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CHAPTER I

INTRODUCTION

Junior Colleges in the LosAtigeles DliStrict are faced with a

significant problem: their enrollment it declining in *both day and

evenirig Classes. Apart Troth The-enormoUs-ramifications induced by _ _

cutbacks'in general spending produced by insufficient Average Daily

Attendance (ADA), of major concern is the fact that the cost
.

able decreasein enrollment is exhibited -by (1) wonen and;ininorities;

and (2) by!politiCal boundaries: Eagle Rock-(ER); Highland:Park:(RY),

.and Lincoln Heigats (LH).

i

.

!Los Angeles City College supports the District-tre

decreased enrollment. Indeed!City!strend was even more severe during!

ds toward

Fall 1969 througl Spring 1972,-when there was a sharp declinein

ing enrollment- at the school while Dist evening enrollment remain-
.

-

ed fairly constant. .

Dr. Arthur Cherdak, Director of Research for the Ms-Angeles

-Community College District, provided copies of a DittrictAreport on

enrolls it and attendance statistics for Los Angeles...City College

froth 19614 to 1974.

tiOnal information

that students from

Lincoln leights. .(90031) were attending other colleges. The following

is a sumMary of that information, (ITV refers to courses taken by

,television);

This material is set forth as! Appendix A. Addi-

from a computer enrollmenttyy zip code indicated

Eagle Rock (90041), Highiand.Park C90042), and

1
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Zip. Total East L.A. City Trade Tech

90031 60 272 179 135.

90041 242 46 ., 88 53,

900142 658, 209 229 182

_t

Valley Mr

0 15'

36 7

25 1.3

The 'District office handling inter'- district permits revealed

approximately 900,..s.tpdents...Tere attending_ Glendale College which is

located:northeast of Los Angeles City College and bordering Eagle ROOK;

However, those students do not come from just, Eagle;Hock.but from
rother City of Los Angeles areas such as Atwater, "Glassell Park, Higi-

land Park, rhajTga, ,,Sunland, Thrth Hollywood, as well as the city of

'Burbank; Appendix-13 reflects a map of the Los Angeles -Community

College District by zip code and 'density of student population, The

circled C on the map is Los Angeles City College (LACCI..

It appears that. more Nstuderits should be enrolling at LACC.

Ity, then, are these potential students faiTifirtirtegister-?Why,_if

they register, do they fail to Wow up in school for class,es (no-

shows1? And, if they show up inclasses, why .do they-becdme "drop.

outS"?

General research begins to answer these questions, at leas t

rin part. it seems that the bulk of those questioned indicated that

they have a general fear of filling out forms. Moreover, though they

believe that more education. will enhance their Pb and social poteil

tial, theY fear eturning to school becarse that has frequently

__meant failure for them in the past.

If minorities and women perceive education as a means ,of

2
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bettering themselves, yet maintain a fear of filling out forms and a

_ .

fear of failing Once-again which result in their not enrolling in

college or enrolling in college and not showingUpor ultimately

dropping out of school, what can Los Angeles ,City Collegedo to help

774P

them assuage and overcome their feats in order for them to use'a

means they have identified as one that would help theMiadvance?
r.

Our concern_is.,also_for_the.general_population_in_EagleLRock4_-_____

.
.Highland Park and Lincoln Heights who, for some reason, will not or.

cannot come to the LACC campus'for clasges. This generates interest

1. '

in a Satellite Program or Outreach classes. Recruiting students
.4)

by telephone, the subject of this thesip, ww devised as a possible,

.

way of ,dealing with the problem.
#'

.During November 1973, Mr, Gilbert R. Barron, pacific-Tele-

.phone Company CdriSdltant assigned to LACC, and Stanley. L. Schall,

Coordinator of Career Education and Off campus Programs, discussed

educational marketing concepts.. Mr, Barron provided Information,on
4

/ -4

"Phon&Poller'Lla-terniused by the Telephone COmpany to describe a

marketing technique used by private industry to increase---the_s.

a particular prOduct. Several subsequent detailed,cOnferences took

place and it appeared there were -certain applications within "Phone

Power" that
0

could be used In recruiting_studentsby telephone. As

a result of Mr. Barron's suggestion and knowledge of telephorie mar,.

keting techniques, a ect began, to take shape.

3
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THE PROBL4M,.
i.'

.
. -.

"Recruiting Students by Telephonenay.be he first planned_

phone campaign by .a catmUnity college anywhere in the country to in- '

. .
\

, ..crease erirollment. It -is currently an' on-going project at Los Angeles .

-,. . , c 0v., .

City College. .

4

*9'

Ihis stu'ay will determine Whether recruitran4 of'students by

teaephone will4ignificantly increase enrollhnentaat Los Angeles City

College by'at ieaft 10q. , fl

-de hope to be able, to antwerthe following questions:

1.> 'Can selected college studehts_be trained i0 successfully'

recruit .telephone ?'

2.. Cat) a sufficient number of .students be xecv4ited to make

the "Recruiting Students by Telephone7progral'-n_csOst

effeotive?

3. Is there ,a correlation between residential or geographic

areas and clatset takenby students-.recruited by telephone ?'

BASIO ASSUMPTIONS
O

For purpoSes of this study, we are assuming that (1) students

who are-selebte aisted occupational major as counselors and

who work. as peer cotinselors at college and high schools will succeed

in recruiting' students by telephorTI , and (2) potential students. for

the Fall 1974 serester can beidenified and recruited throui Los.

/Angeles City College files of To Shows" and "Drop Out's", as well,as

by the use of cross- -index city directories for the northeast area Of
,

Los Angeles: Eagle Rock, Highland Park and Lincoln Heights,
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DEFINITION OF TEWS

Averake Daily Attendance (ADA) i.A'maximum dfst;ipt average of

18 hours of attendance for students in freshman and sop ompre.gradel

courses is allowable during any'five-day school week in a regular

quarter or'semester, ADA in a quarter or semester cannot exceed

1,2 times the number different pupils enrolled as of the census'

date. A unit of.ADA is ?5 contact hours of enrollment per academic

\year, or 3 contact hours o enrollment per, for the miniNT required

175 days of dchooll or 15 con act hours of erlrollment,pereek for
to .

.35 weeks.enever any,.reference is made to a specific "whole number oft
. ,,

...un.
its of ADA, said number shaliiinclude any fraction above said number

whd.ch-is less than one-half of a unit,, and any fractiontof one-half pr
.

more of a unit a bovehe next lowest whole number.

, ^

-
Instructional Television-CUM, College credit courses that .

are offered over the television to the public, Any high school gradu-

ate, or. anyone over 18, can enroll and recelve,Community College credit

of from one to three units,

Inter- District .Nrudts, Permits that "are required by students

Ilto live in the Los Angeles Community-College District and attend

another college outside the District.-'

No Shows. Students who sUbmit'ansapplication for admission

to,the college but fail to register for the:Li, clAses.

Drop Outs' Students Who are admitted to the college and

register for classes. These students enter the cliss but drop out

Jptior to census week or just after'Censu,s'week. - \
f-

1 0
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Phone Power A term uSedby the Telephone Company to deseribe-.
.

. .

a procedure of marketing a product or sales campaign over the telephone.

Peer Counselors ,Counselors who are students ih the Psychologi.-

Servces*,protgiaftrat LACC and who rprovide:counselingservices to -

other stfident's or potential: students. .r
0

l

. .

Coordinators College faculty vho are given actin time aSsign.-
. .

. .

.rrETt performing administrative and staff functions. Coordinators pei'-

torm

,
.

line ftinctions by,d'irecfton'fr:om the Dean. Although they are
.

below the rank of Assistant Dean and have no authority, they generally
,

i-eiSort to the Dean.

tellite Program Series'of off-campus classes.that are

'/
held at a fixed location from semester to semester. The site is

known as .kri extension of the tain campUS with' administrative control

rerrainine at the main campus, Appendix'C is trio' LACC Satellite.

r

"Philosophy which was wzlittenby Messrs. Stanley L. Schad and Charles

.
Brown, Coordinator of. Admissions.;

Outre6.ch4ClasSes One or more classes held at various locations

throughout the city. The classes are held on a semester to semester
04

basis based on a need: assessment. These classes are generally held

in 'office buildings 'and offered in the evening or on 'lunch hoilrs.

)

4
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COStE OF-THg,STUDY

qbe studYmill be limited to.,56,520 phone calls and willbe '-
.

.conducted in two Phases. :Ciagfi'rst f)haQeWill be approgrately:/,000

-phone ca4sirade to persons who eretaintliar-with LACC. This will

provide' the,r student workers making the Calls a change
I
to develop a.,

. .

sophisticated telephone Presentation. The second phase will be
,

directed to persons livjng in the gorthea.st Los Angeles area. These

-.

persons, presunably,owouldbcthalhad cOptaet with LACC. A time

.

.

fYerre,of six months will be used for the entire recruiting process

:however, the project will latt two years, to determine if these

students recruited by phone remained Tin college. If the student

s ,

leaves, krecord all be kept tp determine the reason for.droppdrig

out

ORGANIZATION' OF IHE STUDY

.

tr5
c

4
O

The present chapter has stated the problem scussed the

"

reasons why the topic is of importancelistea So' basic assumptions,

defined terms, and briefly outline the scope of the study.
ei

. ..

Chapter II presents a review of related literatpre,and the'i,

interview of per
1

sonnel from another College District who experimented
. ,

p..witla recruiting

Chapter

study.

students by telephone.,

III explains the procedure usekin the design of

4
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BACKGROUND ,°
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4

Recruiting new students for a community college by telephone

is _apparently a relatively new technique. The only Other college 2..

that the researcher was, able to identify that 'has, used. similar

approach was-the Peralta Community College District in Oakland,

California. 11AeY used vOlinteers for five days in calling prior

students. Details ,of this program will be explained later.

A search of all mailable documentatior, on recruiting,by

telephone, telephone instruction, and telephone conmunications

through the Division,of Re. searchl, OffiCe of the Los'ArTgite-s--GEtnty.

*r* 141,Are-;."#1"

Superintendent e4-Scliools-, knownkas LANCERS, provided 89 abstracts,

4,
with 24,,of 'them remotely covering the problem area. A review of the

--twelyeirost-'-prondsing documents themselves .did not disclose any '
significant infornatioh,pertaining to recruitment enrollment tends

,

or telephone calling techniques. ,;*,

It appeared that Peralta Community College District and Lb's'

Ange.i.es,.CitY College are the only ,known colleges 'involved in

,experitnental research. ,

-

Research of ,literature I therefore directed -towafd

4
(1) enrolairient trends tproudiout the United States, and (2) eduoa-

ticnal marketing theories and the interview of personnel involved in

Peralta Community Coliege DistriC project.

r-
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National Enr011ment Trends

z

LyMan All:Glennx States (1:.3) the average age of those who

attend college Won the rise, especially in comMunity colleges, and

a greater prbportiomotstxdents are part-time rather than TUll time..

.

y
Glenny continues that (10) the average age of students who attend'

4

several afferent types of proprietary institutionsn the 18 to 24

year old rangeis,,tfie same as formammunity colleges. This .fact

seems to indicate-thatiwhereas the college L.ing rate is down,. the

post-lecondary,educatiOn rate nay be- unaffected or may be going up.

Glenny Comments on the spending of fede 1 dollars for,low-

income studerit*to attend a post-secondary school

the, ederai government provided the bulk of its stu

:5). In 1971,

t aid dollars

-,to the lowest income faMilies. The Nixon Administrati

a plan that provided aid tfamilies below mediaiPl*ilY

rest wenttO the lowest-income families. *Weyer, unsUbsi

were available to those above the $10,000Uper yealevel.

problems for 6f1ering-aid-to-the-lowest-incamrgroubsNreve compounded
.

-by the .introdudtion of new loan programs which coveYed a. wide spec
. #

supported

-

come and.

zed. loans

- A.

trunloi. fanny income groUps. An additional factor itizA*Ding needy:

potential college students (1:8).is that none of theirajor-federall

funded student aidprograms:lias-eVer been fully funded at the, level

planned to meet the demonstrated needs of, the, students for which the
fr

prograth was autieorized.

fit inflation increases, the losers (1:11) are the low income
.

students. They. will be limited to no college) to short courses in

1. 4q9(
4
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proprietary institutions, or to public institutions able to maintain

low tuitions 7 -.primarily the community colleges.

t
Glenny comMentt on theTensus Bureau (1:7) who estimates a

sharp drop in the, number of college-age youth after 1980, almost

paralleling the sharp rises duringothe 19601s: By 1991, we will

have about ,the same number,of colldge age youth as we had back in

1965 or 1966. Unless the number of the births shows ah increase in

1973 or..1974$ the number of college-age youth will, of necessity,

show further declines after 1991. , The'nuMberof1.8 to 21 year olds

-

tN>

-

thetradftional age &row furnishing most of the students to

colleges and universities will be ,reduced by 23% between 1980

and 1991 (1:10)_.
'

,

Fall enrollments in higher educatioh for the periods from

1969 to 1971 were as follows(2:1):
% Change

Tublic.Institutions- 1969 Fall 1970 Fall 1969-1970

-

Universities

Other It year

. 2 year

2,233,-766 2,350;204 , +5.2

1,857,837 2,023,882 +8.9

1,847,910 2,101 972 . +13,7

%-Change
1971 Fall '1970.4971

Universities 2,372,551 . +1.0

-'other It year 2,1151522 0 +415

,2, year 2$366,612 +12:6

NN

.15,
10

6
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There has been continued growth of enrollments in public

two-year institutions (community collegeS) in 1971. Community

colleges increased substantially from 654 in 1970 to 699 in 1971,

an increase of 6.9'1'. The colleges opened to a rather large, enroll-

ment and their enrollments tended to increase rather rapidly for

the following several" years. There has been a recent increase of

interest in vocational programs, and community colleges are' generally

more responsive.to community or area needs S2:2).

TWo-ycar institutions enrolled 90.9% :of the national total

of terminalbccupationalenrollments:in 1971, an increase of 28.2%

over 1970. This was substantially greater than the 11.9% increase

in total enrollment in two-year institutUons'over the same period

(2:5).

.

Virtually all gains :*.n the enrollnerit9e first-tine students

,

in Fall 1971 are attributable to public two-year institutions, which

enrolled 9:8% more first-time students in the Fall of 1971 than in

1970 - -,and even this increase.did,nOt.keep pace :with the 12,6%

increase in total enrollment inyublio tdo-year inStitutionS.

o

11
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Marketing Education

;I?

According, to Thomas E. Corts (3),, a college is the "seller",

the product is education, and the student (with his parents, perhaps)

is the purchaser or consumer.

Corts continues, as with busineSs and industry, higher

educational institutions must assume a consumer-oriented posture.

.

Such a commitment involves management goals:, faculty and administra-

tive education and reformulation of some long- standing practices.,

Eugene H. Pram summarizes his theory on. educational market-

ing (4),in the field of higher:educatian, a:marketing approach can-

help-the ,college to focus on-the customers and to make realistic,

assessments of what they are and where they are going, because if,

,

thectistomers- done t buy, the institution will- die.

At the risk Of "turning off",college administrators because
1

of the so- called secular attitude of business meqlOds', let's look at

one major management area that is.normally neglected by colleges-aripl---

.

universities. It should be kept in mdnd'that business techniques °

can be-used in operations aimed at goals other than profit: These

.

tools can be used to increase efficiency in reaching an institutiont8

objectiVes, as dell,erminedoy the ,school's previously-established

philosophy, so states Robert G. Lynch (5).

et

7-.
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peralta Community College DiStrict

Without calling it "Phone Power" Peralta Community.College

District initiated Operation CallBackinJanuary.1974. The intent

->Of the project was to haVe as many as possible former Peralta Coin-

munitylCollegeDistrict students return to. college,. The concept

was desighed by Dr: Thomas W. Fryer, Jr.-,-Chancelldi, of the District..

Mr. H. Pat Balen, meMber of,the Board of TruStees of

Peralta, sand Ms. Beverly Mitchell,, DirectOr of Public Information
N 2,

for the C011ege District were interviewed by Mr. Charles\Brown on

-g6 Jane 1974 regaiding.Cperation Call W[c.-:Sorre. 300'persons from.

. .

throughout the,DiAtriot were generals with their time, volunteering,

.,, .

lOng evening,hours to makethe telephone.calis. Among theie\Were

25 Volunteers Pr-1/4)m College of Alameda; 39 fromVorth Peralta Com-
..

.

munity College 133 from Laney College; 40 from Merritt Collega,and

, 60 from the District office. 'A 'total -of 14,86 calls Was made

?
within a five-day perlodo stated Ms. Mitchell. - . 4

Mr: Balentstated that, of the 50;000 former students tobe

contacted by 300. volunteers in five evenings', .the 14,869calls,

resulted *in about $700;000 additional income. tills amount repre-

sented an incl.-lease of 685 ADA beyond estimates made in the Fall of

1973

-Ccpies of the general instruction' for Operation Call BaCk

are' at the end Of thia chapter. Although. Peralta's Operation

Call Back did not use telephone consultant s',, it was Structured

differently from that of los Angeles City.College's.effort, they

18
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achieVed success and should be conirended for their pistrict-wide

effort and support by faculty, staff, clerical and adminis-.

trative personnel.

SUMMARY

National enrollment trends indicate more minorities will

be-- coming to community colleges. as- federal- aid 0-needy students

begins to dwindle. There' aS been an increase in students

,..

attending college part-time for terminal or occupational programs

.and it is anticipated that,

number of 10-21 year olds the traditional age group furnishing

,Most of.the'students. colleges and unixgraities -'-- will .be
. .

4T

\.

reduced b1-23%'
.. \

.

-

between the years 1980. and 1991, the

If the 'collegeSare to provide educational services to the

corn they will have to devise some ranagement tools for rar-
-c

keting educational programs' ,which should be based on a needs

assessment,.

The success of Peralta ComMunity College District!a

OperationCallBack. is Indic tive of what cari be accomplished by°

using the telephone to recruit students for community colleges.

19
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THE PERALTA COLLEGES
Office of the Chancellor

'General Introduction and- Instructions to Telephone Phase of Operation

Callback:

There are tlree.main purposes of the personal telephone phase of

Operation Callback: %

1. to express in a varmandlriendly manner a continuing interest on
the part - of the Peralta Colleges in the individual's who have

attended one of our five institutions.

_2. to invite these individuals to return to one' of-the'Peralta

'Colleges and participate in the many educational, services still

avarals4 through' our-Distritt,------- - -1_, _ _ _ _ _ _ _

3. to obtain important information and feedback from our former .

. students concerning their experiences is the Peralta CollOges and

ways in which we may be able to improve our services.

Each of the-above is important:

It is entire y-pcssible that 'some individuals who receive calls from

us maybe irritated by being bothered again or may feel that-a telepho

call to then is ina0-propriate for some :'reason 'or-another. Should this

Occur, it is important that- -the caller maintain a friendly attitude;

express.continued interest.in the individual, try to obtain linatever

information is'pos"sible concerning the individualls experience in the

. District and so me feeling for why that persOn'is nothappy,:with,our

District. lit no time should a caller eipgae in an argument -Or-aily1._

kind of "heated discussion" with an individualbecna called.

It is possible that callers may be asked questions they 171.1113e unable

to answer, e.g., queStions on curriculum or class schedules. In this

event, rather than running the, risk of giving-Ancorrect information

scallers,sbould reCOMinend_that the in,ilivit141 call the College, for a

counseling appointment. 'r

It is also important that the interview'schedule-Wie completed

during each of the telephone calls not be'read in a rote fashion.- A

casual conversational approach should'be m4de.with individual adaptations,.

of the'script beici made by the caller' in such a way thst.a personal

tone is communicated rather than a mechanical reading froma script,

ne'

,

This .entire effort is crucial
during the remainder of-,1974.
Peralta district to volukecer

Thanks!

And good luck with your calls.

T1TF:=a

1/7/74

to the success of our District's operations

Your willingness as a staff member in the

your tiro 4 and:service is zireatly appreciated.

20
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OPERATION CALL BACK

THE PERALTA COLLEGES

SCRIPT IUSTRUCTIONS AND STUDENT RESPOSES

up.

(Keep telephone calls brief, voices warm, don't read the formlind make notes with
reply information. Print clearly; if someone else cahnot'read your writing, then
the call teas of no'hirp.. Community college djstrictsfind it especially difficult .

to fellow up on past students. All of. us teed this information in order to serve
students.)

NAME OF STUDENT 'INNEN°.

,

COLLEGE ATTENDED (No answer)

date/time dite/time
(Write person's same and phone number on form after dialing but before person answers)

.
..

"Good evening. .I'm from the Peralta Community College District. You may
remember that , Presideht of College, sent you a letter asking if

_.you might like to enroll 'again. We are teliOhoning to find .out, if the-college
district can serve you againn anYnew.hey:'

Do you mind if I ask you how you liked attending
.%

College and shy you enrolled?.

trny did ,you happen to'leMVe
. College?

Do 'you feel you got what yOu needed.there?

We.need that information so we can do a better job for all of our student's...

DO.yOu'have suggestiont'for.any net/ programs?

Do you have any other comments?

.
If you. have a job that keeps you,

from attending weetday classca,.some of the colleges have Saturday cliitses and all
of them have evening programs.. All Peralta colleges are taking registration nosy
for the new terms. Locally,Nthese include College of Alameda, Laney, Merritt and
,Merth Peralta Colleges. If yoUrkeeci-iii-a-aillormAtion call .834-5500, the Peralta.
Ditirict office, cr any of the colleges - -they are all listed in the telephone direc-
tory under Peralta Colleges. Thank ye so much for your help. We are sure there
are courses in the Peralta District that\you would enjoy and find useful. Wily not z,
check with us occasionally. New classes are developed'each term...thanks.again." .

Return this completed form to the Office of the President if at a college, or Office
of Informai,ion.Services 1:f'-at .the-Dierri,er-Ofil e

4
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CHAPTER in

Introduction

Thee researcher has d gied this .study around a descriptive

and experimental approach utilizing Los Angeles City College students

from the Psychological Services Program-- Peer Cdunselors to

recruit students by telephone. 'Some basic management principles will,

be incorporated into the report along with forms specifically designed

to gather and,,anal,yze the data.

.Sources of Data

Census tract -information be usedt;,provide demographic
s-N

data bn the Northeast area oLLos Angeless. Enrollment trends,will be

e ,

analyzed at the Los Angeles Community College District Research Office;

Cost analysis data will .be-developed, from.anticipated Tele-

phone Company charges and the State of California Community College t

ADA fog mala for career education students. NO shows acid dropouts

will be identified and their records collected byLACC Admissions

,personnel. A cross index City Directory, for-the Northeasts:ection of

Los Angeles (Eagle Rock, Highland Park andLincolrOeights) :viii be

-rented for the second phase Of:".the recruitment plan. tkisting

college forms and computer print-outs will be used to 'record students

enrolled, their zip codes and classes, as a result of the study.

A questionnaire will be desigied for a limited survey prior to

'Phase II,'

422
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Research. Method - Phase I

Before imp ementing the study, a cast analysis and time
. .

fume must be sub tted to the .Dean of Instruction for review and

them pfesented to. the College President'and-the remaining Staff for

approval.

The cost analysis will Have the following_breakdown:

1. Number of.calls to be made

'2. What hours Of the dAy the calls will be made

3. Startihg and closing date of the study 0

4. HoW many student workers will be. hired

5. Salary for studentWorketsr---

6. .Expenses for in-service training

t
-

7. Mileage, parking and meals for in-service training

8. IdentifiCation of success rate so a return on the

investment can-be-computed

Number Of: telephone instruments to be used with a private

line (PL). Telephone numbei, is different from

any of those at the college. This is to control

telephone billing..

A cost effective analysis'was made, see Appendix D, which:

revealed that for an outlay of $9,057, the College District could.s
r

ti-

&receive a minimum of .$26414.84 and a maximum of approximately

4670,140. ahese:flgures .are based on a 10% increase of enrollment

over the Fall 1973 semester - 1,918 new students - - and that each

`student took at least one' 3-unit course. This would mean 5;754 units`

23
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or hOurs of instruction. If the enrollment remains constant

the new students remain in college fOr one year then this amount,'

,

couldbe-domputied.under the Foundation Ptogram Guarantee for AAA. t
4

A time frame. must also be developed-for the pAsentation.

The outline is as follows:

Nov. 1973' Conceptual model discussed

Jan.'i974 and'analyze: data lc& cost analysisp...

Feb. 1974

March 1974

Collect enrollment trend_data

_ Deyelop-general needs assessment

Preient proposal to College President and staff

- Receive gpproval-for study

Notify Academic Senate of potential study.

-Initiate nationwide computer seatdi for similar .
. .

_ . _______

studies' soas, to ihoreaSe-iatib ofsuccess- ".

Budget approval received

Interview for student workOrs

;>.

Develop and hold int-service training

--Confer with Counseling and Admissions-staff

Identify location where study will be conducted

April 1974 Implement Phase I of the study

Obtain daily reports and weekly summaries

111i-weeny reports-to be made to Dean of Instruction

and College President

May 1974 pritiquerocedures for possible change
'

.

Meet with Eagle Rock Chamber ,of Commerce for support
.16

of Satellite Center

19
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Al

June 1974 ..Corrpletp Phase

A

Review and critique.

Rtraining for( Phase: II.

Implerilent,Phise II . .

Provide bi,-weekIy.:reports to Dean of Tnstructiori

and College PresiOnt
.bd

July 1974

Aug v 1974,,

Sept . bil974
sk.

Jan. 19.75

Critique procedures for possible Change

Register new students f9r Classes

Make tolloi.tip on .those !Alb 'did not show.

Teridnate, phone calls. for new, students

Make follow,up on dropouts

Provide summary report=

t ain listing Of students enrolled as a result/of
,;

.?

study and record classes taken', theii, age

and zip code 0
.

identif\j. students4 still in college and record
-

et

classes. :Determine why students dropped 'ou
.

f .

Sept . 19,75 e ,
I' '

Jan. 1976 Sane procedure as in Jan, 1975

,
Compute' all available data for final analysis and /

41,

conclusions.

tS
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PresenIaqpn of theprOposal to the collegCstainefill.

include the material prepared in AppendiOes A, B and D, `and a demo-

zraphic study of%the Northeast area. The manpower profile by zip

code will come from April 1973 census tract inforMtion. The demo-

graphic study is needed to 'show the target,opulation-o be called

during.Phase II and will be used as part of the needs aisessment..,
1 . .. .

-The study will contain the folloviing information:

1. Total population sampled

2. Median.years of education by age .

.

14.

Appendix E.

Population over'the age of.25 that completed

vari9us levels of education

Total labor force

5. Occupational distribution:

6. %Industrial distribution

The-results of the,' demographic study are set fortkas

4
''hose in attendance at the Presidents st'af' meeting will
,r1-1

include Deans of Instruction, Admissions, and College Development.-
V

. .
.1tie Dean of Admissidns is, also responsible for the Counseling:Ofrice,

which will be rt

potential students:

11

oC.the services offered over the telephone.to
*I

.
who'have a auesW:on.that cannot be arsweted by

the student workers; -

htr. Robert de Guevara, Pacific TelePhone,C6mpanYPhone'power

Representative, dill also attend the staff meeting to discuss. the

objectes"of the Phone Power system and hao 'it relates to the .-

, .

college ildposaf to .recruit students by telephone;
.

..
.1.- a6

. .1C
0

4
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' The researcher agreed to as st in the development of '

.terizeor__in-service-tra_-t-O-- e accomplithed at Pacific

Telephone Company offices located at 740 So. Olive, I6S'Angeles.
-

I.

;

d

I

the President's staff sugges ed that the student workers,

aripIying for Jcbs as telephone recrui

,byLACC faculty members Participating

ets come from classes taught

in training peer counselors

which is undei, the Psychological to t cescurriculam these facility

members will be asked to inform their lasses that there rejob open-'

ings f6r ttudents interested in doing one telephone recruiting for

new students. Ihthe attempt to assure a multi-ethnic, bilingual

group of six males and fethales, the fol owing criteria willbe

. e

established:

1. An ability to speak,cle

2.

the, telephone

and be unde'rstood over .

. . ,

, Be abltO empathize with the prospective student

0

,-

Knowledgable about college procedures and course
4

curriculum

4. Be,a: self starfer and able to. generate enthusiasm
C

Final selections wi.11 be made by a faculty member and the Dean of

Instruction.
.

Tire researcher and Mr. de Guevara prepared the material

contained in Appendix F, Training of Los Angeles City College

.StudpntsAfor Phone Power. Additional handout material was provided,

"Reactivating Inactive Accounts the Phone Power Way" printed by the

Bell System, #LLM 70864 (2/72). Certain words were inserted in the
ra

publication to' net the needs the to/iege.

2 7:
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Tne-training-day-wilI-Isd-inulude role playing.and the

, J

crOiqueing of the yidles-by thf.studeroltS. This will provide some

realism to:the-training. Mrs. Gladys Harris; Supervisor of Clerical

Personnel in Admissions, and Mrs. Linda Danielslalde of Admiskons,

will attend the training. Both Wren will be 'used as alternate

A

supervisors of the student' workers making cane on Saturdays When

the college is normally closed.

The locdtion for the actual telephoning is inside the. college's

0
Computer Center. Three phones, desks, and supplies were spt up with

-the folderS of No Shows and Dropouts. The folders contain former

college,Applications for Admission which.inolude the stUdtnt's home

, telephone number. The files,will be from the Fall 1973 and Spring
a

1974 semesters and will tota1,61919,

. .

The off-campus f6rM, Appendix G, is used to reactivate the

student's file. Simple records are kept to record number of calls

'made and,nuMber of potential students who Will returin'to.collegp -.-

Phase I of the study. Two flow charts were designed: Processing

Confirmed Telephone Contacts, Appendix H, and Overall Procedure for

,Phone'Pewer Program, Appendix I, This material will be given to the

student workers to show them the prodessing procedure.
.

The fdllowing daily Procedures were implemented to provide.a

structumfor the student workers and to establish accountability

and validity' to the' study:

1. Check in daily with Mrs.pladys Harris. or

Mrs. Linda Daniels for any additiondl

instructions

28,
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^ t v.

1.

2. Organize calls f6r the day.* Virst,makearty call

backs from the previoub dNy"

bintain accurate re-cOrds-of Calls. ExImple for

'a successful call

a. Clip short application ttrthe front of

original Application for Admission

b. °Indicate on short application (Appendix.G)

the area of interest (subject) in which

the potential student wisheb to enroll

c. Student signs initials.to short form ,

4. .Record daily the number ofcalls made and successful

enrollments .

5. ,Any call-backs for Counseling will be given to.

Mr. Mario Tartaglia, Senior Counselor, WhO

in turn will distribute the calls to other

counselors. This Ante done on a daily

basis, The counselor will' be provided the

foLlaainginfoniatiOn onthe potential

students:

a. Name

b. Social security nunter

c, Date of birth

d. Phone number

e: Area of interest

29

24

4



7.

0

Leave messages for supervisor in faculty veil boirr,

Place phone locks on instruments when leaving

At the concluSion of Ihase I, a letter-irillitce sent to the

potential student, Appendix L, to inform hini of one of ?8-ttriee dates

that will be used for a special Tegl,stration 'procedure. Only this

select' group will be processed for their classes on this date, at a

special.- location on carpus.. Phase I group was designated for canpus

enrollment only. Phase II will be divided into two preferences for

,attending classes: Satellite Center a.ld the LACC campus.

The Phase. and II-'groups will have address,crds made up on

all students and a name plate will be made up for future railing of .

material such as class schedules. 'Phase I and II students will also

receive a packet of Computer cards which will be placed separately in

Holmes Hall Room 6, where theSe sttidenis will register.

30
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A

R:esearch,.Meth.od - Phase II

Prior to the conclusion of Phase I, information Should be

obtained to determine if the lboa.1 communities would support a.,

Satellite
t,.-

campus. 'Although a reeds assessment wilfindicate treirbers

of the community who desire to continue their education, it, is

inportant to obtain business and civic leaders' support.
k

Arrangements sill be made to' attend an Eagle Rock Chamber of

Connerce fleeting. College staff will provide an audio-visual presen-

tation or LACC and answer questions about the campus and a possible

Satellite. Center. At the bonclusion'of the fleeting, a questionnaire

will be handed out for a sampling of community reaction. The

questionnaire is listed as Appendii J.

Phase II recruiting will be directedt6 support both the

Satellite Center and the main campus. The calls will Fie to random

persons residing in the Northeast area. These will be "blind call

becauSe there has beenno previous contact with them. Their names

will be 'selected from cross-index city directories rented from the

Telephone Conpany.

Telephone techniques for contacting this group will have to

be altered because, inasmuch as we know nothing about them, we

cannot assume that members of the group have even a remote interest

''in education or in going to LACC. Hence a need for a retraining

session. The retraining will be for supervlSors and student workers,

with Mr. de Guevara reviewing pre-call planning and, the telephone call

outline, Appendix K, which was specifically designed for this phase.

26



6
The initial step.in, Selecting the target population in the

Northeast area begins with locating of the 'area on a city map of the

greater Los Angeles area. The rap book' is.broken &km' so that each

page takes in about 50 blocks. The .student workers will identify

residential zones only. Cnce located, the area is marked with .a

dark pencil and the street names within the bounded area are extracted

frot the map and listed-in _alphabetical order. '-

The second step begins with the locating of the telephone

nutters of the residents on the 'listed streets via the Ilse of a

Cross Index City Directory (Northeast area). The listed streets are

copied and used by the student workers as they make their direct con-

tact with the residents within the target area.

The third step is the actual contact of the resident. The

student worker will use Appendix K as a gado in making his calls.

Questions are asked and answered by both parties to clarify
.

t and assist the potential student in ,selecting a general area

of study. A short application (Appendix GY is taken over the phone'

which includes nane,.addiess, phone number and courses ,of interest.

e

This group is. also broken down to the potential student's desire to

attend the LACC campus or the Satellite Center. If the students wants

to attend the LACC "canpus, he will receive a copy of Appendix L.

Should the student select the Satellite Center as the location to,

attend class,. he will be sent a letter with a class;schedule to

indicate the date, time and Iodation of the courses. The student

will register in class either the first or second night of aim.
The registration will be handled by the instructor.

:3 2
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A log sheet, APpen 'specifically design for Fhase

Will be used by the student workers.. It will contain name of

the student worker (specialistY, dates covered, total c lls made

the day, positive and negative response (will, or will not, attend

college), other responseqis letters mailed to register pot ntial

students, follow-up letters and number of courses desired. The word.

"other" relat e-S, to persons who may be interested but need ine to

ti
-t$

think about it. Letters to be mailed out, including the fo low-up

letter,. appear .as part of Appendii H and Appendix L.

33
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Tr6atment of the Data

At the conclusion pf Phase I and Phase II, simple graphs will

be made to show the number of Applications for AdmissiOn completed 8y

the week as compared to the nuMber'of contacts nude. Flexibility iS

bdilt into both phases so that changes could be made, if necessary-.

At the time of registration for classes, the following data

will be oollected: name, age, social security number, zip,00de, 'male

or female, selection of day or evening courses, and course titles.

This information will be checked- at census week with the-college

computer printout of, all students.

The above names will be checked against the basic list of

those who stated they would enroll; and the No Shows will be called

to determine why they-ar'e not attending college.

3

If 1,918 students enroll for the Fall 1974 semester, the

study will be called a Successto date, However, a true evaluation

is if the'students remain in college through census week Of the

Spring semester; January, 1976.

Once the initial data is evaluated (by November 1970,

some conclusions may be identified. However, the return on the

investment will not be knaan until. July 1975.

3 4
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'LOS ANGELES COMNUNITY COLLEGES ENROLLMENT AND ATTENDANCE: 1964 - 1974

LOS. ANGELES CITY COLLEGE

'4

Two-Year Enrollment Comparisons - ,

Enrollment at Los Angeles City College in various student categories dur-

ing the 1972-73 and 1973-74 academic years is shown on p. 32. City exhibits the .

.
.

4

.District-wide trend of increased enrollment of studehs aged 21 and over; !I
t

this group represented 71.27. of City's total enrollment in Fall 1973. However,

city supports the District trends toward increased enrollMent of evening re1A-

i .-

i

tive to day students, only in the Fall, and the trend towar increased enrollment

f fof relative to continuing students only in the Spring. Most interest-.

ing is the greater increase in enrollment experienced by male'students relative

to female students; the District-wide trend is toward increased enrollment

of theqatter,group.
- -..... .

Ethnic Enrollment Data

Ethnic enrollment data for Los Angeles City College are presented on p. 33.

"Othei White" and Black/Negro students comprised the two largest ethnic groups

in Fall 1973 (37.0% and 32.3%, respectively). City's Fall 1973 percentage of

Oriental/Asian students (12.6%) was the highest of any college in the District.

Ten-Year Enrollment. Com6arisons

Ten-year enrollment data for Los Angeles City'College are presented on pp.
a

34. and 35. The yeaf-to-year trends in day enrollment are generally in consonance

with District-wide trends. An unusual characteriseic^at City, however, was the

sharp decline in evening enrollment evidenfIrOM-Fall 1969th1'ough Spring 1972.

District-wide evening enrollment during this period. was fairly constant.

-37
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. LOSANGELESiCOMUNITY COLLEGES ENROLLMENT AND ATTENDANCE: -4964 - 0;4

I .

v.

WeeklyStudentCOntact Hours (WSCH)

WSCH and WSCH pei student data for the academic years i969 -70 through

1913-74 are presented on pp. 36 and 37. City shows the District-wide trend

toward decreased clas# loads for day students-and increased class loads for

evening students. The class loads at City were 13.34 houts for day students

and Lb 'wars for evening Students (Fall'1973). In,Fall 1969 the comparable

loads were 16.16 and 6.96 hours. s

Average Daily Attendance_

City's day - evening ADA comparisons are presented on p. 38 and the OTA =

DA comparisons on p. 39. The data'inditate
0 that City suppcirts the District-

wide trends in both day - evening and OTA - DA ADA comparisons.

igr. S'S

o

rr
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LOS kANGELES C0NMUNITY COLLEGES
ENROLLMENT AND ATTENDANCE: 1964.-i 1974

t.

:Enrollment By Category:
1972-73 vs..10g3-74

'Day

.

Los Angeles

Fall

City College

-----

.

'.

1972

12226

1§13

11847

1973-,

11255

;Evening 7396 7338. -0.8 . 6886

ta

Male . 9555' 9524 -0.3 8963,

Female 10067 9661 -4.0 9178

' Full-time 6370 7152 '12.3 6829

Part-time 13252 12033 -9.2 11312

.4.

Freshmen 14785 13375 -5.5 .
10296

Sophomores 4831 5810 20.1 7845

First-time 7300 6165 -15,5 3150

Continuing 12122 13020 5.7 14991

,b

Under 21

21 & Over

6247'4

13375

5515

13670

-11.7

2.2
,

.T661 19662 19185 -2.4 18141

*Age data not available for Spring 39

1974

11315- 0:5

7933 11.2

9686 8-1

: 9562 4.2

6775 -0.8

12473 10.3

:42974 '26.0

6274 -20.0
';ft

4782 51.8

.44466_ -3.g

19248 6.1

rte

214.es ,
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LOS ANGELES COMUNITY COLLEGEg
.%.ENROLLMENT'AND ATTENDANCE: 1964-1974

4.

o.

Ethnic Distributions: 1972-73 vs. 1973-1974

-Los Angeles City College

.4.....
Spring

1973 7. Diff. 19711 ,1974 Diff.
1972 7.

AmericarrIndian 0.6

Bladic/Negro 32.0.

Oriental/Asian 11.6r

Other NOn-White 2,8

Spanish-Surnamed 14.5

Other White :38.5

0.6

32.3 60S

12.6 1.0

2.1 -0.7

.15.4 , 0.9

37.0 -1.5
0 ,

jfftat Reporting . 16932, 15675

7. Reporting . 86.3'/. 81.8%

* No ethnic data available for Spring 1973

14

.

40

33

f0.9

35.7 .
4

12.9

1.9

15.0

33.6

12106

62.9%

*

0

A.

5,



s

LOS' ANGELES .COMMUNITY COLLEGES
-

ENROLLMENT AND ATTENDANCE: 1'964 - 1974

0

%.
ENROLI.MENT.

Los Angeles City College
, r .,

.

L . a

,

,

.

. 0

Spring

,FalI

------Day---- ----Evening----
Enr. - %Chg. Enr.., %Chg.

.
.

1973-74 11847 -3.1 7338 -0.8
. 1972-73 12226 6.3 7396 17.3

1971-72- 11497 4.2 6305 -10.3
1 1970-71- 11038 6.9' 7031 -1.5
1969-70 10323 -4.1 7140 -10.5

0 0

1968-49 10763 5.2 7982- 1.0
4'1967-68 10233 4.2 4 7904 -3.6
1966-67 9822 , 2.6 8201 11.6
1965-66 9573 c 5.8_ 7349 17.4
1964-65 ,..9045 '11.0 626i -22.6

---,---bay - - -- Evening = - -s

Enr. %Chg. Enr.. %Chg. Ent.

19.73-74 11315 0.5 7933 15.2
1972-73 11255 -0.7 6886 8.2
1971-72 11337 4.6 6364 -10.7
1970 -71 10.841 .5.5 7129 -10.3
1969-70 10271 -5.6 -7947 -6.9

1968-69 10877. 7.0 8539 16.6
1967-68 10161 0.7 7321- -10.6
1966-67 10091 6.4 : 8185 4. 14.9
1965-66 9485 16.7 7121 7.1
1964-65 j 8127 .. -0.5 6649 -10:12

,

4'1

--

I. .

. .,..,..

-----Total------:.

Enr.. =Kg.

49_185
.

-2:2

'19622 10.2
17802 -1.5
18069 3.5
17463 -6.8

18745 :3.4

18137 0.6
18023 6.5

16922 10.6

15306 -5.8

fctal
%Chg.

19248 '6.1

18141 2.5

17701 -1.5
17970 -1.4
18218 -6.2

19416 . 11.1
'17482 -4.3
18276 10.1
16606 '12.4'

14776 -5.1`

Is



,o)
LOS ANGELES COMUNITY COLLEGES

ENROLLMENT AND ATTENDANCE: -1964 - 1974.

Weekly Student Contact Hours

. Los AngeleSCity College

Fall
4-

--- ---Day------
- - -- Evening

.

WSCH %Ch. WSCH

----

%Ch.,

-----Total

WSCH

1973-74 158039 0.8 58899 0.9 216938

1972-73 '156813 -3.8- 58401 18.6 21
15

214
,

1971-72 .162943 -2.6 49238 -0.1 212181

19t0-71 167232 0.3 49277 -0.8 216509
.

1969-70 166784 6.4 - _ 49690 -5.3
A

216474

.d- ,

Spring ..
. .1

---:-..--;Day

WSCH %Ch.
. ...

1973-74- 152635 -7.7

1972-73 165382 3.5
.

1971-72
. 159725 -1.4

1970 -7.1 162064 2.9

1969-70 .157542' ' -4.5

%Ch.

0.8

'1.4

*-2.0

0.0

3.4

- - -- Evening----

WSCH %Ch.

Total'

WSCH.

63876 13.5 216511

56302 8.7 221684

51772 . -5.0 211497

54474 -1.1 216538

55061 -0..5 212603

%

%Ch.

-2.3

4.8

-2.3

1.9

-3.5



QI.OS ANGELES-COMMUNITY COLLEGES
ENROLLMENT AND ATTENDANCE: 1964 - 1974

Weekly Student. Contact Hours Per .Student

Los Ahgeles City College

-
Fall

------Day------

WSCH/St.. %Ch.

1973-74 13.34 4.0

1972-73. 12.83 -9.5

1971-72 14.17 -6.5'

1970-71
4
15.15 -6.2

.196940 16.16 10.9

/ --T.-Day

WSCIT/St. )%Ch.

1973 -74 13.49

1972-73 14.69

1971-72 14.09

1970-71 14.95

1969-70 15.34

-8...2

.... 4.3

-5.8

-2.5

1.1

...'

N.

-- --Evening - - --, ----- Total --=4-
I .

WSCH /St. %Ch. WSCH/St. %Ch.

8:03 1.'6 11.31 '' 3.1

7.90 '1.1. 1Q.97 -8.0

7.81 11.4 11.92
.

=0:5

7.01 40.2 11.98 -3.3

6.96 1 5.9 12.40 11.0

Spring

7---Evening----

WSCH/St. %Ch.

--Total--

WSCH/St. %Ch.

8.05 -1:5 11.8 -8.6

8.18 0.5 12.22, 2.3

8.14 *. 6.5 11.95 -0.8

7.64 .10.3 12.05 3.3

6.93 6.9 11.67 2.8

37
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LOS ANGELES COK4UNITY COLLEGES .* ENROLLMENT AND .ATTENDiNCE: 1964 - 1974

r.

Average Daily Attendance: Day - Evening Comparisons

. Los Angeles City College

.

Day
OTA

Day 0 Total
DA Day

1973-74 8600 769 9369
197273 8563 572 9135
1971-72 8988 695 '9683
1970-71 9278 328 9606
1969-70. 9281 311 9592

1968-69 8685 346 9031
1967 -68 '6497 1780 8277
1966-67 6546 1485 8031
1965-66 6440 1511 :', 7951
1964-65 5664 1505 7169

Day

.=
Day Day. Total
OTA. DA Day

1973-74 8186 560 '' 8746
1972-73. 9011 475 9486
1971-72 8977 629 9606
1970-71 9040 , 352 9392
1969-70 8734 25 8759

1968-69 9181 323 .9504
1967-68 6381 1748 8129
1966-67 6632 1505 8137
1965-66 1', 6332 1485 7817
1964-65 5340 1420 6760

38'

Fall

%Ch.

2.6

=5.7

0.8

0.1

6.2

9.1

3.1

1.0,
10:9'
4.6

Spring

Eve.

OTA
Eve.

DA
.Total

Eve. %Ch.

1207: 1241 2448 -0.6
1089 1374 2463 12.S
926 1258 .2184 0.4
866 1309 2175 . 20.7
1078 1665 2743 =5.5

1085 1817 2902' 8.0
2110 578. 2688 -13.1'
2521 572 3093 25.2
2001' 469 2470 , 10.3
1770 470 2240 -14.2...........

---=-------Evening-----------

Eve. Eve. Total
%Ch. OTA DA Eve. %Ch.

-7.8 1791 1746 3537 50.7
-1.2 1135 1212 2347' "9.0
2.3 933 '1221 2154, -7.1
7.2 986 1332. 2318 -23.7

-7.8' 1201 1839 3040 -0.7

16.9 1154 1908 3062 21.2
-0.1 1984' 543 2527 -12'.3
4.1 2349 533 288 2 4.6
15.6 2232 524 2756 24.5
0.2 1748 465 2213 -8.9



J1, 'LOS ANGELES COMMIT COLLEGES ENROLLMENT AND ATTENDANCE: 1964 -.1974

,

Average Daily Attendance:OTA- DA Comparisons

Los Angeles City College

---OTA-

Total
OTA zgh.

Fall

_ -

Total
DA

1973-74 9807 1.6 2010''

1972-73 9652 -2.6 1946
1971-72 9914 1' -2.3, 1953.

1970 -71. 10144 -2.1 1637
1969-70 10359 6.0 1976.

.

1968-69 9770 13.5 2163
1967-68 8607 -5.1 2358
1966-67 9067 7.4 2057
1965-66 8441 13.5 1980
1964-65 7434 1.8 1975

Spring

--- - -OTA-- --- DA

Total Total
OTA %Ch.

..

DA

1973-74 9977 -1.7 2306
1972-73 10146 2.4 1687
1971-72 9910 -1.2 1850
1970 -71' 10026 0.9 1684
1969-70

_
9935 -3.9 1864

1968-69 10335 23.6 2231
1967-68 8365 -6.9 2291
1966-67 8981 4.9- 2038
1965-66 8564 20.8 2009
1964-65 7088 0.3 1885

'45

.19

a

-

Total,
..)

%Ch. College' %Ch.

3.3 11817 1.9

-0.4 11598 -2.3
1'9.3 11867 0.7

-17.2 11781 -4.5-

-8.6 12335 3.4
-

-8.3 11933 8.8
14.6 10965 -1.4
''3.9 11124 6.7
0.3 10421 10.8
-9.4 9409 -0.7

---- - -

%Ch.

. -- --College

Total
College

- -- -

%Ch.

36.7 12283 3.8
-8.8 11833 0.6
9.9 11760 0.4
-9.7 11710 -0.8

-16.3 11799 -6.1

-2.6 12566 17.9
12.4 ". 10656 -3.3
1.4 11019 4.2
6.6 10573 17.8

-10.7 8973 -2.2



SATELLITE PHILOSOPHY'

The basis behind development of a satellite Center isc
. .

founded upon the principle of : "The COilege4,thOut idalis"'' ..
,

...,

. . ,
-which emphasizes concept of providing tie-1,fuli and .

.-

. - g :P.1. ,

effective use of educat ional'resources to members of Vie,
,

. t s ,- .J.' ,
community who cannot, o.t. will not, come to the ampus but .' i;

who want to continue, their education.

Education should be a relevant experience: qhen the:student.:
`,

- whether the continuing high school graduate d'the'returm-

ing
A
adult seeking a broader horizon - - presents himself at

the Centei, he hai a right to expect relevant and productiire

programs. The college should determine the level of prepar-

ation that the student already possesses and provide programs

that will help him to achieve his-educational goals. Courses,

therefore, should be current and meaningful.. They sho4d be
.7

evaluated periodically for possible adjustment, expansionv or'

elimination.. Additional programs and courses should be.

,established to meet newly identified needs.. Multiple_ ,sources

of information (students, community, enrollment patterns,

employment information, etc.) should be used in this ongoing.

review of. goals and programs.

46
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-2-

Education should be a hutanistic process. The intent should

be to provide an educational environment _which is oriented to
,

the particular needs of the individUal., where all forms of

person-to-person interplay which are conducive to learning

are encouraged (student/student, student /faculty, faculty/

faculty). This should include maximum communication between

instructors rind students, including full disclosure of instruc-

. tional.goals and behavioral: objectives. Central to this pur-

suit is the creation of learning units small enough to permit

a high degree of individualized .attention to the concerns of

students, where lines or communication are short and-institu-
..

tional flexibility'is long.

Through a commitment' to this philosophy, the college will

.strive 'to be a responsive and. integrated. ediloational force.

'within the East-Northeast area.

47
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LOS ANGELES CITY COLLEGE

SATELLITE dENTER

(Hereinafter called the Center)

GOALS

J. The Center will stress attention to the individual and

will, strive for a high degree of communication among

students, faculty, administratottl- and community.

2. The Center' will provide. the opportunity for students to

determine their abilities and explore their interests.

4..

The Center will. respond to the special needs of the

various segments of the East-Northeast population.

The Center will promote learning through traditional and

non-traditional delivery'systems.

During the first year, the Center will test, its experience

'against its goals' and be. able to judge'the validity of its

initial vision;

6. The Center will engage in. an on-going. program of self-!

evaluation in order to seek continuing effectiveness in

meeting the educationalneeds of its community.

48



.

OBJECTIvES

J.. Communicate .the college!s,educational philosophy to

staff, students, and community, emphasizing that the

exploration and evaluation of that philosophy and its

application isva continuing, cooperativ,e process at

the Center.

2. Base the instructional program on a clear definition of

education philosophy and full disclosure to students of

instructional goals and behavioral objectives.

Create a comprehensive counseling and testing program to

help students bedome more aware of their own talents and .

of the full range of career options 'that are available

to them at the Los Angeles City College campus.

4. 'Develop a broad array of student services, including

eounseling, placement, financial aids, and assistance

tothe handicapped.

5. Facilitate student exploration of disciplines and transfer

from one program to another.

6. Develop special programs for the many diverse segments of

Northeast area population, including multicultural groups,

veterans, older adults, women, people who are not able to

travel, etc.

Provide a broad range of educational options by offering

traditional academic .sul?jects and a careful selectioh of

career programs that respond to student interest and

employment trends.

o
49 .
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-3--

i6V-1

Utilize community resources in 'educational programs,

including cooperative-education with industry and

laboratory facilities for'allied.health.

Offer introductory courses, taught in Spanish, coordinated

wit-h-iHigh Intensity Language Training Program (HILT) in

English, for the "Spanish" non-English speaking student so

that his education will not be delayed. Offer bi-lingual

instruction for those who will benefit 'from Such an approach.

10. .Offer Classes at a time most conducive to the personal

schedules of working students.

11. Involve the general community througha varied community

services program; through multi -media publicity and recruit-
.

.

ment, and through community adyisory committees-.

12. Establish on-going-articulation with senior high schools4_

creating an environment in which the community college is

in logical sequence with the earlier yearS.of education and

is an integral part of the educational awareness of the

residents of the area. .-.

13. Promote institutional renewal and adjustment of college goals

through periodic review of college programs, in- service

training, faculty/student/administrator dialogue and

college/community interaction.

50
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COST EFFECTIVE ANALYSIS

Overall estimated cost for Phone Power
recruitnent using a private line with a
.rotary system and five student workers

Estimated 'ealls per day at 20 calls per
hour x 3 students x 6 hour day

Estimated: number of calls/contactS
for 157 days,

If LACC has a 10% increase in enrollment
over the Fall 1973 semester as a result
of the callSj the project will be called
successful. This means 1,918 new. Students
at an'estimated 3-unit class per, student.,
Estimated number of college hours or units
of instruction per semester, 5;754 per year

Using the attached formula for computation
of ADA under 21 or over 10 units (per
semester) $ 28;942.61

$ 20,4]..4.84

$ 9,057.20

36o

56520

11,508

.\Over 21 and under 10 ,units

Unde 21 or taking 10 hours, using the
formal a 1 ADA for one year, 17.36 hr. ='$1:020
5,754 ours x.2 semesters = 11,508 hrs.
17.36 (1\ADA) = approx. $670;140

. Over 21\and under 10 units, using the
. formula i\ADA for one Year,

18.77 hours = 4125
*5,754 hours\x 2 semesters
11,502 hours' 18.77 (1 ADA)

51:

approx. $ 75,667.
0

APPENDIX D



COST EFFECTIVE^ANALYSIS ' Page 2

MANHOURS

It is estimated that five student workers should be i?ained to use the
three telephone instrunents six hours a day
'(10 a.m. to 1 pan: and 6 p.m. to 9 Sm.)

Hourly rate per studelit ,worker $ 2.10

It, will take 40 Man-hours to train five student
workers 84.00

Mileage and parking for two cars for training day
(Est. miles _round trip for two Oars

30 miles at .12 per'mile) 3,60

Parking for tWo cars during training,. 6.00

Peals for student workers and one supervisor
0

20.00

Phone Power will be in use from 1 Apr. 1974 to

30:Sept. 1974 (6 hrs. per day x 157 dayd) .

Eitimated cost for student workers

Estimated total cost for student workers,

5,934.60 i

including trainirrg 6,048.20

Total estimates cost for "Phone Power"
recruitment

52
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ZIP CODE AREA MANPOEn PROFILE

DEMOGRAPHIC STUDY

CENSUS INFORMATION DATED 16. APRIL 1973

406

Total population sampled

Eagle Highland Lincoln
Rock Park Heights

.S
22,531. -1 4.1,64.7. . ,423.

Median years of ,education by age

25 - /1.4

45 - 54
. ,

554.

12.7 yrs' 12.5 yrs 10.1 yrs

3.2.5 yrs 12'.'3 yrs. ,-8.8 yrs

'12.`0 yrs 10.6 yrs 8.0 yrs

Population 25+
Percent No SchOpl

,F4ementary

Some
i

High School

High School Grad

Collegesigrad

13,373
0.6

17.2'5.
. 17:5 cg
-36.30

11.6 fo,

24,339-
1:2 c/o'

22.4.
21.0%
32.1
9.1

,Total Labor %Force (civilian) 9,925- 17,898:

15,933

45.2
19.2'
18.5 e

3.9i

11,205
Armed Forces 20 4:9

Employed - by percent 94.9' (A, 94.5 %." . 92:1 %

Unemployed - by percents , 5.1 0 5.5 7.9-4
. .

Occupati.onal DiStribution , 9,419 16,911 10,321
The following occupational ..

grouping is listed by percent:

Professional and kindred' , 18.4 % 13.5., 7.2-5-
. Farmers and Fart Managers 0 .1 ra 1:: S

'..

Managers except Farm'., 8.7 % 7.4 % 3.5 9.)
, ,

Clerical and kindred
. 24.1 % 26.8 5'- 16.8 c,1

Sales Workers
.

7.7 % 51,5.1; 3.6,13.
Craftsmen, Foremen and kindred 15.2 c., 15.4 3 13.5 (73

Operatives and kindred 11".1 17.3 It -,' 37.0"Vo,

'54
CS\
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Occupational Distribution (cont'd)

Service inc1.413riv. ,House

Farm Laborers and Poremen

Laborers. except Farm or Mine_

Eagle-

Rock

Highland

Park

LincolriH

.Heights.
.r

9.9 % ;3.1 0A

0.i % 0.

4.2 % X5.20.

t

Industrial Distribution

.(All'Inaustries by. percent)

9.420 16,910 10,322

. 'Conitruction

'Manufacturing

.'DurableS

Nondurables

6.0%

18.4%

10.3%

8.1%

4.1%

23.0
13.4%

. 10.4%

Public Utilities 9.4% 9.5% .

Transportation. 4.5% 4.7%

Ot 4.9%
4.$0'

Whole ale -. Retail 21.9% 22.0%

ins., Eus., and Repair 10.6%
Al

t

Other Professional. and Related Serv. 11.4% 9.3%

ir*

Educational Services 11.7%' 6.0%

Public Administration 5.3% 6.3%

Other IhdustrieS 5.7%. 5.7%

r

5,5

-2- awIt

1.7%

404%
20.3%

20.3%

5.9%

3.7%'

2.2%

19.0%

3.7%

6.4%



TRAINING OF LOS ANGELES CITY COLLEGE STUDENTS FOR PHONE POWER

Qualifying customer as a potential Phone.Power prospect

Gil Barron, Account Manager for Los Angeles City College and Bob deGuevara,
Phone Power Representative, both of Pacific Telephone, met with Stan Schall
to determine if LACC qualified as a Phone POwer prospect. Mr. Schall
submitted a cost.analysis for a program.

"First top management Meeting

A meeting- was'beldTwith the following personnel to discuss the feasibility
of the proposed Phone Power program:. Dr. John Anthony, College President;'
Gene"Phelps, Assistant to the President; Jim Heinselman, Dean of Instruction;.
Stan,Schall, Coordinator of Career Education Programs; George Young, Dean:
of College Development; Gil Barron, and Bob deGuevara. It was concluded
that the Phone Power program would accomplish the objective of increased

----enrollment for the college-and that it would be mutually beneficial to the
college and Pacific Telephone.

A commitment was made for top level assistance forthii program from the
college for staffing and implementation.

Selection of prospective Phone Power Specialists

The setedtion of personnel, an important function to the success of the
Phone Power program, was conducted by Los Angeles City College. Some of
the basic requirements in considering prospective Phone Power Specialists
were:

1. .An ability to speak clearly and be understood aver'the telephone
2. Be able to empathize.with the prospective student
3. Knowledgeable about college procedures and course curriculum
4. Be a selfstarter and able to generate enthusiasm

Selection of materials-for training and usage during program

Phone Power (PP) Representative Bob,deGuevara researched the additional
material that would be needed in this specialized training *program. By
joint effort witji the college, the Phone Power training material was .

customized for use during training day.

'Material was proVided by the school to enable the PP Speccal\ist to

answer'most questions encounered during telephone calls (packets were
provided for each Phone Mwer Specialist by LACC).

Training Day

Training day consisted of one full day of training for all prospective
PP Specialists. (See attachment for training day outline). In addition
two supervisors from Admissions Office and the LACC program supervisor
Mr. Charles, Brown attended the session. (Seelnclosures.) -

APPENDIX?.
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Completion of Phone Power training

Certificates of.completion of Phone Power Specialist training were prepared
by Pacific Telephone, signed by the Phone Power Representative and by the
Dean of tie college, and presented at an appropriate ceremony by the.
College flresident.

Follow-up

A,planned follow-up is continuing with the PP Rep. from the Telephone Company
and his counterpart from the college to be sure that the PP program is being ?

implemented and that PP techniques are adhered to. This follow-up is critical 4.
to the success of the project. The program is designed to be flexible so
that effective changes could be made to assure program growth.

4.!

Robert deGuevara
Pacific Telephone Company
Phone Power Representative

I.



TRAINING. DAY 1,-9R LACC

1. ,TM Kick Off

2. Who You Are

A. Name Cards
B. Paper and Pencils

Introduction of Students

"A. Where They Live
B. ['hat 'Do They Do,

4. What You Are Going To Do

A. Outline Day
B. Coffee Breaks and Lunch

Los Angeles.Comunity College Goals

A. Determine why student dropped out of school
after enrolling

B. Inform prospective student about new course
and enrollment procedures

or did not attend

certificate programs

C. Enroll Students

6. Personal Goals They Set Their Goals)

A. Money
13; Training
C. Sharpen Skills
D. Keep Job 'CU This Is Successful'

7. Conditions

A. Estimated 20 Calls Per Hour
B. 105 Enrollrent From These Calla
C. Minimum of 3-Unit Class Per Student

8;' 1roblems Oet Them to Express Them If Possible'

A.. Objections From Prospective Student

58



TRAINING DAY FOR 'LACC (cont' d)

1. Stand In Too Long a Line
2, For Too Complicated .

3. Can't Get 'Classes They Want

B, Long Winded Person

C. Person Won't Talk

9. Solutions

A. Overcome ObActions (Through Sintex Training)

B. Tact

C. Stress Benefits - Use Vocabulary Familiar. To Student.

10. Introduce Sintex

A. Review Material in Sihtex and Handout

B. Keys to Good Listening (Use GeniuS Test as Lead-ih To
Good Listening),

C. 12 Persuasive Words

D. Jcb Aid Forms

E. Do's and Don'ts

11. Lunde

12. Lily Tomlin Tapes

13, Critique Cards

14. Specialist Version Tape

15. Form B and Role Play Cards

16 Role Play

17. Jcb Aid Cards to Take Home

18. Conclusion

A. Assure them you will be there next working day to see if
implemented

Page 2

B. Coordinator to help you implement

59
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THE. TELEPHONE CALL

1. This is from Los Angeles City College,

2. John, you were enrolled there

3. What was the reason for your dropping out of school? Or, low

come you dropped out of school?.

Expression of empathy, if called for.

4, We are starting some new off-campus courses
. are starting

a new enrollment procedure by phone.

5. Ask fact-finding questions to:

A. Confiminfornation you have:

B, Cbtain!new information (open ended - who, what, when, Wherer

why and how).

The new off-campus classes are offered to make it easier for you to

attend.

Overcome objections:

A. Confirm understanding of the Objection.
(Ask question about objection - - restate question)

B. Prepare the customer for or answer.
(Get him to want to listen - - arouse his curiosity)

C. Answer the objection,
.(Use your knowledge about courses offered)

D. The enrollment by phone is'offered to avoid the long lines at
school, and you can sign up for the courses you want right naa.
(Use as overcoming objection to long enrollment process at school)

E. Stress a benefit
(Classes close to home, sign up now, no Waiting in line at school)

Ask for the enrollment.

A. Use fbrced-chdice questions.

(1) "Which course do you want to enroll in?"'"

B. Explain you'll place a follow-Up call.
6.

C. Express thanks.

60



FOLLOW-UP VERY IMPORTANT -.

1., Update your students' records.

JI°
2. Record the date of the,proposed follow-up call.

Ss,

4.r

3. Make sure student's enrollment form anT class reservations card is filled in

correctly.

Success of the program depends on maintaining accurate records so that ehe'student .

receives the service indicated in the initial phone call.

1. Use,ehort form - (off campus) for the phone call and additional information for

a long forth which could14e.obtained comes'im.

2. Program "Phony Power" recruited students, so that they go to a special location.

to receive preferred treatment when final enrollment procedures take place; i.e.,

photo- -last minute changes.

I
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PRINCIPLES OF USING THE TELEPHONE-

This section discussed the two basic principles of using the .telephone.

1. Uneasiness is overcome by preparation and practice.
2. Successful communication is not dependent on visila4 techniques.

TECHNIOUES OF USING. THE TELEPHONE

This section discussed several specific techniques for creating a favorable .

impression on the telephone.

1.- Be confident.

a. Take a deep breath. . -

b. Smile.

2. Be easy to understand

a. Speak at no more than 140 words per minute

b. Open your mouth.

3. Be polite

1. Excuse yourself when leaving the telephone.

.
b. *Don't slam the receiver down on anything.

. ,

I

4

c. Don't make a customer wait on the line over 30 seconds.

.d. Let your customer hang up first.

4. Be businesslike

a. Prepare a checklist.

b. Have enough paper and pencils

c. Wrfte clearly.,

5. Use listening-techniques, remember these five steps:
4,

a. Don't interupt.

, ..

b. Anticipate. -

c. Concentrate. , Or simply E.A.R.S.:

d. Evaluate. Evaluate

\ ..

e. Mental recapitulation Anticipate - Don't interrupt
. (review constantly)

62
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He gets the prospect into the act.

TOO MANY SALESMEN THIMK in terms of telling the prospect about their product

or service. He expects the prospect to sit-and listen, then sign the order.

The trouble is that it seldom works out that way. 'Theprospect gets bored,
restless, tired of listening. Instead of signing the order, he looks for

some way to close the interview:

You can get more attention--and close more sales - -by asking the right ques-
tions.than you can by making flat statements. That kind of questions?

questions that show your interest in him
m,d his business,

.

1g-questions that reveal his need for your
product or service,

-- questions that make him aware of this need,

-- questions that make him think about the
important advantages and benefits you have
to offer,

questions which will lead him to sell him-
seqf on your proposition.

The salesman who asks questions isn't trying to force his opinion on anyone.
He is merely helc4ng the prospect analyze his problem and make up his oin

mind. He isn't telling the prospect what to do--he's assisting him in reach-

ing an intelligent decision. .

You know the needs and wants your product or service is designed to satisfy.
What questions can you ask, that will make the prospect conscious of these un-
filled needs and wants? What can you ask that will make him keenly aware of

what he is missing?

YOu know the major benefits you have to offer. What questions can you ask
that will make the prospect realize the importance of these benefits to him?,
What can you have him 'do, try, look at, or give his opinion about?

kgood salesman is like a trial lawyer ex4mining a friendly witness. A com-

petent lawyer comes to court armed with a series of questions designed to bring
,out the evidence.in its most favOrable light. You should be prepared with
a similar series of questions whenever you talk with a prospect.

,If prospectt seem restless, maybe you're-talking too much. Start asking

questions instead. Let theM talk --,you listen for a change. If you ask

the right 'questions you d'al listen yourself right into wan order.

6 3



4..

FROM YALE'S PSYCHOLOGY DEPARTMENT w- 12- MOST PERSUASIVE-WORDS:

z

YOU DISCOVERY

MONEY RESULTS.

SAVE HEALTH

NEW PROVEN

EASY. GUARANTEE ,

r. LOVE FREE

..These proven,wdrds are free for you to use. You'll be...

communicating with words people love to hear. And, when
you do, you'll make an important discovery.,_ You!1-1 be
Making more money, save more time, and even iinprove your
health: They'll, gtarantee you new results by helping you
be easy to buy from. -

\.,
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EMOTION PACKED WORDS

0

Many psychologists 'agree that certain words have an emotional impact on people.

Some words almost automatically have a strong emotional appeal, no matter how

they're used. Communications experts have tried to identify, these power-laden
words,'and, their research has proved valuable to salesmen, advertising men,
.politicians, and anyone trying to influence other people. One of the earliest

and most complete lists of emotion-packed words was drawn up by a noted psycho-
logist, many of whose suggestions are included in the following new list:

HOW MANY OF THESE WORDS CAN YOU TIE TO YOUR PRODUCT?

I. 'Scientific 29. ,'Amusement

Z. Durable '30. Hospitality. IN

1. Clean 31. Youth

4. Efficient 32:. Hunting

5. Time-saving . 33. Status

6. Appetizing .34. Enormous

T. Affectionate
g. Value'

9. Fun

35: Low-cost

36. Genuine' ,

37. Progress

Ambition 38. Thinking

11. love 39. Excel

1.2.' Reputation 40. Civic pride

14. Stimulating 41. Patriotism

15. Safe . 42. Ricommend

16. Popular . 43. Sociable

'17. Economical 44. Stylish

18. Mother 45. Admired

19.. Modern 46. Royalty

20- Health 47. Beauty

21. Quality 48.-PeriOihlity *
22. Elegance 49. Independent

23. .Bargain 50. Successful
24. Sympathy 51. Up-to-date
25. -Necessary 52. Tested
26. Home 53. Ixpressive
27. Courtesy 54. Relief.

28.. Growth `55. TasIeful
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KEYS TO GOOD LISTENING

LIMIT YOUR OWN TALKING

'You'can't talk and listen at the same time.

THINK LIKE THE CUSTOMER
Mi problem and needs are important..:and you'll understand and retain

them better if you keep his point of view.

ASK QUESTIONS .

If you don't understand somethng...or feel you may have missed a point.,

clear it up now before i,t embarrasses you later.
\

DON'T INTERRUPT
A pause...even a tang pause.:.doesn't always mean he finished saying

everything he wants to. .

G,

CONCENTRATE
.

Focus your mind on what he's saying. Practice shutting out outside.di-

tractions.

TAKE NOTES .

:This will help you remember important points. But...be selective. Trying to

note'down everything he says can result in being left far behind' or in ,

retaining irrelevant details.

LISTEN FOR IDEAS:.:NOT JUST .WORDS
.

You want to .get the whole picture...not just isolated bits and pieces.

INTERJECTIONS
An occasional, "Yes, "... "I see"...dtc....sholas the customer you're still

with him...but don't overdo or use as a meaningless comment'.

TURN OFF YOUR OWN WORDS
,

This isn't always easy...but personal fears, worries, problems not connected

with contact, form a kind of "static" that can blank out the customer's .

message.

PREPARE IN ADVANCE
Remarks and questions prepared in advance...whed oossible...free your mind

for listening.
.

REACT TO IDEAS...MOT THE PERSON

Don't allow, rritation at things he may say...or at his Manner:..to distract

you.
-

,

DON'T JUMP TO CONCLUSIONS ,

Avoid making unwarranted assumptions about whit the customer is going to

say..or mentally trying to complete his sentences for him.

LISTEN FOR THE OVERTONES
You can learn a great deal about the customer from the way he says things:..

the way he reacts to the things you say.

NOTE: Make your conversations with your friends, your family, the people who

serve you in the places you buy, a tool for improving listening skill ...for

"sharpening your inner,ear."
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a

OBJTION SHEET

OBJECTION

LISTEN CAREFULLY

OBJECTION CYCLE

a

'Er

. CONFIRt
&

CLOSE

ANSWER BY
AGREEING

1
.-

In answering an OBJECTION;we rriust.first

A. - LISTEN CAREFULLY

B. ANSWER BY AGREEING

. TRIAL CLOSE

ASK A SKILLFULLY-
WORDED CLOSED

. QUESTION

C., ASICA SKILLFULLY WORDED CLOSED QUESTION
which can only be answered with"YES!"..

D. TRIAL:CLOSE AGAIN
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MR r71
MRS 1.111

ntss

PRINT LASIrNAIME FIRST NAME MIDDLE NAME SOCIAL SECURITY NUMIER

ADDRESS NUMRER I. STREET IN CALIF SINCE IF ON VISA ALIEN REGISTRATION NO TYPE ISSUE DATE

!Iv ZIP BIRTH PLACE. CITY L STATE OR COUNTRY IRTROAT E

IONTH DAY YEAR

AGE

RA\.S YOU EVER ATTENDED LACC CLASSES OR YES I
SEEN ENROLLED IN ITV OR OVERSEAS 4 1.0 I

NAMES UNDER WHICH YOU MAY HAVE REGISTERED BERM

NAME OF EMPLOYER LIST SUBJECTS UNITS SECTION NO'S OFFICE USE

WORK ADDRESS NUMBER ASTREET
TOTAL UNITS'

TUITION FEES
CITY ZIP

AMOUNT PAID

BUSINESS TELEPRONE

!Dom, S OATS

4

SIGNATURE

RECEIPT NO,

ADO TOTAL UNITS

-1 LOS ANGELES CIT COLLEGE OFF-CAMPUS
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s City College
855 North Vermont Avenue / Los Angeles, Ca. 90029 / Telephone (213) 663.9141

C

Thank you for your interest in returning to Los Angeles
City College next fall. The college is pleased it can

be of service to you in providing the opportunity for
your continued education.

We have reactivated your previous application, and are
in the proaess of developing a complete new registratioh
packet for you, %Provisons are being made,as indicated
by our phone representative, to reserve the class or
classes you selected on a priority basis.

In approximately six weeks, you will receive detailed

instructions-as when you will need to come to the

campus (your only visit) to confirm class selections

and complete the final step of registration.

The date, time,, and place will also be on a prior,' ty

basis. No lines to wait in or unnecessary delays. Please

anticipate, these instructions to arrive between the last
week in June and the first week of July.

We look forward to havihg you as 'a member of our campus

population.

Sincerely,

Charles Brown
Outreach Programs

CB/md
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Los Lnikv t.)iomilleck Cltu 8%44,,
/:

i
855...North Vermont Avenue / Los Angeles, Ca. 90629 / Telephone (213) 663.9141

QUESTIONNAIRE

EAGLE ROCK CHAMBER OF 4 anin*' if;

rWITtestiO----nnaire will assist us in formulating

guidelines as part of our educational needs.Ossessment_

in your commuftity.

1. Do you feel the need for LACC to come into
your community?

2. Would you or any member of your family take'
courses at a satellite center established
by LACC?

3. Would you travel by auto or public trans-
portation? (Circle one)

4, Would you recommend LACC to others?

5. Indicate your personal preference of the
following curriculum offerings -
first choice - no. 1, last choice- no. 5

Occupational [ ] Drama

Humanities [ ] Geology

English/Speech [ Accounting Machines

Health Services[ ] Science

Yes

C

C

C '7

C

Other , [ ]

6: Would you part4cipate in a COmmunity Advisory Board?
If answer is yes, indicate your name, address, and
phone nuMber along with your area of interest.

Area of. IntereSt

If you have additional questions, please contact Stanley L. Schall or

Charles Brown, LACC, 663-9141, ext. 207 or 208. Thank

APPENDIX J
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LCS ANGETFS COLTF.GE

ENR

PRE-CALL PLANNING

1. Build'a list of potential students

A. Reverse. street directories
rr.

B. Drop-out students

C. .List of veterans

D. No shows

2. Set specific call objectives

/ .

A.. InforM student about new courses, certificate programs,
and enrollment procedures

B. Enroll student

3. Prepare opening staternent.

A. Identify yburself and school

B. Establish -- rapport

C. Make an interest-crating remark

4. Prepare your sales message

I

r

A. Stress benefits

B. Use vocabulary familiar to student

1
75
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TEE TELEPFDNE CALL

1. This is from Los Angeles City College.

2. (We're offering free college classes) or we're starting some
collegeclasses in your area, would you be interested in attending?

3. What courses would' you be interested in? Or, we are offering the
following courses 2

Which one would you like to attend?

4. A. These classes are located in your neighborhood.

B. We can take your application over the phone now.

C. The only fee for the course is for the book.

D. -These are college accredited courses.

5. Overcome objections.

A. Confirm understanding of the objection. (Ask question about

objection - restate question)

B. Prepare the custorer -for your answer. (Get him to want to
\ft../ listen arouse his curiosity)

C. Answer the objection. (Use yoUr knowledge about-nurses
offered)

EL Stress a benefit. (Classes close to home, sign up now,

no waiting in line at school)*

6. Ask for the enrollment.

A. Use forced-chace questions

(1) ''Which course do you want to enroll in?"

7;
a

Wrap up the enrollment.

A. "Let's see, you'll'be attending the Wednesday night class from
7 to 10 P. M. at the Eagle Rock location .'L

B; Explain gou'll place a follow -;up call.

C. Express thanks.

'7 6
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15 July 1974

Dear Student:

Thank you for your interest in attending Los Angeles City C011ege

,this Fall. I am sure you will find the educational opportunities
and experiences satisfying.

As indicated by our Phone Power representatives, your application
and file have been reactivated and provisions are being wade to
enroll you into the college.

(August 2021; 22) at 5:00 P. M. has been reserved for you to
cone to the,canpus for final processing of your registration.
Report to Holies Hall 6 on the day and time indicated. Please
bring with you proof of your Social Security nurrber,and this
letter.

We are Trailing you a copy of the Fall 19714 Schedule of Classes

separately. Please study the class offerings carefully and work
out a basic program for yourself before your appointment. Addi-
tional help and/or counseling will be available in the Counseling
Center AD 108 - if you have any difficulty.

Los Angeles City College is attempting to service you promptly
and efficiently at this tine. Please remenber the date, time,
and place to avoid any delay in processing your admission.

Very truly yours,
4

Charles Tram
Coordinator of Admissi.ons UNIVERSITY OF CALIF.
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