the	needs	of	their	students	and	employers.		This	is	reflected	by	
strong	reviews	from	current	students,	who	were	quite	likely	to	recommend	this	
program	to	others,	giving	it	a	4.44	on	a	scale	of	1	(definitely	not)	to	5	(definitely)	
(N=9).	
	
The	program	provides	seven	certificates	and	an	associate	degree,	as	well	as	
providing	required	courses	to	non-majors.		Indeed,	over	70	percent	of	FTEs	in	2014-
15	come	from	students	enrolled	in	other	programs	and	taking	pre-requisites	in	BT	
(e.g.,	Health	Information	Management).		Student	enrollment	in	the	program	is	
somewhat	low.		In	AY	2014-15,	BT	had	112.8	FTE,	32	of	these	came	from	students	
enrolled	in	BT.	The	percent	of	BT	FTE	coming	from	students	enrolled	in	the	BT	
program	has	steadily	increased	(20	percent	in	2012-13,	24	percent	in	2013-14,	and	
28	percent	in	2014-15).		Most	of	the	priority	recommendations	listed	below	are	
focused	on	boosting	program	enrollment.	
	
Employment	prospects	for	future	graduates	of	this	program	are	strong.		
Occupations	that	could	be	a	fit	to	graduates	of	this	program	are	largely	expected	to	
grow	faster	than	average	and	generate	5,700	openings	in	King	County	each	year.	
Employment	of	program	completers	(62	percent	in	AY	2012-13)	is	significantly	
better	than	the	employment	of	leavers	(48	percent	in	AY	2012-13).		This	finding	is	
important	because	employers	interviewed	for	this	study	report	having	no	difficulty	
hiring	in	these	occupations.	
	
Priority	Recommendation	1:	Too	Many	Overlapping	Certificates	and	Program	
Learning	Outcomes	
	
Existing	certificates	have	overlapping	learning	outcomes	and	certificate	names.	
Faculty	are	aware	of	this	problem.		The	PLOs	listed	on	the	BT	website	are	out	of	
date.	In	addition	to	the	AAAS,	the	following	list	is	the	current	certificates	available	
through	BT:	
	

• Software	Applications	
• Microsoft	Applications	
• Office	Technology	
• Word	Processing	
• Customer	Service	Specialist/Receptionist	
• Office	Assistant/Receptionist	
• Office	Clerk	
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There	appears	to	be	considerable	overlap	between	the	first	four	certificates,	focused	
on	technical	skills.		There	is	also	considerable	overlap	between	the	last	three	
certificates,	focused	on	receptionist/clerk	positions.		The	casual	reader	of	the	PLOs	
of	these	certificates	would	be	hard	pressed	to	tell	the	difference	between	them.		A	
complete	analysis	of	the	PLOs	and	the	degree	and	certificates	is	available	in	
Appendix	C.	
	
Substantial	time	should	be	devoted	to	simplifying	these	certificates	and	ensuring	
that	there	is	suitable	distinction	between	them.		This	should	include	updating	the	
program	learning	outcomes	and	may	require	course	revisions.		Doing	this	will	help	
the	college	to	better	market	the	program	and	help	employers	better	understand	
what	skills	students	received.	
	
Recommendations	
	
1.1 Reduce	the	number	of	overlapping	certificates	and	program	level	learning	

outcomes	in	order	to	create	more	distinction	between	them.	
1.2 Provide	faculty/chair	release	time	to	complete	this	work.		Rather	than	repeat	

this	recommendation	for	each	of	the	priorities	below,	it	should	be	recognized	
that	the	work	necessary	to	improve	this	program	quality	and	enrollment	is	
substantial	and	sufficient	release	time	is	necessary	to	accomplish	all	of	these	
recommendations.	

	
Priority	Recommendation	#2:	Need	Pathways	to	Specialties	
To	boost	employment	outcomes	and	program	marketability,	faculty	should	create	
pathways	that	boost	graduate	competitiveness	for	occupations	requiring	industry-
specific	skills	(e.g.	healthcare,	book-keeping).	
	
These	pathways	should	be	created	in	a	way	that	allows	them	to	be	marketed	to	
prospective	students,	and	allow	graduates	to	market	their	special	skills.	
	
Recommendation	
	
2.1	Create	a	limited	number	of	specialty,	industry-specific	pathways.		Based	on	this	

analysis,	these	should	include	a	healthcare	and	book-keeping	pathway.	
	
Priority	Recommendation	#3:	Improve	Ability	to	Test	Out	of	Courses	
BT	offers	a	number	of	courses	designed	to	help	students	acquire	needed	technical	
skills,	such	as	learning	how	to	type,	or	using	Microsoft	Word	and	Excel.	It	also	offers	
a	number	of	programs	aimed	at	helping	students	gain	the	necessary	non-technical	
skills	to	work	in	an	office	environment,	such	as	interpersonal	communication,	and	
basic	business	office	practices.			
	
Faculty	and	IRD	staff	have	discussed	the	opportunity	of	reducing	the	three	required	
typing	courses,	as	well	as	the	option	of	testing	out	of	these	courses.		This	makes	
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abundant	sense.		Employers	of	front-office	positions	require	that	their	employees	
can	type	efficiently,	so	this	skill	is	important	to	certify.		But	the	prevalence	of	
computers	ensures	that	many	students	will	have	been	exposed	to	typing	prior	to	
coming	to	the	BT	program.		Offering	the	ability	to	test	out	of	these	requirements	will	
boost	the	marketability	of	this	program.	
	
But	why	stop	there?		Many	BT	courses	are	skills-based,	lending	themselves	to	
converting	to	a	competency-based	model.		For	example,	the	Microsoft	Office	Suite	is	
used	universally	and	something	that	students	may	also	pick	up	prior	to	coming	to	
Shoreline.			
	
Converting	this	program	to	a	competency-based	model	would	help	faculty	develop	
improved	program-level	and	course-level	learning	outcomes.		Piloting	this	with	the	
BT	program	would	allow	Shoreline	the	opportunity	to	learn	how	to	accomplish	this	
in	a	community	college	setting	and	understand	what	other	programs	would	lend	
themselves	to	competency-based	instruction.		It	would	also	provide	Shoreline	
Community	College	and	the	BT	program	with	a	unique	distinction	around	the	state	
and	significantly	boost	the	number	of	students	enrolled	in	the	program.	
	
Undertaking	this	work	will	likely	require	the	support	and	effort	of	multiple	
departments	across	the	campus,	including	student	services,	registration,	finance,	
and	others.		External	funding	would	enable	this	work	to	be	accomplished	more	
quickly	and	competently.	
	
Recommendations	
	
3.1	Consult	with	an	expert	on	competency-based	education	expert	to	help	

understand	the	needed	administrative	and	faculty	resources	necessary	to	enable	
this	conversion.	

3.2	Seek	external	funding	to	undertake	this	work.	
	
Priority	Recommendation	#4:	Improve	Instruction	and	Learning	Outcomes	
	
Employers	were	asked	what	skills	were	most	important	to	their	companies.		Those	
rated	the	highest	were:	customer	focus	(14	out	of	16);	written	communication	skills	
(13	out	of	16)	including	taking	notes	at	meetings;	verbal	communication	skills	(14	
out	of	16);	and	telephone	skills	(13	out	of	16).		Courses	in	the	BT	program	teach	
students	the	fundamentals	of	skills	employers	found	relevant.			
	
However	higher-level	learning,	such	as	applying	skills,	is	not	a	uniform	focus	across	
the	program.		Some	current	students	and	alumni	noted	that	in	other	courses,	such	as	
in	the	Excel	course,	there	was	too	much	focus	on	basic	understanding	of	skills	and	
not	enough	on	applying	those	skills	in	real-life	scenarios.				
	
Using	Bloom’s	taxonomy	as	a	guide,	analyzing	course	level	learning	objectives	based	
on	the	level	of	learning	will	improve	graduates’	skills,	and	ensure	that	they	are	
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prepared	for	the	demands	of	work.		In	the	interim,	individual	courses	can	be	
adapted	to	begin	addressing	this	higher-level	learning.			
	
The	program	should	ensure	that	graduates	are	not	in	the	position	of	never	having	
applied	BT	skills	and	knowledge	before	working	or	participating	in	an	internship	or	
a	job.		There	are	useful	instructional	guides	available	to	help	faculty	promote	higher-
level	learning,	such	as	“Quick	Flip	Questions	for	the	Revised	Blooms	Taxonomy”.	
	
Recommendations	
	
4.1	In	the	short-term,	make	changes	to	existing	courses	to	include	higher-level	

learning,	specifically	giving	students	opportunities	to	practice	skills	in	real-life	
situations,	role	plays,	or	using	technology	(e.g.,	faculty	suggested:	asking	
students	in	writing	courses	to	watch	a	YouTube	video	of	a	meeting	and	have	
them	practice	taking	meeting	notes;	asking	students	learning	about	
interpersonal	communication	practice	calling	each	other	and	role	playing	talking	
with	a	dissatisfied	customer).		Ensure	that	there	are	opportunities	to	give	
students	feedback.	

4.2	Examine	course-level	learning	outcomes	and	analyze	the	type	of	learning	
included	in	each,	revising	these	course-level	outcomes	to	include	higher	level	
learning	opportunities.	

	
Priority	Recommendation	#5:	Offer	Outlook	
	
Finally,	the	BT	program	is	currently	unable	to	adequately	teach	Outlook	to	current	
students.		Faculty	report	that	BT	needs	dedicated	server	space	to	set	up	Outlook	and	
allow	students	to	learn	how	to	use	it	and	practice	skills.		It	is	difficult	to	overstate	
the	degree	of	disadvantage	on	which	this	places	Shoreline	Community	College’s	BT	
program	and	its	graduates.		Microsoft	Outlook	is	used	universally	by	employers	with	
enterprise	computing	infrastructure;	Microsoft	claims	over	400	million	users	
worldwide.		The	majority	of	employers	interviewed	for	this	program	review	stated	
the	importance	of	basic	Outlook	skills	to	their	companies.		Not	being	able	to	teach	
BT	students	how	to	use	Outlook	is	similar	to	not	being	able	to	teach	students	in	
Shoreline’s	auto	mechanic	program	how	to	repair	a	combustion	engine.		This	
problem	needs	to	be	quickly	resolved.	
	
5.1	Work	with	Shoreline	leadership	to	dedicate	the	necessary	resources	so	that	

Microsoft	Outlook	can	be	offered	to	BT	students.	
	
Findings	
	
School-wide	Findings	

1. Shoreline	Community	College	should	develop	a	system	for	collecting	contact	
information	from	graduating	students.		This	information	could	be	used	by	the	
Foundation	for	fundraising,	as	well	as	by	individual	departments	to	assess	
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alumni	satisfaction	and	the	degree	to	which	alumni	achieved	program	
outcomes.	(p.	9)	

2. Support	services	were	rated	low	in	student	evaluations.		Shoreline	should	
conduct	an	evaluation	of	its	support	services.	(p.	22)	

	
Program	Level	Findings	

1. Monitor	grade	distributions	annually	to	ensure	the	remedy	to	past	grade	
inflation	is	effective.	(p.	10)	

2. Alumni	who	completed	the	program	gained	employment	at	significantly	
higher	levels	than	those	who	did	not	complete	the	program.	(p.	12)	

3. BT	enrollment	slightly	underperformed	compared	to	Shoreline	Community	
College	professional-technical	programs,	but	did	significantly	better	than	the	
state	average	BT	FTE	enrollment.	(p.	13)	

4. BT	students	tend	to	complete	degrees	and	certificates	at	a	higher	rate	than	all	
of	Shoreline	Community	College	professional	technical	programs.	(p.	14-15)	

5. BT	courses	are	all	available	online,	which	enhances	accessibility	to	its	older	
and	working	student	population.	(p.	16,	19)	

6. The	chair	has	had	two	courses	certified	by	Quality	Matters	and	plans	to	
submit	all	BT	courses	for	certification.		This	should	continue.	(p.	16)	

7. BT	fill	rates	are	adequate	(83	percent	in	AY	2014-15).	(p.	21)	
8. The	BT,	Business,	and	Accounting	advisory	committee	is	defunct.		The	chair	

is	actively	recruiting	new	members	to	sit	on	a	new	BT/Accounting	advisory	
committee.		Combining	these	two	into	one	advisory	committee	makes	sense	
because	of	the	similarity	of	the	work	and	work	setting	in	which	graduates	
will	participate.	(p.	22)	

9. BT	prepares	students	for	occupations	that	are	growing	faster	than	average	
and	will	have	5,700	openings	each	year.		(p.	23)	

	
Student/Course	Level	Findings	

1. Over	70	percent	of	BT	FTE	comes	from	students	enrolled	in	other	programs	
taking	courses	in	BT	to	meet	their	departmental	requirements.	(p.	13)	

2. The	following	courses	were	in	the	highest	demand:	BUSTC	150,	BUSTC	170,	
and	BUSTC	105.	(p.	15-16)	

	
Faculty	Findings	
	

1. The	faculty	are	engaged,	thoughtful,	and	had	a	good	understanding	of	the	
needs	of	students	and	employers.	(p.	20)	

2. Current	faculty	ratios	are	adequate	(13	full-time	to	20	part-time).	(p.	20)	
3. Student	to	faculty	ratio	is	low	(19.82	in	AY	2014-15).	(p.	20-21)	

	



	 -8-	

INTRODUCTION	
	
In	an	effort	to	maintain	the	highest	quality	post-secondary	education	and	meet	
regulatory	requirement,	Shoreline	Community	College	hired	Phippen	Consulting,	
LLC	in	spring	of	2016	to	conduct	a	program	review	of	its	Business	Technology	
program.	
	
METHODOLOGY	
	
Meetings	

• Four	two-hour	meetings	with	staff	and	faculty	to	discuss	all	aspects	of	their	
program.			

• Six	phone	interviews	with	industry	representatives	to	discuss	industry	
trends	and	skill	requirements,	focusing	on	healthcare,	university,	and	
temporary	staffing	agency	companies.	

• Thirteen	responses	to	a	one-page	survey	of	company	representatives	
participating	in	a	Shoreline	Community	College	job	fair	(see	Appendix	E	for	a	
copy	of	the	survey).		

• One	one-hour	interviews	with	Division	Dean,	program	chair	and	faculty,	and	
Institutional	Review	staff.	

	
Documents	Reviewed	

• One	survey	of	current	students	(n=24)	
• One	survey	of	alumni	covering	(n=21)	
• Student	demographic	data	
• Class	cancellation	and	waitlists	
• Student	completion	data		
• Student	completion	ratios	for	Business	Technology,	Shoreline,	and	the	state	
• Student	grade	distributions	
• Comparative	data	on	student-faculty	ratios	
• Comparative	data	on	full-time	to	part-time	faculty	ratios	
• Program	and	course	level	fill	rates	
• Labor	market	data	
• Job	openings	data	from	Monster.com	
• 2010	program	review	
• Program	level	learning	outcomes	
• College	and	program	website	and	planning	guides	
• Annualized	FTES,	headcount,	and	percent	of	enrollment	by	program	and	by	

certificate/degree)	
	
Surveys	
	
The	program	instituted	an	alumni	and	current	student	survey	this	year	(see	
Appendix	E	for	a	copy	of	the	survey	results).	Because	Shoreline	does	not	collect	
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and/or	maintain	alumni	contact	information,	alumni	surveys	were	distributed	to	
alumni	still	in	contact	with	faculty,	primarily	the	department	chair.		Accordingly,	
response	was	poor	(n=21).		Response	to	the	current	student	survey	was	also	poor	
(n=24).		
	
ASSESSING	STUDENT	LEARNING	
	
Program	Outcomes		
	
Program	outcomes	for	each	degree	and	certificate	are	currently	being	revised	
(because	the	revisions	were	not	available,	this	program	review	is	based	on	the	
current	program	outcomes).		The	alumni	survey	asked	participants	to	indicate	the	
degree	or	certificate	they	completed	at	Shoreline,	and	for	those	that	completed	the	
AAS	in	Business	Technology,	evaluate	the	extent	to	which	they	felt	they	achieved	the	
programs	learning	outcomes.			
	
Of	the	21	respondents	to	the	alumni	survey,	14	stated	they	had	completed	the	AAAS.	
The	following	chart	shows	that	alumni	of	this	program	responding	to	the	survey	
rated	their	achieving	the	six	program	outcomes	for	the	BT	AAAS	on	a	scale	of	1	
(definitely	not)	to	4	(yes,	definitely).		All	outcomes	were	rated	positively;	“an	ability	
to	manage	information	effectively”	was	rated	the	highest	(all	14	respondents	gave	it	
a	3	or	4).	
	

	
	
To	improve	the	ability	to	assess	program	outcomes,	this	survey	should	be	repeated	
regularly.		Shoreline	Community	College,	not	the	department,	should	develop	a	
system	for	collecting	contact	information	on	graduating	students.			
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Meeting	Individual	Learning	Needs	
	
On	a	scale	of	1	(poor)	to	5	(excellent),	current	students	(n=9)	gave	this	department	a	
strong	4.11	on	its	ability	to	meet	individual	learning	needs.	
	
Grade	Distributions	
	
BT	grade	distributions	shown	in	the	following	charts,	reveals	some	degree	of	grade	
inflation	occurring	in	the	department.		The	grade	inflation	is	fairly	uniform	across	
degrees	and	certificates	and	for	students	in	the	department	or	taking	requisites	
from	other	departments.		The	new	chair	and	faculty	were	aware	of	this	problem,	
which	they	believe	was	related	to	faculty	who	are	no	longer	with	the	department.		
They	believe	it	occurred	because	these	faculty	either	did	not	enter	incomplete	
assignments	into	their	grade	books,	or	students	were	given	special	grade	
accommodation.		Intensive	technical	assistance	is	currently	occurring	to	norm	
student	accountability	within	the	department.		It	will	be	important	to	monitor	grade	
distributions	annually	to	track	progress	of	the	technical	assistance.	
	
Business	Technology	Grade	Distribution
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Business	Technology	Grade	Distribution	by	Degree/Certificate	(A2014)	

	
	
Non-business	Technology	EPC	Grade	Distribution	(A2014)	

	
	
EMPLOYMENT	OUTCOMES	
	
To	understand	employment	outcomes,	two	data	sources	were	used.		First,	BT	
alumni	who	responded	to	the	survey	reported	their	employment	status.		Eleven	out	
of	20	respondents	work	full-	or	part-time,	the	majority	in	jobs	related	to	their	BT	
degree.		The	majority	of	respondents	(7	out	of	11)	felt	like	their	degree	was	related	
to	the	work	they	do.		However,	slightly	less	than	half	(5	out	of	11)	felt	their	degree	
helped	them	gain	their	position	or	was	essential	to	their	work.			
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The	second	data	source	is	the	Data	Linking	for	Outcomes	Assessment	database	
compiled	by	the	Washington	State	Board	for	Community	Colleges	linking	program	
outcomes	and	employment	data.		This	data	shows	the	employment	outcomes	for	
alumni	that	completed	their	degree	or	certificate	compared	to	those	who	did	not	
(i.e.,	“Leavers”).1		The	data	does	not	show	what	jobs	these	individuals	have.	
	

Completers	 Leavers	
2010-11:	69%	(27)	 2010-11:	53%	(13)	
2011-12:	73%	(15)	 2011-12:	48%	(12)	
2012-13:	62%	(16)	 2012-13:	48%	(24)	
	
These	results	reveal	two	significant	findings.		First,	the	overall	employment	rate	of	
completers	is	relatively	high.		Second,	the	employment	rate	of	completers	is	higher	
than	that	of	leavers.		Of	course,	there	are	likely	multiple	reasons	that	program	
completers	have	higher	employment	rates	than	leavers	(e.g.,	people	who	cannot	
complete	the	program	may	struggle	getting	a	job).		However,	it	is	also	likely	that	
successful	completers	of	the	Business	Technology	program	gained	skills	that	
improved	their	employability.	
	
Employers	interviewed	for	this	program	review	consistently	stated	that	they	
currently	do	not	have	difficulty	hiring	qualified	people	to	work	in	the	positions	for	
which	this	program	prepares	individuals	(e.g.,	receptionists,	clerks,	typists,	and,	to	a	
lesser	extent,	executive	secretaries).		In	light	of	this	consistent	finding,	these	
employment	results	are	strong.	
	

																																																								
1	The	data	includes	alumni	who	have	not	enrolled	in	another	Washington	State	community	or	state	
college	or	university	for	at	least	one	year	(i.e.,	so	recent	graduates	are	not	included).		It	does	not	
include	alumni	who	do	not	have	a	social	security	number.		For	these	reasons	it	may	be	an	undercount	
of	actual	employment.	
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STUDENT	DATA	TRENDS	
	
Enrollment	
	
Overall	enrollment	in	BT	is	concentrated	in	students	coming	from	outside	the	
department.		In	AY	2014-15,	BT	had	112.8	FTE,	80.8	of	these	came	from	students	
enrolled	in	other	programs	and	taking	pre-requisites	in	BT	(e.g.,	Health	Information	
Management).		Since	AY	2012-13,	a	greater	percent	of	the	BT	FTE	are	coming	from	
students	enrolled	in	the	BT	program	(20	percent	in	2012-13,	24	percent	in	2013-14,	
and	28	percent	in	2014-15).	
	
FTE	enrollment	for	all	of	Shoreline’s	professional-technical	programs	has	decreased	
by	4.9	percent	since	2012-13.		BT	is	underperforming	the	Shoreline	Community	
College	professional-technical	programs,	which	increased	by	1.4	percent	during	the	
same	time	period.		However,	Shoreline’s	BT	program	is	outperforming	the	statewide	
average	BT	FTE	enrollment,	which	averaged	a	9.3	percent	decrease	during	the	same	
time	period.	These	are	expected	trends	due	largely	to	the	improving	economy	and	
experienced	generally	by	all	community	colleges	in	Washington.		The	following	
histogram	shows	enrollment	fluctuations	by	program	for	the	past	three	years.	
	
Business	Technology	Enrollment	by	EPC	Code	

	
	
The	variety	of	certificates,	and	their	relevancy	to	students,	is	discussed	in	the	
Curriculum	section,	below.	
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Student	Demographics	
	
BT	student	gender	is	reflective	of	the	occupation	as	a	whole,	mostly	female.		Over	
half	of	BT	students	are	non-white,	outperforming	all	Professional-Technical	
programs	by	four	percent.	Depending	on	the	degree	or	certificate	program,	BT	
students	are	also	between	six	to	14	years	older	than	the	mean	age	of	Professional-
Technical	students.			The	program	does	well	serving	traditionally	disadvantaged	
students	(i.e.,	older,	non-white,	and	to	some	extent,	female).		
	
Completion	Data	
	
Over	the	three-year	study	period,	the	2013-14	academic	year	had	a	large	bolus	of	
students	complete	the	Office	Technology,	Microsoft	Software	Applications,	and	
Office	Assistant/Receptionist	certifications.		This	created	considerable	variation	in	
overall	completion	data.		During	this	period,	AAAS	completions	also	fluctuated	
slightly	with	a	downturn	in	2013-14,	picking	back	up	in	2014-15.	
	
	

Academic	Year	 All	Completions	 AAAS	Completions	
2012-13	 60	 11	
2013-14	 84	 8	
2014-15	 68	 13	

	
Business	Technology	Completions	by	Degree/Certificate
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When	comparing	BT	completion	ratios	to	Shoreline	Community	College	and	
statewide	ratios,	it	is	apparent	the	program	does	a	good	job	at	ensuring	students	
complete	their	degrees	and	certificates.	
	
Business	Technology	Completion	Ratios	Compared	to	State	and	Shoreline	
All	
Workforce	
Certificates	
and	Degrees	

	

2010-
2011	

2011-
2012	

2012-
2013	

2013-
2014	

2014-
2015	

State	 Ratio	 Unavail.	20%	 20%	 20%	 Unavial.	

Shoreline	 Completions	 641	 626	 694	 652	 648	

	
Headcount	 2262	 2110	 2331	 2156	 2068	

	
Ratio	 28%	 30%	 30%	 30%	 31%	

All		
Business	
Tech	 Completions	 38	 22	 35	 44	 34	

	
Headcount	 108	 86	 98	 79	 74	

	
Ratio	 35%	 26%	 36%	 56%	 46%	

	 	 	 	 	 	 	

	 	 	 	 	 	 	Workforce	
Degrees	
Only	

	

2010-
2011	

2011-
2012	

2012-
2013	

2013-
2014	

2014-
2015	

Shoreline	 Completions	 251	 194	 206	 202	 207	

	
Headcount	 1798	 1616	 1786	 1643	 1534	

	
Ratio	 14%	 12%	 12%	 12%	 14%	

All		
Business	
Tech	 Completions	 4	 2	 9	 8	 11	

	
Headcount	 74	 66	 73	 43	 51	

	
Ratio	 5%	 3%	 12%	 19%	 22%	

	
	
Waitlists	
	
Shoreline	Community	College’s	Institutional	Review	Department	(IRD)	studies	
waitlist	data	for	the	college,	analyzing	number	of	seats	waitlisted	by	course	and	
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quarter,	in	addition	to	several	additional	factors	of	importance.		This	analysis	flags	
courses	that	have	16	or	more	seats	waitlisted.			
	
Business	Technology	uses	a	course	clustering	technique	that	renders	IRD’s	
sophisticated	analysis	inaccurate.		Therefore,	courses	were	analyzed	only	based	on	
seats	waitlisted,	and	those	with	9	or	more	seats	waitlisted	in	more	than	one	quarter	
are	noted	below	as	being	in	high	demand.		See	Appendix	A	for	the	full	analysis.	
	

• BUSTC	150	
• BUSTC	170	
• BUSTC	105	

			
CURRICULUM	
	
Overall	a	Strong	Program	
The	BT	program	has	the	underlying	structure	of	a	strong	program.		Its	courses	are	
all	available	online.		This	not	only	enhances	program	accessibility	to	its	largely	older,	
and	likely	working,	student	population,	but	it	also	allows	the	program	to	maintain	
maximum	course	flexibility	at	a	lower	cost	point	by	“clustering”	faculty	instruction	
together	(i.e.,	one	faculty	person	teachers	multiple	online	courses	simultaneously).			
	
Another	notable	feature	is	that	the	program	chair	is	putting	all	online	courses	
through	the	Quality	Matters	certification.		This	independent	peer	review	
certification	ensures	the	quality	of	online	and	blended	courses.		As	of	June	2016,	two	
courses	have	been	certified	by	Quality	Matters	(BTWRT	115	and	BTWRT	215),	and	
one	is	to	be	submitted	for	approval	in	June	of	2016	(BUSTC	270).		Quality	Matters	
certification	is	strengthening	the	program	and	should	continue.		(see	Course	Status	
Report	in	Appendix	B)	
	
The	content	of	the	programs	appears	to	cover	those	skills	employers	most	covet,	
and	those	students	most	seek:	computer/technical	skills	and	customer	focus	skills.	
	
Too	Many	Overlapping	Certificates	and	Program	Learning	Outcomes	
There	is	definite	room	for	improvement.		First,	there	are	too	many	certificates	with	
overlapping	learning	outcomes	and	certificate	names	that	do	not	help	distinguish	
one	from	another.		Faculty	are	aware	of	this	problem	and	state,	as	mentioned	
earlier,	that	PLOs	listed	on	the	website	are	out	of	date.		Acknowledging	that	they	are	
being	revised,	it’s	helpful	to	see	what	is	being	listed	now	as	areas	for	improvement.	
In	addition	to	the	AAAS,	the	following	list	is	the	current	certificates	available	
through	BT:	
	

• Software	Applications	
• Microsoft	Applications	
• Office	Technology	
• Word	Processing	
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• Customer	Service	Specialist/Receptionist	
• Office	Assistant/Receptionist	
• Office	Clerk	

	
There	appears	to	be	considerable	overlap	between	the	first	four	certificates,	focused	
on	technical	skills.		There	is	also	considerable	overlap	between	the	last	three	
certificates,	focused	on	receptionist/clerk	positions.		The	casual	reader	of	the	PLOs	
of	these	certificates	would	be	hard	pressed	to	tell	the	difference	between	them.		A	
complete	analysis	of	the	PLOs	and	the	degree	and	certificates	is	available	in	
Appendix	C.	
	
Substantial	time	should	be	devoted	to	simplifying	these	certificates	and	ensuring	
that	there	is	suitable	distinction	between	them.		This	will	include	updating	the	
program	learning	outcomes	and	may	require	course	revisions.		Doing	this	will	help	
the	college	to	better	market	the	program	and	help	employers	better	understand	
what	skills	students	received.	
	
Need	Pathways	to	Specialties	
To	boost	employment	outcomes	and	program	marketability,	faculty	should	create	
pathways	that	boost	graduate	competitiveness	for	occupations	requiring	industry-
specific	skills	(e.g.	healthcare,	book-keeping).		It	is	not	necessary	to	create	new	
certificates	or	degrees.	This	could	be	accomplished	within	the	existing	structure	by	
providing	recommended	course	planning	guides	that	show	how	electives	can	be	
used	to	add	these	specialties.			
	
These	pathways	should	be	advertised	to	prospective	students,	and	should	be	
provided	in	a	way	that	allows	graduates	to	market	their	specialty.	
	
Ability	to	Test	Out	of	Courses	
BT	offers	a	number	of	courses	designed	to	help	students	acquire	needed	technical	
skills,	such	as	learning	how	to	type,	or	using	Microsoft	Word	and	Excel.	It	also	offers	
a	number	of	programs	aimed	at	helping	students	gain	the	necessary	non-technical	
skills	to	work	in	an	office	environment,	such	as	interpersonal	communication,	and	
basic	business	office	practices.			
	
Faculty	and	IRD	staff	have	discussed	the	opportunity	of	reducing	the	three	required	
typing	courses,	as	well	as	the	option	of	testing	out	of	these	courses.		This	makes	
abundant	sense.		Employers	of	front-office	positions	require	that	their	employees	
can	type	efficiently,	so	this	skill	is	important	to	certify.		But	the	prevalence	of	
computers	ensures	that	many	students	will	have	been	exposed	to	typing	prior	to	
coming	to	the	BT	program.		Offering	the	ability	to	test	out	of	these	requirements	will	
boost	the	marketability	of	this	program.	
	
But	why	stop	there?		Many	BT	courses	are	skills-based,	lending	themselves	to	
converting	to	a	competency-based	model.		For	example,	the	Microsoft	Office	Suite	is	
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used	universally	and	something	that	students	may	also	pick	up	prior	to	coming	to	
Shoreline.			
	
Converting	this	program	to	a	competency-based	model	would	help	faculty	develop	
improved	program-level	and	course-level	learning	outcomes.		Piloting	this	with	the	
BT	program	would	allow	Shoreline	the	opportunity	to	learn	how	to	accomplish	this	
in	a	community	college	setting	and	understand	what	other	programs	would	lend	
themselves	to	competency-based	instruction.		It	would	also	provide	Shoreline	
Community	College	and	the	BT	program	with	a	unique	distinction	around	the	state	
and	significantly	boost	the	number	of	students	enrolled	in	the	program.	
	
Undertaking	this	work	will	likely	require	the	support	and	effort	of	multiple	
departments	across	the	campus,	including	student	services,	registration,	finance,	
and	others.		External	funding	would	enable	this	work	to	be	accomplished	more	
quickly	and	competently.	
	
Improve	Instruction	and	Learning	Outcomes	
Employers	were	asked	what	skills	were	most	important	to	their	companies.		Those	
rated	the	highest	were:	customer	focus	(14	out	of	16);	written	communication	skills	
(13	out	of	16)	including	taking	notes	at	meetings;	verbal	communication	skills	(14	
out	of	16);	and	telephone	skills	(13	out	of	16).		Courses	in	the	BT	program	teach	
students	the	fundamentals	of	skills	employers	found	relevant.			
	
However	higher-level	learning,	such	as	applying	skills,	is	not	a	uniform	focus	across	
the	program.		Some	current	students	and	alumni	noted	that	in	other	courses,	such	as	
in	the	Excel	course,	there	was	too	much	focus	on	basic	understanding	of	skills	and	
not	enough	on	applying	those	skills	in	real-life	scenarios.				
	
Using	Bloom’s	taxonomy	as	a	guide,	analyzing	course	level	learning	objectives	based	
on	the	level	of	learning	will	improve	graduates’	skills,	and	ensure	that	they	are	
prepared	for	the	demands	of	work.		In	the	interim,	individual	courses	can	be	
adapted	to	begin	addressing	this	higher-level	learning.			
	
The	program	should	ensure	that	graduates	are	not	in	the	position	of	never	having	
applied	BT	skills	and	knowledge	before	working	or	participating	in	an	internship.		
There	are	useful	instructional	guides	available	to	help	faculty	promote	higher-level	
learning,	such	as	“Quick	Flip	Questions	for	the	Revised	Blooms	Taxonomy”	
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(Source:	https://juliaec.wordpress.com/2011/03/23/blooms-taxonomy-
encouraging-higher-cognitive-thinking-in-primary-school-classrooms/)	
	
Offer	Outlook	
Finally,	the	BT	program	is	currently	unable	to	adequately	teach	Outlook	to	current	
students.		Faculty	report	that	BT	needs	dedicated	server	space	to	set	up	Outlook	and	
allow	students	to	learn	how	to	use	it	and	practice	skills.		It	is	difficult	to	overstate	
the	degree	of	disadvantage	on	which	this	places	Shoreline	Community	College’s	BT	
program	and	its	graduates.		Employers	universally	use	Microsoft	Outlook	with	
enterprise	computing	infrastructure;	Microsoft	claims	over	400	million	users	
worldwide.		The	majority	of	employers	interviewed	for	this	program	review	stated	
the	importance	of	basic	Outlook	skills	to	their	companies.		Not	being	able	to	teach	
BT	students	how	to	use	Outlook	is	similar	to	not	being	able	to	teach	students	in	
Shoreline’s	auto	mechanic	program	how	to	repair	a	combustion	engine.		This	
problem	needs	to	be	quickly	resolved.	
	
Online	Courses	
Generally,	students	and	alumni	appreciated	that	all	courses	were	available	online,	
often	noting	that	making	the	courses	available	online	increased	the	accessibility	of	
the	program.		Some	students	and	alumni	also	mentioned	that	for	some	courses	they	
would	have	preferred	a	face-to-face	option.		They	noted	either	that	this	was	a	better	
fit	for	their	learning	styles	or	that	they	would	have	preferred	a	learning	
environment	that	better	reflected	actual	work	environments	(working	face-to-face).		
However,	there	was	not	enough	students	requesting	in-person	courses	to	actually	
sustain	an	in-person	course.	
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FACULTY	
	
The	faculty	participating	in	the	program	review	were	engaged,	thoughtful,	and	had	a	
good	understanding	of	the	needs	of	students	and	employers.	
	
Faculty	Workload	
	
The	following	table	highlights	the	number	of	sections	taught	by	full-time	and	part-
time	faculty.		Business	Technology	has	a	less	favorable	ratio	compared	to	its	peer	
Accounting	and	Business	programs,	but	generally	has	a	college-level	ratio	goal	of	1	
full-time	faculty	section	to	2	part-time	faculty	sections.			
	
		 		

	

BUSTC	

	

ACCT	

	

BUS	

2011-2012	 		

	

		 		

	

		 		

	

		 		

		 FULL-TIME	

	

10	 24%	

	

17	 55%	

	

32	 49%	

		 PART-TIME	

	

27	 66%	

	

7	 23%	

	

22	 34%	

2012-2013	 		

	

		 		

	

		 		

	

		 		

		 FULL-TIME	

	

11	 28%	

	

9	 55%	

	

7	 49%	

		 PART-TIME	

	

21	 54%	

	

1	 23%	

	

1	 34%	

2013-2014	 		

	

		 		

	

		 		

	

		 		

		 FULL-TIME	

	

6	 15%	

	

18	 62%	

	

25	 33%	

		 PART-TIME	

	

21	 54%	

	

5	 17%	

	

41	 55%	

2014-2015	 		

	

		 		

	

		 		

	

		 		

		 FULL-TIME	

	

13	 32%	

	

19	 63%	

	

33	 43%	

		 PART-TIME	

	

20	 49%	

	

5	 17%	

	

25	 33%	

	
The	Business	Technology	department	operates	at	a	lower	student	to	faculty	ratio	
than	its	peer	departments	and	quite	close	to	the	statewide	average	for	all	
community	college	programs.	Increasing	enrollment	will	help	keep	these	levels	
competitive	with	the	rest	of	the	college	and	peer	programs.	
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2012-2013	 2013-2014	 2014-2015	

	
Shoreline	 State	 Shoreline	 State	 Shoreline	 State	

Accounting	 32.64	 24.37	 32.59	 23.91	 35.21	 24.13	

Business	 29.59	 27.48	 25.85	 24.98	 26.14	 23.66	

Business	Technology	 20.87	 20.04	 17.07	 18.72	 19.82	 18.54	

Humanities	(all)	 19.26	 21.70	 21.21	 19.46	 19.49	 20.95	

All	Students	 19.62	 22.03	 19.00	 21.06	 18.33	 20.69	
	
The	Business	Technology	department	fill	rates	are	adequate.		It’s	worth	noting	again	
that	BT	uses	a	course	clustering	strategy,	where	one	faculty	member	teaches	
multiple	online	courses	at	once,	in	order	to	continue	to	offer	individual	courses	that	
have	low	demand.	
	
	 2012-

2013	
2013-
2014	

2014-
2015	

Business	
Tech	Fill	
Rate	

87%	 71.9%	 83%	

	
	
RESOURCES	
	
As	mentioned	above,	the	key	resource	needed	for	BT	is	the	ability	to	offer	Outlook	
training	to	students.		As	stated	above,	not	being	able	to	offer	Outlook	instruction	
serves	to	constrain	enrollment	and	hampers	alumni	employability.		In	order	to	
provide	Outlook	2016,	the	program	requires	access	to	dedicated	server	space.	
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PARTNERSHIPS	
	
Active	Partners	
	
The	BT	advisory	is	combined	with	Business	and	Accounting,	and	therefore	covers	a	
fairly	broad	topic	base.		The	committee	is	defunct	with	few	actively	participating	
members.		The	chair	is	actively	recruiting	new	members	to	sit	on	a	new	
BT/Accounting	Advisory	Committee.		This	work	should	continue.	
	
PROGRAM	SERVICES	
	
Current	students	were	surveyed	regarding	their	opinions	of	BT’s	program	services.		
They	were	asked	to	rate	each	component	on	a	scale	of	1	(poor)	to	5	(excellent).		
Responses	were	low	to	the	survey	overall	and	to	these	questions	in	particular	(N=8-
9).		Their	responses	were:	
	
	

Program	Element	 Rating	 N	
Helpful	program	information	 4.33	 9	
Effective	curriculum	structure	 4.56	 9	
Support	individual	learning	needs	 4.11	 9	
Adequate	program	resources	 4.13	 9	
Class	schedule	meets	student	needs	 4.56	 9	
Academic	advising	meets	student	needs	 4.11	 9	
Effectiveness	of	other	support	services		 3.71	 8	
How	likely	are	you	to	recommend?	 4.44	 9	

	
	
Current	students	gave	Shoreline’s	support	services	the	lowest	ranking	of	all	
program	services.		This	score	was	consistent	with	the	program	review	of	Music	
Technology	(3.75).		Shoreline	should	conduct	an	evaluation	of	its	support	services.	
	
Students	offered	few,	if	any,	comments	to	any	of	the	other	program	services.	
	
COMPETITION	
	
Shoreline’s	Business	Technology	program	is	one	of	several	similar	programs	across	
the	state,	including	the	following	in	King/Snohomish	Counties2:	
	

• Edmonds	
• Everett	
• Lake	Washington	
• Bellevue	

																																																								
2	Source:	http://www.sbctc.edu/our-colleges/search-college-programs/default.aspx?pid=62&ccid=4	
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• Highline	
• Green	River	
• North	Seattle	
• Renton		
• South	Seattle	

	
Some	of	these	schools	offer	at	least	some	of	the	curriculum	online.			
	
Students	are	quite	likely	to	recommend	this	program	to	others,	giving	it	a	4.44	on	a	
scale	of	1	(definitely	not)	to	5	(definitely)	(N=9).		
	
LABOR	MARKET	OPPORTUNITIES	
	
This	author	identified	39	different	occupations	that	could	be	a	fit	to	graduates	from	
the	BT	program.		The	Employment	Security	Department	estimates	that	20	of	these	
occupations	graduates	may	pursue	with	this	degree	will	grow	faster	than	average	
and	generate	5,700	openings	in	King	County	each	year.		It’s	worth	noting	that	these	
figures	include	positions	created	because	of	turnover.		The	average	hourly	wages	for	
all	of	these	occupations	are	listed	below.	
	
Percentile	 	 Hourly	wage	 	 Annual	wage	
25th	percentile	 $16.10		 	 $33,488	
50th	percentile	 $19.50		 	 $40,560	
75th	percentile	 $23.50		 	 $48,880	
	
The	total	list	of	jobs	titles,	wages,	and	annual	employment	can	be	found	in	Appendix	
D.	
	
The	King	County	2013	average	hourly	wage	was	$26.73	or	$55,598	annualized.		The	
wages	for	the	occupations	listed	here	are	below	that.		These	jobs	should	be	
considered	entry-level	jobs	that	provide	opportunities	for	meaningful	work	for	the	
students	served	by	BT.	Experience	in	these	positions	will	create	opportunities	to	
advance	into	higher	paying	jobs,	particularly	with	larger	organizations.	
	



APPENDIX	A	
	
Business	Technology	Waitlist	Analysis	

	
FALL	COMPARISONS	

	
WINTER	COMPARISONS	

	
SPRING	COMPARISONS	

	
2013-2014	 2014-2015	 2015-2016	

	
2013-2014	 2014-2015	 2015-2016	

	
2013-2014	 2014-2015	 2015-2016	

	
#ENR	 #WL	 #ENR	 #WL	 #ENR	 #WL	

	
#ENR	 #WL	 #ENR	 #WL	 #ENR	 #WL	

	
#ENR	 #WL	 #ENR	 #WL	 #ENR	

#W
L	

BTWRT	115	 		
	

		
	

7	 0	
	

		
	

		
	

24	 0	
	

		
	

		
	 	 	BTWRT	215	 		

	
		

	
20	 0	

	
		

	
		

	
16	 0	

	
		

	
		

	
27	 0	

BUSTC	101	 30	 0	 36	 0	 19	 0	
	

17	 0	 32	 0	 18	 5	
	

27	 0	 18	 2	 19	 0	
BUSTC	102	 11	 0	 10	 0	 7	 0	

	
12	 0	 20	 0	 12	 1	

	
13	 0	 11	 1	 6	 0	

BUSTC	103	 5	 0	 6	 0	 7	 0	
	

4	 0	 6	 0	 2	 1	
	

12	 0	 15	 1	 11	 0	
BUSTC	105	 43	 8	 19	 0	 24	 4	 		 59	 0	 17	 7	 29	 4	 		 37	 0	 32	 12	 32	 12	
BUSTC	107	 6	 0	 12	 0	 15	 0	

	
2	 0	 17	 0	 23	 0	

	
5	 0	 19	 0	 14	 0	

BUSTC	109	 99	 0	 31	 0	 67	 3	
	

61	 1	 63	 0	 66	 0	
	

61	 0	 67	 0	 27	 0	
BUSTC	112	 3	 0	 5	 0	 9	 0	

	
10	 0	 14	 0	 10	 0	

	
2	 0	 6	 0	 4	 0	

BUSTC	114	 9	 0	 11	 0	 7	 0	
	

		
	

		
	

		
	 	

		
	

		
	 	 	BUSTC	115	 23	 0	 17	 0	 		

	 	
19	 0	 23	 0	 		

	 	
		

	
		

	 	 	BUSTC	128	 13	 0	 17	 0	 16	 2	
	

24	 0	 27	 0	 18	 4	
	

17	 0	 36	 2	 21	 0	
BUSTC	129	 7	 0	 1	 0	 14	 1	

	
5	 0	 6	 0	 4	 0	

	
12	 0	 6	 0	 2	 0	

BUSTC	135	 5	 0	 3	 0	 4	 1	
	

4	 0	 2	 0	 6	 0	
	

4	 0	 1	 0	 2	 0	
BUSTC	150	 37	 6	 32	 1	 32	 2	 		 24	 0	 20	 17	 30	 18	 		 32	 3	 33	 14	 31	 18	
BUSTC	160	 11	 0	 7	 0	 7	 1	

	
7	 0	 11	 0	 10	 0	

	
8	 0	 8	 0	 7	 0	

BUSTC	170	 24	 4	 11	 0	 15	 0	 		 17	 0	 11	 7	 8	 8	 		 43	 2	 24	 11	 27	 0	
BUSTC	185	 4	 0	 2	 0	 2	 3	

	
11	 0	 3	 0	 4	 0	

	
4	 0	 4	 0	 2	 0	

BUSTC	215	 24	 0	 30	 17	 		
	 	

31	 12	 27	 0	 		
	 	

21	 0	 24	 0	
	 	BUSTC	270	 3	 0	 		

	
		

	 	
		

	
		

	
		

	 	
27	 0	 19	 0	 14	 0	

BUSTC	293	 		
	

		
	

		
	 	

		
	

		
	

6	 0	
	

		
	

		
	 	 	BUSTC	297	 		

	
		

	
1	 0	

	
		

	
		

	
		

	 	
		

	
		

	 	 	BUSTC	298	 2	 0	 1	 0	 		
	 	

		
	

		
	

0	
	 	

8	 0	 7	 4	
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BUSTC	299	 1	 0	 		
	

2	 0	
	

2	 1	 3	 3	 		
	 	

1	 0	 2	 0	
	 	



APPENDIX	B	
Business	Technology	Course	Update	Status	
Gail	Dalton,	Business	Technology	Chair,	April	2016	
	

COURSE	 STATUS	 NOTES	
BUSTC	101:		BEGINNING	
KEYBOARDING	

These	three	courses	have	gone	
through	the	Course	Review	that	
led	to	the	Program	Review.	
Instructors	have	reviewed	and	
agree	that	only	two	courses	are	
needed:	basic	and	speed.		Data	
agrees	with	this.		
We	need	to	know	new	industry	
standards	of	NWPM.	

Open	enrollment;	possibly	a	test-out	
by	NWPM	

BUSTC	102:		SPEED	
KEYBOARDING	

Proposed:	BUSTC	majors	only	

	
BUSTC	103:		SPEED	
KEYBOARDING	II	

	
Proposed:	Eliminate	

	
BUSTC	105:	
INTRODUCTORY	
COMPUTER	COURSE	
(SURVEY-TYPE	
COURSE)	

	
I	continue	to	make	changes	to	
this	course	based	on	student	
input.		I	will	make	any	major	
revisions	once	we	switch	to	the	
2016	version	of	Office	and	then	
submit	for	QM	certification.	

Proposed:	This	course	should	be	
taken	by	all	beginning	college	
students—as	per	student	feedback	
and	instructor	recommendation.	It	
gives	them	the	tools	they	need	for	
other	courses.	

BUSTC	107:	TEN-KEY	
(COMPUTER)	

Instructors	have	raised	the	KPH	
significantly.	
We	need	to	know	new	industry	
standards	of	KPH	before	we	
finalize	the	2016	version.	

This	course	is	needed	by	Accounting	
Generally,	only	Accounting/BUSTC	
students	take	this	course.	

BUSTC	112:	FILING	
(HARD	COPY)	

This	course	is	currently	limited	to	
BUSTC	majors.		Instructors	have	
discussed	the	current	validity	of	
this	course,	as	it	deals	with	paper	
files.		No	changes	have	been	
made	to	this	course	for	many	
years.	

It	has	been	noted	that	other	
disciplines,	e.g.	health,	might	benefit	
from	this	course,	as	some	offices	are	
still	using	paper	files	for	patients.	

BTWRT	115:	BUSINESS	
ENGLISH	

Course	modification	complete	
QM	Certified	2015	

This	course	is	useful	for	all	re-entry	
students	who	need	review	of	basic	
English—grammar,	punctuation,	
spelling,	etc.	

BUSTC	128:	WORD	I	 These	three	levels	of	Word-based	
courses	are	being	studied	by	
instructors.	We	need	a	course	
review	to	determine	if	changes	
are	needed.	Of	particular	concern	
is	the	BUSTC	135	course,	which	
may	be	duplicative	of	the	other	
Word	courses.			
After	possible	redesign	of	these	
courses,	they	will	be	submitted	to	
QM	for	certification.	

Proposed:		Continued	study,	
perhaps	even	a	course	review.	
Look	at	needs	of	industry	for	
Word	program—how	much	
knowledge	is	needed…what	are	
current,	typical	tasks?		

BUSTC	129:	WORD	II	
BUSTC	135:	APPLIED	
WORD	PROCESSING	

BUSTC	150:	EXCEL	
(LEVELS	1	AND	II)	

This	course	covers	two	levels	in	
one	quarter,	whereas	Word	takes	
two-three	quarters.	This	does	not	
make	sense,	as	Excel	is	a	more	
difficult	application	to	master.		
Feedback	has	been	twofold:		

As	it	is	currently	offered,	this	course	
meets	the	QRS	for	the	college.	
Modifications	to	the	structure	might	
change	that	status.		This	course	is	
needed	by	students	in	many	other	
programs.	
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1)	divide	into	two	levels,	and	2)	
offer	a	more	advanced	level	
course.		
After	possible	redesign	of	this	
course,	I	will	be	submit	to	QM	for	
certification.	

Proposed:	Continued	study	by	
instructors	to	determine	the	possible	
redesign	of	this	course.	

BUSTC	160:	
POWERPOINT	

No	official	review	is	underway	at	
this	time.		This	course	will	be	
revised	based	on	the	2016	
version	of	Office,	and	ultimately	
submitted	to	QM	for	certification.	

Proposed:	Continued	study	by	
instructors	to	determine	the	possible	
redesign	of	this	course	as	we	
transition	to	Office	2016.	

BUSTC	170:	ACCESS	
(LEVELS	1	AND	II)	

This	course	covers	two	levels	in	
one	quarter;	it	is	a	difficult	
application	to	learn	thoroughly.	I	
am	currently	trying	to	determine	
if	two	courses	are	viable:	an	
introductory	level,	and	an	
advanced	level.			

This	course	is	needed	by	students	in	
many	other	programs.	
Proposed:	Continued	study	by	
instructors	to	determine	the	possible	
redesign	of	this	course	as	we	
transition	to	Office	2016.	

BUSTC	185:	PUBLISHER	 No	current	review	of	this	course.		
Faculty	sense	that	this	may	not	
be	a	desired	software	in	today’s	
job	market.			
We	need	to	know	if	this	
software	is	currently	used	by	
industry.	

Once	we	determine	the	usefulness	of	
this	course,	we	will	proceed	with	
revisions	or	elimination	of	the	
course.	

BTWRT	215:	
PROFESSIONAL	
COMMUNICATIONS	

Course	modification	complete	
QM	Certified	2016	

This	course	meets	the	English	101	
requirement	for	graduation	with	an	
AAAS	degree.	

	
	
BUSTC	270:	OFFICE	
PROCEDURES:	
CAPSTONE	COURSE	FOR	
BUSTC	MAJORS	

	
Course	modification	almost	

complete	
To	be	submitted	to	QM	for	
certification	in	June	

	

This	is	the	CAPSTONE	COURSE	for	
BUSTC	majors.	It	is	only	offered	in	
the	spring	of	each	school	year.	The	
course	was	formerly	taught	by	an	
adjunct	in	Oregon.		I	took	on	this	
course	to	revise/instruct	with	
increased	rigor.			

	
BUSTC	293:	OUTLOOK	

	
Course	resurrected	last	winter	by	
adjunct	faculty	with	revised	
curriculum.	
Curriculum	will	need	
modifications	once	“server”	
space	is	made	available	by	TSS.	
Instructors	believe	this	course	is	
essential	for	today’s	office	
workers.	We	need	industry	
input.	
We	need	TSS	cooperation	in	
offering	this	course.	

Course	cannot	be	offered	again	
this	fall	without	TSS	setting	up	a	
“server”	space	and	special	
accounts	for	students.	
Advisory	Committee	recommended	
this	course	be	offered.		Former	
students	indicate	a	lack	of	these	
skills	due	to	this	course	not	being	
offered	for	many	years.	

	
Some	key	acronyms:				 	
BUSTC	=	Business	Technology	
BTWRT	=	Business	courses	with	writing	component	
KPH	=	Keystrokes	per	hour	for	10-key		
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NWPM	=	Net	words	per	minute	(actual	words	per	minute	minus	mistakes)	
QM	=	Quality	Matters,	a	national	program	of	peer-review	and	certification	of	courses	
that	meet	alignment	criteria	
QRS	=	Quantitative	Reasoning	Standard	(course	has	key	math	component)	
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APPENDIX	C		
Business	Technology	Program	Outcomes	Analysis	
	 	 	 	

		

		 AA
AS	

Soft
ware	
Apps	

Cust	Svc	
Spc	
/Recept
ionist	

Micros
oft	
Applica
tions	

Office	
Asst	
/Recept
ionist	

Off
ice	
Cle
rk	

Office	
Techn
ology	

Word	
Proce
ssing	

Bu
si
ne
ss
	O
ffi
ce
	P
ra
ct
ic
es
	

Knowled
ge	of	
current	
business	
practice	
and	office	
technolog
ies.		

X	 		 		 		 		 		 		 		

Apply	
standard	
business	
office	
practices	
and	
procedur
es.		

		 		 		 		 		 		 X	 		

Or
ga
ni
ze
	a
nd
	p
ri
or
iti
ze
	w
or
k	

An	ability	
to	
prioritize,	
organize,	
and	plan	
office	
work.		

X	 		 		 		 		 		 		 		

an	ability	
to	
organize	
office	
documen
ts		

		 		 X	 		 X	 X	 		 		

Plan,	
organize,	
and	
prioritize	
work	in	a	
typical	
business	
environm
ent.		

		 		 		 		 		 		 X	 		
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Te
ch
ni
ca
l	s
ki
lls
	

An	ability	
to	use	
current	
computer	
software	
packages	
proficient
ly.		

X	 		 		 		 		 		 		 		

Employ	
technolog
y	tools	
such	as	
Word	and	
Excel	to	
achieve	
satisfacto
ry	
standards	
for	entry	
level	
work.		

		 		 		 		 		 		 X	 		

A	
working	
knowledg
e	of	
keyboard
ing	

		 		 		 		 		 		 		 X	

a	
working	
knowledg
e	of	word	
processin
g	

		 X	 X	 X	 X	 X	 		 X	

a	
working	
knowledg
e	of	
spreadsh
eets	

		 X	 X	 X	 		 		 		 		

a	
working	
knowledg
e	of	
databases	

		 X	 		 X	 		 		 		 		
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a	
working	
knowledg
e	of	
graphic	
presentat
ions		

		 X	 		 X	 		 		 		 		

A	
working	
knowledg
e	of	
calculator
s	

		 		 		 		 		 X	 		 		

Demonstr
ate	
proficien
cy	in	
basic	
payroll	
practices.		

		 		 		 		 		 		 X	 		

Co
m
m
un
ic
at
io
n	
sk
ill
s	

communi
cation	
and	
interpers
onal	skills	
necessary	
to	work	
effectivel
y	with	
others.		

X	 		 		 		 		 		 		 		

an	ability	
to	
communi
cate	
positively	
to	
internal	
and	
external	
customer	

		 		 X	 		 X	 X	 		 		
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a	
working	
knowledg
e	of	
current	
business	
communi
cations	

		 		 		 		 X	 		 		 		

Communi
cate	
effectivel
y	in	an	
office	
setting.		

		 		 		 		 		 		 X	 		

An	ability	
to	
manage	
informati
on	
effectivel
y.		

X	 		 		 		 		 		 		 		
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APPENDIX	D	
BT	Labor	Market	Data	
Wage	data	is	for	Seattle-Bellevue-Everett	
Total	annual	openings	for	the	Seattle-King	County	WDA	
Bold	occupations	growing	faster	than	county	average	
	

SOC Seattle-Bellevue-Everett, WA MD Percentiles	
 

code Occupational title 
Ave. 
wage 25th 50th 75th 

  
Avera

ge 
annual 

total 
openin

gs  
2014-
2019 
(King 
Count

y 
WDA) 

       43-1011 Office & Administrative Support Worker Supervisors $28.94 $21.53 $27.14 $34.84 361 

43-2011 
Switchboard Operators, Including Answering Service 

$16.94 $14.05 $16.47 $18.68 21 

43-3011 
Bill & Account Collectors 

$17.94 $13.80 $17.65 $21.47 64 

43-3021 
Billing & Posting Clerks & Machine Operators 

$20.06 $16.57 $20.10 $23.27 162 

43-3031 
Bookkeeping, Accounting & Auditing Clerks 

$21.21 $16.52 $20.42 $24.47 357 

43-3051 
Payroll & Timekeeping Clerks 

$22.84 $19.36 $22.42 $26.76 57 

43-3061 
Procurement Clerks 

$21.45 $18.03 $21.33 $25.10 18 

43-3071 
Tellers 

$14.72 $12.75 $14.24 $16.57 86 

43-3099 
Financial Clerks, All Other 

$21.74 $17.10 $20.52 $24.06 7 

43-4011 
Brokerage Clerks 

$24.38 $18.91 $24.93 $28.81 10 

43-4031 
Court, Municipal & License Clerks 

$24.42 $20.49 $24.87 $27.91 19 

43-4041 
Credit Authorizers, Checkers & Clerks 

$24.38 $17.56 $20.99 $25.96 8 

43-4051 
Customer Service Representatives 

$18.68 $14.57 $17.84 $22.11 974 

43-4071 
File Clerks 

$16.87 $12.39 $15.58 $20.61 38 

43-4081 
Hotel, Motel & Resort Desk Clerks 

$11.96 $10.31 $11.41 $13.19 98 

43-4111 
Interviewers, Except Eligibility & Loan 

$19.17 $15.88 $18.89 $22.24 79 

43-4121 
Library Assistants, Clerical 

$13.65 $12.14 $13.42 $14.68 42 

43-4131 
Loan Interviewers & Clerks 

$17.41 $13.26 $16.90 $21.34 14 

43-4141 
New Accounts Clerks 

$19.37 $17.07 $18.92 $21.68 1 

43-4151 
Order Clerks 

$17.80 $14.26 $17.40 $21.10 99 

43-4161 
Human Resources Assistants, Except Payroll & 
Timekeeping $20.79 $17.36 $20.77 $23.73 43 

43-4171 
Receptionists & Information Clerks 

$15.90 $13.02 $15.43 $18.39 389 

43-4181 
Reservation/Transportation Ticket Agents/Travel 
Clerks $16.08 $11.53 $14.95 $20.52 66 

43-4199 
Information & Record Clerks, All Other 

$18.93 $15.54 $18.35 $22.44 50 

43-5021 
Couriers & Messengers 

$14.75 $12.69 $14.48 $17.04 24 
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43-5031 
Police, Fire & Ambulance Dispatchers 

$28.13 $25.16 $28.17 $32.13 29 

43-5032 Dispatchers (Except Police, Fire & Ambulance) $23.41 $16.84 $21.89 $28.27 74 

43-5061 
Production, Planning & Expediting Clerks 

$25.14 $18.91 $23.37 $32.04 162 

43-5071 
Shipping, Receiving & Traffic Clerks 

$18.16 $13.73 $17.13 $21.33 168 

43-5081 
Stock Clerks & Order Fillers 

$15.39 $11.12 $13.94 $19.17 598 

43-5111 
Weighers/Measurers/Checkers & Samplers, 
Recordkeeping $18.09 $15.07 $18.30 $21.61 18 

43-6011 
Executive Secretaries & Administrative Assistants 

$27.77 $22.72 $27.33 $32.49 100 

43-6012 
Legal Secretaries 

$24.79 $18.26 $24.94 $31.72 12 

43-6013 
Medical Secretaries 

$21.20 $17.73 $20.96 $24.31 135 

43-6014 
Secretaries & Admin Assts, Except Legal/Medical 
& Exec $20.25 $16.66 $20.18 $23.45 428 

43-9011 
Computer Operators 

$21.62 $17.03 $21.49 $26.45 20 

43-9021 
Data Entry Keyers 

$18.35 $14.62 $17.61 $21.61 32 

43-9022 
Word Processors & Typists 

$25.78 $20.50 $24.30 $31.81 0 

43-9041 
Insurance Claims & Policy Processing Clerks 

$19.74 $16.23 $19.17 $22.97 46 

43-9061 
Office Clerks, General 

$16.51 $12.86 $15.63 $19.08 828 

	
	



Appendix	E	-	Student	and	Alumni	Survey	Results	������������������������������������������� 
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