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“ed fairly constant .. : a Tl

_is a smmary of that information, (ITV refers toé courses taken by

and (2) by, political boundaries Eagle Rock. (ER); Highland Park (HP),’
and Lincoln Heights (LH) S

-Conmunity College District, provided coples of a District“ repor't on

<  CHAPTER T : ' T
. . / M : " a <
INTRODUCTION

I | TR
Junior\Colleges in the Los Angeles Distr* ct are faced with a

)

significant proble'n their enrollment is declining in ’hoth day and

evening classes. “Apart from the enormous ramifications induced by -

cutbacks in general spending produced by insufficient Average Dally

Attendance (ATA), of rrajor concern is the fact that the most notice~
.

able decﬁrease in enrollment is exhibited by (1) women andnﬁnorities,

- ,-_i_..._i,i... e et i

[y
.

*Dos Angeles City College Supports the District trends toward

decreased enrollment Indeed’ City's trend was even more severe during

Fall 1969 through Spring 1972, when there was a sharp decline in even—-
ing enroll:rent‘ at the school vhile Distht evening enrollment remain-~

4

Dr Arthur Cherdak: Directotr of Research for the 1ds Angeles

enrollment and attendance statistics for Los Angeles ~City College

from 19613 to 19714 This material is set forth as Aopendix A. Addi-
tional infomation from a computer enrol]ment Dby zio code indicated

that students from Eagle Rock (900181) Highland«Park (900142), and

Lincoln i}eights {90031) were attending other colleges. The following

~

televisioh) ) N )

.. 6 .
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_ land Park Tujwnea, ﬁunland, North Hollywood -as-well as the city of

*

—rmeant failure for them in the past.

2

. ‘." 2 . o~ . . ! Y
Zip ° Total East L.A, - City Trade Tech Valley =~ IIV . ;
03l 6oy 22 179 | 135. o . 15 - ‘ L l
gooul 242 46 - 88 53, 36 7o
gook2 658" 209 - 229 © 18 25 13

!

-
) ‘ - e " “ og
The District office handling inter-district permits revealed ' é

appro:dmately 900. st).ldents were attending Glendale College which is < - :

located: northeast of Los Angeles City College and border’ing E‘agle Rock.
However, those students do not come from Just Eagle, Rock but from , s

other City of Ios Angeles areas such as Atwater, Glassell Park Iﬁg,h-s

Bu.rbank Appendix B reflects a map Qf the Los Angeles\Comrmnitv I

< = o R
College }DlS'CI'lC'C by zip code and density of student nooulation. The . ‘
cich.ed .C on the map is Los Ang,eles City College (LACC)_ ”f"“ I

It appears. that more students should be enrolling at TACC.
R —— [N

Why, then, are these potential Mi‘l'iﬁgfto registen? Why.,“if

they register, do they faill to sho'v up in school for classes Cno

)‘ '.f-l M .
shows)" And, if they show up in classes why -do thev become "drop

outs"? ‘ o :

. General research begins tg answer these questions, at least
in 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 j‘ob and social poten—- ‘ ‘

tial, they fear retuming to school because that has f‘reouently

If minorities and uomen nerceive education as a means of - v




bettering themselves, yet-maintain a"fear o'f fil]:in'ngutﬁfoi"ms and 2~ "(h

féar of‘ faillng onoe' agéin which .result in thelir not ‘enrolling in . B
college or errolling in college and not showing\Up- or ultima'tely' ; .
' dropping out of school, what can Los Angeles Clty College do to help o “‘, :
' them aiuage and overcome tr;eir fears in order for them to wsda R . ‘2
means they have identified as one that would help therf advance? ’
——— . Our concemw.lshalso,"for;. .the.‘ ..generalwpopulationlinlE‘agle;,Ro cky
Highland Park and Lincoln Helghts wno ’ for some reason, will not or . -
‘ca‘nnot come to the LACC campus’ for olasses. This generates interest _: S

in a Satellite 'Program or Outreach classes .. Pecruiting studerits ' _ .
by telepnone, the subject of this thesi;, was devised as’ a possible :" | ,. ‘~‘3
. way of dealing with the problem. ' ‘ ' ‘
- During Noverber 1973, M. Gilbert R. Barron, Pacific Tele~

i .phone Company Consultant assigned to LACC,, and St;n,l’e; L. Schall
< Coordinator of Career Education and Off Campus Programs, discussed

educational rparketing concepts.. Mr, Bar'ron provided ‘infor'mation ,on

- "Phone: Power's—a-term used by the Telephone Company to describe a
marketi‘né technique used by private industry to increase«thelsaligfs\ . A
' A N - . ’ s‘\‘;;\
Y a particular product. Several subsequent detailed.conferences took

- place and it appeared there were certain applications within "Phone
. Power" that' could be uséd in recruiting students by telephone. As

———
A

T

keting techniques, a que-rese roject beg;an to take shape.

N A .

N M——»N..‘

* - ~
., - . .
. .« . . ‘\
- a— N - - ry
. . . -3 .

‘a result of Mr. Barron s suggestion and kno"rledge of telephone nar— .




’ v ./‘ '. ‘IHEPROBT_EM .Y &"‘ ‘5.‘ 'l )
| L ‘ "Hecruiting Students by Telephone" nay-be the first planned
L \- ‘phone campaig'l by a commmity college anywhere in the\country to In-
,. "__ N '.‘crease enrollment. It-1s currently an on—-going project at Los Angeles_ .
~ R City Co<11ege e o § .' - O | .
4 X This study will determine whether reoruitmen,t of students by
— T telephons Will ‘significantly increase enrollxpent"‘at Los Angeles City V
: o College by’ at least lO7 ce -~ ot ’
. ;1 ‘ - oW hope to be able. to answsr ' the following questions: a o Q"’:"
" . a .7 - 1., Can selected college students be trained to successf‘ullyu
A_ ~ recrult b} telephone" D N
- - 0] L ‘ 2..‘ Can a sufficient nurber of .students be recruited to make
R K . . ' the ‘Recruiting Students by ’I‘elephone'r program cost
‘ \’ ~ - . ’effective" . . b )
\ ‘ i 3. Is there ,a correlation between residential or geograohic 0
. ’ . areas and classes tna..ken by students-. recruited hy telephone?‘
, | 5 | BASIC ASSUMETIONS )
N o : - For' purposes of this study , We are assyming that (1) ‘students
. who m‘selectedWional major as counselors and '
. who work. as peer colmselors at college and high schools will succeed o

in recruiting' students by telephone and 2) potential students for

~
Al

-

the Fall 1974 senester can be iden‘tified and recruited through Los -

Angeles City College f‘iles of "No Shows" and ‘Drop Outs", as well.as

* by the use oj‘ cross-index city d_rectories for the northeast area of

Tos Angeles: &s‘le Rock, Highland Park and Lincorln Helghts. Il ‘
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h w ? . N R o~ . .’ . . . . ‘ A ‘
e : R DEFINTTION OF TERMS © v =
N ’t ' ._":W/‘ . ' ‘ . . ’ > j
e ¢ )
. v, LT . Average Daily Attendance (Ai)A) ‘.A maxinmm <ﬂsf‘rict average of‘ N
. . " : 7 ) L § *
Y ) " 18 hours of attendance for students in freshman and sophomore gradel . St
; 7 courses is allowable during any ™~ five-day school week in a regular .

LN °

w . quartér or semester,

. - - ..
‘:'I'he ADA in a quarter or semeSter cannot exceed S
\ ¢ Y N . L4 ' ‘ K
f\different pupils enrolled as of the census Ty

1,2 times the nuber

»

) Yoo
5 contact hours of enrollment per academic - o

e date. A unit of ADA is
\year, or 3 contact hours o enrollment oer day f‘or the minimu,m required
., - 175 days of school, or 15 contact hours of ertrol]ment Jer- week for

.35 weeks.u'henever any.reference is made to a soecific whole number of’

units of ADA, said nurber shal\{ X include any fraction above said number* v
§ A o . .
. . . which is less than one-half of a unit and any fractioniof‘ one-half or '
) . a 6 —‘—‘.‘\‘
L’ . % - more of a wit above the next 1ovest whole nuber. © ;¢ . ' '
. N \ / N
; - . " Instructional Television (ITV). Colle°'e credit colrses that . -

are offered over the television to the pub]ic, Any high school g;radu-
. ) ate, or anyone over 18 can enroll and r\eceiveeComnunity College credit

. of f‘rom one to three units, N . ; R %

L Inter-District Per'mits Permits that are reduired by students . ) e

who live iIn the Los Antzeles Community College District and attend

. " . another college outside the District. ' . ) oL

.

No Shows. Students who submit an‘application for admlssion

to the college but fail to register for 1'he.\r classes. . i .

. ot : p_r_ou)gts Students who are admitted to the college and’ n
B . register for classes. Thése students enter the cliss but drop out o
* ‘ °  prior to census week qr Just after”census ‘veek. ° - VoL Vo T

~ N < * . -
. . B - . .
. A . r
ANEERN . - IS
> » N . » .
. . “




y ’ ’ Ce

.t * . _ Hione Po'rer A ter'm used by the Telephone Company to describe - .
Fao @ procedure of marketing a product or sales campaign over the telephone.

©ooet v, Peer Counselors «Counselors who are students ih the Psychologi-

*

-

«
TR R i

acal Services program at LACC and who provide counseling services to -~ .

-
»

[ —

. - other stﬁ;dents or potentia‘l students. . -
£ , . £ o~ . »

E N gnators College faculty vho are given a full time a5sign- B
- . ment performing administrative and staff functions. Coordinators perm T

teee . .form line functions by ,direction from the Dean! _Al’chough they are \ / )

. “ below the rank of Assistant Dear; and have no authordty, they generally

at
s

. “

atellite Prog;ram A series of off-canpus classes-that are ‘

held at a fi)\ed location f‘rom semester to serrester. The site is - _' .
knovm as a(n extension of the main canpus with adrrdnistrative control ”

. »

¥ J - reraining at the main canpus. Appendix C is Lrie LACC Satel]‘:ite

| . = .

N * Philosophy which was 'n‘itten by Messrs. Stanley L. Schzll and Charles

~

¢

'h

- Brown, Ccordinator of 'Admissions. - r
ks - . ’ . e . * \. -

. v Outreach .Classes One or more classes held at various locations

’ <
/ throughout the city. The classes are held on a serester to semester )

- basis based on a need assessmént, These classes are generally held

" in ‘office buildings #nd offered in the evening or on .lunch nours. ‘

LY
.
. . R . [

. . »
' ~ " ; . * . ’ !
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| 9 / ] a SCOPE oF- 'IHE\S'[‘UDY: :
) . L)

as

The study will be limited to- 56 520 phone calls and will-be *

‘This will

bonduct&d in two p‘naSes. xh( first phase w11 be approximately 7,000 |

.
A

{ .
N . / phone calls made to persons who are? familiar-with IACC.

.5 .

7y . . s
oo / provide’ the student workers making the calls a chanqe to develop a’, . .:\
- . ' !

’ sophisticated telephone presentation. 'Ihe second phase wil°1 be ) DL

e /
. [ ,
. - N "‘.i

: / ' directed to persons 1iv;1ng; in the Northeast Ios Angeles a.rea. 'I'hese SN
- E ('

' » persons, presmnably,owould hot have Jad contaot with LACC. A time c c

) frame of six months w‘ill be used for the entire recruitin,_, process, f D
., however, the pno,ject will 1ast two yea.r's t6 determine if these T
; “ .- )

ystudents‘recnnted by phone remained 1h college. If the studeht °

/
/ . - L )
/ : leaves, a_Trecord will be kept to determine the réason for.dropping VoL,

/ ” ’ \ ' . . . .
: ‘. 0 - . . o ' * ) -
. . .ﬂ ‘ [ . tat . . © < K

ORGANIZATION OF THE S'ITUISY

“fy Y. r.. - . ) ’ M % 4 o ' .. _{3/‘ s x ’ ' »y
7 ) e

The present chapter has stated the problem,

rea‘sons why the topic is of inportance, listed so:
_defined terms, and brief],y outlined the scope of the study

N ]

. Chapter II presents a review of related literatyre: and the s
interview of personnel ﬁ'om another College District who expe‘rimented T

l\Wlth recruiting students by telephone. S RS
" Chapter ITI explains the procedure used_in the design of e

1
«

Sy - o stuy. : ' C
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L 'chat the researcher was able to identify that‘has used.a sim1ar

,_5.’,/ E | " -CHAPTER II B : : .

e REVIEW OF RELATED L.ITERATURE !

. . . : s

\ L - BACKGROUND,* - L
i N ’ \'. N ««. ' ) x i’

Recruiting new students for a community college by. telephone

is apparently a relative]y new technique. The only other college e

\approach was.the Peralta Commmity College District in OGakland,
California. 'Ihey used volunteers for five days in calling prior

students. Details of this _program will be explained later, ° -°
S A search of all av‘ailable\docwnent\atioq on recruiting by .

¥

" telephone, telephone instruction, and telephone comunications

_through the Division of Résearch ), Office of the Los" MSjCemty T

Py mﬁ /&7

T :
Super:lntendent og Schoolsvknown(as LANCERS, provided 89 abstracts, .

C with 24 of them remotely cover'.ing the problem area. A review of the
- SR
;e_{-_w twelve—most promising documents themselves .did not disclose anv

T

R »

significant inforrratioh pertaining to recruitment enrollment t’rends

. -

or telephone calling techniques. , : - S S

It appeared that Peralta Cormnmity College District and Ios
Angeles City College are the only known colleges involved 'in such

n
I
o

3 .1
P A

i

;.
o~ o Rews s

e ws N

Lo tional mrketing theories and the interview oft personnel involved in

. -
»
e 3

expeMental research

‘ >

4

(l) enrollment trends throughout the United Staté., s and (2) educa— R

‘ Peralta Conmunity College Districg s pro,j’ect.

9
e
A

.
N L . \ ¢
"

. . - - ., .
. + L. . .
- 13- oo
. . “
a : . N
. ' - - v .

D . Research of literature \ therefore directed towara :“ .. o
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o - Nattonal Enrollment Trends

Lyman A. Glenny states (1 3) the average age of those who
attend college i,s ‘on the r'ise , especlally in cormxunity collseges » and
a gr'eater proportionesof students are part-time rather than f‘ull time
Glenny continues that (1 lt) the average age of students who attend
several different types of proprietary institutions in the 18 to 24
year old range is the same as for cormmnity colleges. 'Ihis fact '

seems to indicate that; whereas the college ing rate is down;, the

k-
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%
n
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the federal govemment pmvided the bulk of its stu

‘uto the lowest income families._ The Nixon Adnﬂ.n,istrati

i1

a plan that provided aid to famlies below mediafi: Family d
Y~ -"1“:‘\-_
mist went ‘to the lowest™ income families. ﬁ.fowever, unsubsidizéd loans

were available to those above the $10 000, ;per year level.

problems for oﬂfe"i*“ifi‘g “a“i‘d“to*the**lowest—inconie~grov.1ps>iwe-re comp yunded

-
by the °introduction of new loan progr'ans which cove‘red a wide spec-

T

. Program was. aythorized. co - T =

trum of family income grouos. " An Additional factor 14 ,f‘unding needy
potential college students (1:8) is that none of the ma,jor‘federally ",
funded student aid ‘programs. has éver been f‘ully funded at the level

plammed to meeb the demonstrated needs of‘ the, students for which the

P
~

. . . - . “ )
As iInflation increases, the losers (1:11) aré the low income -

» ~

students. They will be limited to no college, to short courses in
o> g ] 4 - > < " Iy
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. < Other U year

. proprietary institutions, or to public institutions able to maintain

‘ low tuitions - - prinar'.lly the conmmis‘ty colleges.

{
C e Glenm/ comments on ‘the *Census Bureau (1:7) who estimates a

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

paral]eling the sharp rises during the 196(}'s.

By 1991, we Will

have dbout Lhe same nunber of coLlege age youth as we had back in .

1965 or 1966 Unless the number of 1ive births shows an increase in

1973 or. 19711 the nunber of' college—-age youth will, of necessity s

show f‘urther declines after 1991.

- - the traditional ag;e group f‘umishing most of the students to

Mo

i

colleges and universities -- will be reduced by 237 between 1980

-

and 1991 (1:10).

S

Fall enrollments in higher educatio‘h for the periods from

1969 o 1971 were as follows - (2: l)

1970 Fall

-

kY

"-Public_institutions~~19§9_Fall
Universities -2;233,z§6 '2;350725n
, ‘Other 4. year _ .1,857,837 2',023,8“82’
2 year . 0.-71,847,920 _ 2,101,972 . A
| 1971 ra1r
Universities 2,372,551

_ 2,115,522,
2,366,612

o

2,year

<

% Change

5.2

i

19701971

-

413.1
% Change

+1.0 -
+4,5

Kl

+12.6

A}

'Ihe ‘nurber of. 18 to 21 year olds

-
.

T
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There has been continued growth of enrollménts in public

two-year instifutions (commmity colleges) in l97l. Community

colleges increased .;ubstantially ﬁ'om 6511 in 1970 to 699 in .!.971, \ U

an increase of 6.9%. The colleges opened to a rather large enroll-

ment and their enrollments tended to incr'ee_sej_'ather rapidly for

the following several years. There has been a recent inérease of

interest in vocational programs, and conmmity colleges are generally
~ more responsive to conmunity or area needs (2:2).

Two-yoar' institutions enrolled 90.9% of the national total . !

_of terminal ‘cfcwpational enr'ollments ’in l97l an increase of 28.2%

over l970 This was substantially g;r'eater than the 11. 97 increase o

- in total enrollment in two-year institutions over the same period
(2:5). ., "
“wd R . o ,
+  Virtually all gains :n the enrollmento? first-time students '’
in Fall 1971 are attributable to ‘public .two-year institutions, which o

, enrolled 9 87 more fir-st—-time students in the Fall of 1971 than in .

l970 -- and even this increase. did not. keep pace. with the 12 6% ‘ \

-

increase in total enrollnent in public two-year institutions.

. '\ toa ’
. . . ., '

-,

.
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* 'help the college to focus on-the customers and to make realistic '

Marketing Education -

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, 'ﬁgier L

educational institutions must assume a conswrer—oriented posture.

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

tive education and ref‘ormulation of some long—standing‘ p'ractic‘es.

Eugene H Fram swmxarizes his theory on educational ntarICet— }

\J"

'_ing (4) in the, field of higher education , a~marketing approach can-

l

. assessments of what they are and where they are going, because 1f

the oustomers don't buy, the institution will die.
AN
At the ‘risk of "tuming of " college administrators because

of the so-called secular attitude of business methods let's look at ‘

. ofe ma.jor management ‘area that is normally neglected by colleges a.nd

tools can be used to increase ef‘ficiency in reaching an institution's

e

universities.
can be uséd in operations aimed at goals other than profit. rIhese .
cbjectives, as detiermined by the,séhool's previously-éstab;L_ished

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

It should be kept in mind that business techniques .

i
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. . Peralta Commmity College District S R
- ) , . ’ f
v : Without calling it "Phone Power" Peralta Comnunity College R !
i

- District initiated Operation Call Back in January 1974, The intent

»f the pro,ject was to have as nany as possible fonner Peralta Com~ .o ) !
mnity College. District students retum to. college. 'Ihe concept "ﬁ 1
”M" . - was desigqed by Dr 'Ihcmas W. Fryer, Jr., Chancellor of the District.
) - Mr. H. Pat Balen, menber of . the Board of Tmstees of

«
[T S JUP

Peralta, and Ms. Beverly Mitchell, Director of Public Infomation .

-

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

-

26 June 1974 regarding QJeration Call Back. - Somé_ 300" persons from T T

throughout the, District were generous with their time, volunteering-
‘ . long evening.hours to rrake the telephone calls. Among thes were °
‘ \’ o " . 25 volunteers f‘rom College of Alameda, 39 Irom North PeraIta Com-~
| rrmity College, l33 from Laney College 5 ) from l\brritt College and ;
. 60 from the District office. ‘A total of 1t 869 calls was made ‘
within a five-day period stated Ms. Mitchell, R

<

e L oo - Mr. Balen, statéd that, of the 50 ;000 former students to be

contacted by 300. Volunteers in five evenings, the lll 869 calls

' ’ resulted in about $700, ooo additional income. This a.mount reore-

pt sented an increase of 685 ADA beyond estima.tes made in the Fall of

LT T, R AN
’ ' Copies of the general instruction’ far CZperation Call Back
are "at the end of this chapter. Althoug{ Peralta's .Operation (c | A‘n
Call Back did not use telephone consultants, and it was structured B
’ - ‘ differently from that of Los Angeles City ‘College's, ‘effort, tnev

B £

o N \ ' ' : ' 13 o A o ) : ‘ |
. .. .: . . ) . - . .




\/. ) achieVed success "and should be comended for their Distr'ict—wide . : !
effor't and support by their faculty, staff clerical and adminis—

tr-ativ_e personne_l. I , »

2

R

L

i . y . ) SUMMARY . - :‘.\
A National enrollment trends indicate more minorities will ) :

. be-coming to conumnity colleges. as federal. aid to needy stud\ents LT

beg!ns to dwindle. ~"1er'e ‘has been an increase in students over 21~ .. ‘ '
~attending college par't—time for terminal or occupational progr'ams "
. _ .and 1% is anticipated that, between the years 1980. and 1991, the j_

A

nunber of 18-21 year olds -~ - the traditional age group f‘umishing

o tmost of the students to colleges and urﬁ\férsities - will be .
T " '”_reduced By 23%. ' \’*”‘—“*; o .
) v. ) - ‘If the colleces}\are to provide educational services ’to the
P ’ conmunity > they will have to devise Sormeé management tools for mar-

keting educational progr'ams yhich should be based on a needs
* . ’\ . * R @
assessment, . —
. ’ |

= - 'The success of Pera\:\[ta Comminity College District's

~

° T Oper'ation Call Back is indic tive of what can be acconplished by-
using the telephone to recrult students for _corrmmity colleges. .

_
¢ - . .o - . . w3
“ .« i . o
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. 'THE PERALTA COLLEGES . - e,

- - Office of the Chancellor d _
\;’ ' General Introduction and- Instructions t> Telephone Fhase éf Operation

e — e

——_—— . ]

Callback: S ; oo

-

_ ‘Thefe are thiee main purposes of the personal telephone phase of
. - Operation Callback: : ¢
1.- to express in a varm and ‘friendly manner a continuing interest on
the part  of the Péralta Collegés ‘in the individuals who have
attended orie of our five institutionms. :

.2, to invite these individuals to return to one of the“Peralta

.:;M " Colleges and participate in the many educational services still
: "7 available through our-Pistrfcte-—— . o v ‘
~ < " ¢ * )

. . o . \ A
3. to obtain important informatioh and feedback from our former .

. students concerning their experiences in the Peralta Collgges and
~— ways in vhich we may be able to improve our services. - - e
S v A4 .

“«

. ‘ : .- ..
, . ~-_Each of the above is important: - .

-

It ié\éﬁtirg;ympcssible thatnsome'ihdividuals‘who receive calls from .
us may be irritated by being bothered again or may feel that a telephone

- . call to then is iﬁzﬁprog;iate for some'reason ‘or another. Should this .
e - occur, it is important that~the caller maintain a f;iendlg agFitudeg
. \" . . express' continued interest,in the individual, try to obtain vnatever

) information is possible concerning the ihdiviﬁualiﬁiexﬁerien?e in the
" . District ‘and sope feeling fof why that person is nog'happx‘YiFhwgut
: District. .A¢ no time should a caller éngase in an argumeat or—anv.

kind of "heated discussion" with an individual_befhz cayled. T

1t is possible that callers may be asked questions they vill‘ﬁé una?le :?;‘
- to ansver, e.g., questions on curriculum or class schedules. In this (&7

‘ event, rather than rimning the risk of givingTincorrect informétion,> & O
callers should recommend that the individugl call the College fqg a
counseling appointment. ) P
o ) M B ‘\"«. ~
-, It is also important that the interview schedule td be completed
R S during each of the telephone calls not be'read in a rote fashion.- A
< casual conversational approach shquld'be made with individual aﬁaptatippsv
’ of the script befng made by the caller’ in such a vay that'a pers?pal
tone is communicated rather than a mechanical reading from a script.
——t . - : . n 4 ’
‘This entire effort is crucial to the success of our bisprict’s operations
during the remainder of-1974. Your willingness as a staff member in the
. Peralta District to vo1u§ree: yeur time and service i§ grgatly appreciated.
Thanks! N . . ‘ _ o
o And good luek with your calls, »
- . TUP:imma . . t .
' 1/7/74 - 29

\) * A . -~
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N COLLEGE ATTEVDED . ) e " (No anksﬁer)

A

v

~ ilorth Peralta Coileges. 1f you‘r@@d~53;5i1hfvtmﬁtiQﬂJ €all.834-5500, the Peralta.

" tory under Peralta College@.' Thpnk\} u so much for your help:. Ve are sure there

' from\attending weekday classes,, some of the colleges have Saturday classes and all

- THE PERALTA COLLEGES

L

OPERATION CALL BACK SCRIPT, IiISTRUCTIONS, AND STUDENT RESPOUSES

(Reep telephone calls brief, voices warm, don't xead the form.ind make rotes with
reply information. Print clearly; if someone else camnot® read your writihg, then
the call vas of no hélp.  Community college districts find it-especially difficult
to follow up on past students, All of us need this information in order to serve

students.) -
‘ @

NAME OF STUDENT PHONE. NO. .

?
y . date/time date/time -
(Write person's jame and phone number on form after dialing but before person answers)
. b -

“Good evening. .I'm " from the Peralta Coxmunity College District. You may:
remember that __ ', President of College, sent you a letter asking if
'you might 1iKe to enroll ‘again. e are telephoning to find.out 1f the college

district can serve you again in any new. way., =TT LT T ot e - e — - -

Do you mind if I ask you hov you liked attending * College and vhy you enrolled?.

Sal - M
. .

oy
- .

e

-Why did you happen to leave =~ . Coliege?

¢ ) - -

Do you feel you got vhat you rizeded .there? . .. :

- - Ty . -
. g

Ve need that. information so ve can do a better job for all 'of_- our “students, :

~ .. .a - .o
Do-you 'have suggestions for any nev programs?
~

* Do you have any other comments? V o
N . o \'

\"\ . R

. 1f you have a job that keeps you.

. Yl

>

of them have evening programs.. All Peralta colleges are taking registration now
for the nev terms. Locally, these include College of Alameda, Laney, Mexritt and

District office, cr any of the colleges--they are all listed in the telephone direc-

are courseés in the Peéralta District that you would enjoy and find useful. Why not ...
. check vith 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 offic‘e

©f ‘Informafion -Services if st -the Distrigt-0f ﬁc{ >

s A8 21 ’




T ' CHAPTER ITI _
~ Introduction . T . ‘ .
. . . B ' v ’ . _‘\\ ) B <, .
e s f The. researcher has dqef-gied this study around a 'descriptive o

and exper'lmental approach utilizing Los Angeles City College students
T from the Psychological Services Program - Peer Cd‘imselors ~ to

-

recruit students by telephone. Some basic nanagerrent principles will.
" be incorporated into the report along with forms specifically designed

‘
L]
- .

to gather andranalyze the data, T T Lo e L

Sources of Data

€

e Y " @ensus ‘tract infor'mation will be used. to provide demographic

Y
s

' ‘, . data én the Nor'theast area of.Los Angeles_. Enrollnent trends will be

. ’ analyzed at the Los Angeles Commundity College District Research Office.

.‘: R . Cost analysis data will be- developed"from anticipated Tele-i |
' .phone Conpany charges and the State of Califomia Cormmnity College .B

‘ . . Ann formla for career education students. No shows and _dropouts

‘;Ti]:l be identified and_ their records collected by IACC Adnissions
R personnel. A cross index City Dir'ectory' for- the Northeast section of
I.os Angeles (Eagle Rock, Highland Park and Lincoln Heights, will be
-=rented for the second phase of- the recruitment plan. Existing
‘ . g college for-ms and computer print-—outs will be used to record students ’
. enrplled, their z;l; codes and classes as a resu.lt o: the study

A questionnaire will be designed for a limited survey prior to -

‘Phase IT. )




+Research. Method - Phase I _.

[3 . - N o
N -

-

* .. Before inp ementing the study, a cost analysis and time

) frame must be sub tted to the Dean of ‘Instruction for review and

then. presented to. the College President ahd the remaining staff for

approval. ' - ' . PR --‘_.l._l_,,_.,,.,.“s... .

The cost analysis will have the following breakdown

Nurnber of calls to be nade e
What howrs of the day the calls will be made
Starting and closing date of the stuly o

How many student workers will be hired

~Expensbs for in-service training 1 o . .
1 e

1

2

3

4

5. Salary for stude'lt workerS“"* S e e ' S
p ]

7 Mileage, varking and meals for in-ser\rice training - l
8

Identifiéation of suceess rate so a return on the

invéstment cari'be computed ¥+

9. Number of teléphone instruments to be used with a private
line (PL). Telephone nurrber is different from

W

. ' any of those at the college. +This is to control
tel.ephone billing. . ‘

/ i

A cost effective analysis vas made, see Appendix D, x«*ﬂich

-

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

-‘.({

.receive a minimum of $20 lllll 84 and a maximum of aoproxirrately

,$670,1{lp. these figures are based on a 10% increase of enrollment

over the Fall 1973 semester - - . 1,918 new students - - and thafl each’

Student took at least one' 3-unit course. This would mean 5,754 wunits
St S e . R

23 N
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\ oS
or hours of instruction.

TI‘ the enrollment remains constant - -

the new students remain in college for one year - - then this amount L
could be “comoutfd under the Foundation Program Guarantee for AbA. ‘e

‘A time I‘rame must also be developed -for the pr%sentation.

, The outline 1s as follcms. ‘ P "
Nov. 1973 Concepthal model discussed e T
Jan. ‘_1"974 Collect and ‘analyze, data foi cost analysis At

Feb, 1974

March 1974

* April 1974

»
/ ~
v w - .

1"

K
7.5%, &
.

Collect enrollrrent trend data

’

c.:v.., 'Deyelop'general needs_ assessment
Present proposal to College President and. staff.
- Recelve fpproval-for study
Notify Academic Senate of potent:*.'al stady.

Initiate natlomlde computecc search for si:nilar

‘studies 508 to incréase Tatfo ‘of success

Budget approval recelved r

, Interview for student _wor;kérs
De‘velop and hold dn-service training
+- Confer with Comseling and Admi‘ss.ions‘ staff
- Identify location whére study will be conducted

-

Irplement ‘Phase T of the study h

* Obtath daily» reports and week]y sumrraries

. I?i—-weekly reports ‘to be made to Dean of Instruction -
* and College President =
.gritique'p.:rocedm:'es for possible change “
“u Meet 'v;ith Eagle Rock Chanber .of Coq!nex:ce for support

‘of Satellite Center -

A Y




June lt9'.ill .- )

Y
ll

A

Augs 1974,

Sept; 1974

LAY

L}
.

Jan. 1975

Sept 1975 -

Jan. 1910

':fComple'tg Phase I " L »

:REtﬁm for* Phase*jl:lj'

Critique procedures for bossible change

. Register new students for ¢lasses .

'Tex_nﬂnate__ phone calis. for new students .
) o )
_Make folla\v—.pp ol dropouts

"Provide summaly r‘e'port° e R

Review and critique’

_Inplefient Phase IL . =~ . . l - 3

& .

Provide biwweeklys repor'ts to Dean of Instruction :

.

and College Presi,dent

(S

Make follow=up on ‘those who did ndt show

Co~ .
]

\ . & o /,’
tbtain listing o{ students enrolled as a resultf of
4
" study and record classes taken, the,ir age
* S
and zip co’de » A

Identify students still in coilege and record .
classes. ,Determine wh,; students dropped out

'
C e %t

Saiz ymqu\x‘C as Ind en. 1975

~

Compute all’ available data for final analysis and

conclusions . oL D‘



‘ \“ BN Presentat;.on of the proposal to the college‘staff will

S "include the mater'ial prepared in Appendices A, B and D, ’and a demo~
_gr'aphic study of- the Nor'theast area, 'Ihe manpower profile by zip

. ‘ ‘ ) code will come from April 1973 censtis tract infomiéition. 'Ihe demo~

. graphic study is needed to s. o the target\population’ to be called

-~ . 2

during Pnase IT and will be used as part of the needs assessment. -~

. . “The stucw will contain the followinO' infor'rration. -,
: : T ) ' ' l._ . Total population sample_d
¥ N Y 2, Median years of education by aée . coe .
L % . 3.-' Population over the age of 25 that completed
. .. . U - ‘_ var'igus levels of education U "
i ” . 4, Totfal labor force e Co | :
o a _ 5 s Occupational distr-lbu't:ion= T e
s,’/\; . 5 N 6 pdustrial dstribution ., . .
, -". ‘. f. L © L e r'eV;ults of the. demographic study are set forth.as - .
- \ ) . -Appendix E, . ';& . \ : : . . e |
T t 'I'nose in attendance at the President"s staff; meeting will

‘oo include Deans of Instr-uction, Admissions, and College D.evelopment. .
) o}
) S[he Dean of Admissions is also responsiblé for the Counseling Office s

*which will be )m oﬂ. the ‘services offered over the telephone bo
; |

v potential s‘tudents-. whoj'Have a questdion-that carinot Be'answered by

L3

14 f 3
., the student workers; - : - . S

v Mr'. Robevt de Guevar'a, Pacific 'I'elephone Cnmpanv Paone Power

L] . .

Repr'esentat)ive s vgill also attend the staff meeting to discuss the *

. objecti:ves of the Phone Power system and hqv it relates to the

]
<

3

collcg;e p?ooosal to 'recr'uit students bJ telephone.

. - e “,h(" : - .
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' w flon_in-service-tram'ﬁ@ to be accomplished at Pacific

f, 'l‘ne researcher agreed to as

Gt

-,

‘ist in the development.of

TeIephone Corrpany offices located at 7110 So. Olive, I.os Angeles.
« 'Ihe President's staff sugges ed that the student workers»

ap'plying for Jobs as telephone recru.i ers come f’rom classes taught

Aby LACC faculty menbers participating in training peer counselors

which™is under the Psychological Servilces curriculwn. These faculty

o : el .
menbers will be asked to inform *'heir lasses that there are job open-

. ings £or students interested in doing ome telephone recruiting for

/

new _students. In ‘the attempt to assure a nmlti—ethnic, bilingual '

_ group of six males and females, the fol owring criteria will be

. established: LT o | |
‘ 1. J An ability to speak. cle ‘\ and be understood over
’ - . . the.telephone ‘' . T |
) 2. - Be ;13 to empathize with the prospectiw;e student_
3 Kno;;ledgable about’ col:lep;,:e procedures\_and course
o o‘ E curriculum : -
r.“- , L, . Be & self starter and able to. generate enthusiasm

F‘inal selections will be made by a faculty merrber and the Dean of

Instr'uc.tion. : s .
The researcher and Mr. de Guevara pr-epared the materia.l

contained in Anpendix F, Training of los Angeles City College

_ .Studentsxfor Phone PoWer. Additional handout ma.terial was provided,

YReactivating Inactive Accounts the Phone Power Way" printed by the

3

Bell System, HLIM 708611 (2/72). Certain viords were inserted in the

£ B

‘\n

oublication to meet the needs- of the cOllege. . e . ' o
- o en
2

-
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~—The t*airting ﬂay—w:i:.‘rl:arl’srﬁfcl'u"de‘ roIe playing and the

(SN

cri'tiqueing of the roles by the stucegts. This will provide some

realism to. the training Mrs. Gladys Harris StIpervisor of Clerical )
Personnel i_n Admissions, and Mrs. Linda Daniels ,:also of Admissions , .

will attend the training. Both women will be used as alternatoe

i
supervisors of the student workers malcing calls on Saturdays when ;

-9

. the college is normally closed . . "

e

The locdtion for the actual telephoning is inside the college s

Computer Center. Three phones desks, and supplies were sgt wp with

- the f‘olders of No Shows and Dropouts. The folders dontain former

college Applications for Admission which include the student 's home

. telephone number, The files, will be f‘rom the Fall 1973 and Spring
‘ 197ll semesters and will total 6,919,

a

The og‘—camnus 8 r'm, Appendix G, is used to reactivate the

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

"made and. nunber of potential students who will return to college -

/

_ Phase I of the study. Two f’low charts were designed. Processing
. Confirmed Telephone Contacts Appendix H, and Overall Procedure for
Phone Péwer Program, Appendix I. ‘This material will be given to the -

student workers to show them the processing procedure

The foilowing daily procedures were inplemented to provide‘a
struoture»for the student workers and to establish accountability .

- .5 °
R

and validity to the studv ‘ S x
1. Check in daily with Mrs. Gladys Harris oy
Mrs. Linda Daniels for any additionsl

instructions

“ ”

v

<

-

. -

- .
- ]

-

L
Tan s
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Organize calls for the day Frst. make any callv- =

8

b

a.

b.

c.

backs f‘rom the previous day “

Maintain accurate records of calls, Ebca;nple for

3

“a successml call

Clip short spplication to the front of

original Application for Adnﬂ.ssion

"Indicate on short applicatién (AppendixG)

the area of interest (s:ubject) in which

© the potential student wishes to enroll

Student signs initials to short form '

Record daily the nunber of calls nade and successf‘ul

enrollments . . '

Any call-backs for 'cgtn:{seling will be glven to

£

b.
C,

d.

Mr. Mario Tartaglia, Senior Cownselor, who

in tum will distribute the calls to other
éomselors. This will be done .on a daily
basis. The counselor ;vill' be pl*ovldedl the
follqv,iné information on the potential
students: |
Name .

Social security nu;rbér
Date of big'th & ~ .
Phone number

Ar'ea of iﬁterest

29 T

.24




L4

.

'¢ | all students and a name plate will be rrade up for mture mailing of

6.

$ v

O s

 that will be used for a special 'regstration procedu‘re. Only this
special- location on campus. ~Phase I group was designated for campus

\at\tending classes: Satellite Center aid the LACC capus. .

g
" Ieave messages f‘or super'visor in faculty mail box- . "
7. Place phone 1ocks on instmrents when leaving ' :
- At the c;onclusion of Phase I, a letter-will he sen}: to the .

"'»',,,.w\ Ty

potential student, Appendix L, to Inform hirn of one of three dates

LI

select’ group will be processed i:or thelr classes on this date, at a
enrollment only. Phase IT will be divided into, two preferences for
The Phase. I and II- groups will have address, ca.rds made up on

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 -Studengs will register.

< N i

25
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Research.Method -~ Phase II o ,
” Pr'ior to the conclusion of Phase 'I information should be - .

2

obtained to determine if the local commmities wou.}d suppor't a
Satellite campus. "Although a needs assessrrent will indicate merrbers
of the community who desire to continue their education, it is
hrportant to obtain business and civic leaders' support.

Arrangements will be made to’ attend an Eagle Rock Chanber of

“¢

Corrmerce meeting. College staf‘f will provide an audio-visual presen~
tation of IACC ahd answer questions about the - campus ‘and a possible
Satellite Center. At the conclusion of the meeting, a questionnaire
will/ be handed out for aVQsampling of conmunity': reaction. The
questionnaireT’ is listed as Appendix J. o .
: “v. " ‘ ‘Pnase IT recruiting will be directed to support both the o
) éatelute Center and the nain campus. The calls will be to random .
persons residing in the ’\Iortheast area. 'Ihese will be "blind calls"
- because t‘xere has been no previous contact with them. Their names

will be select_ed f‘rom cross-index clty directories rented from the

we

Telephone Corpany. ‘ :
Telephone techniques for contacting this group will have to | y

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

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

. l in education or in going to IACG. Hence a need for a retraining

session. The retraining will be for .super’ViSOIs and student workers,

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

‘ : outline, Apoendix K, uhich uas specif‘ically designed for this phase.

- . 3 1 ¢
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.




o
‘vt

o

. The initial step in selecting the target population in the

i Northeast area begins with locating of the ‘area on a city map of the

greater Los Angeles area. The rrap book is broken dom so that each
page’ takes in about 50 blocks. . The student workers will identify ‘
residential zones only Once located the area is narked with a -

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

"fror the map and listed in alphabetical order.

The secand step begins with the locating of the telephone |

' nunbers of the residents on the listed streets via the use of a

-Cross Index City Directory (Northeast area). The listed st*eets are

cbpied and used by the student workers as they make their direct con-
tact with the residents within the target area.

. -

The third step 1is the actual contact of the resident. rrhe
student worker will use Appendix K as a guide in naking his calls.

Questions are asked and answered by both parties to clarify miscon-

ceptions and assist the potential st_udent in selecting a general area

of study. A short application (Appendi)g G) is taken over the phone

ey -

which includes nane,"add.r;ess, phone nunber and courses of interest. ‘
This grotp 'i_s. also b'roken:'doam to the potential student's desire to
attend the LACC canpus or the Satellite Center. If‘.the student, wants
to attend the LACC campus R he will receive a copy of Appendix L.
Should the student select the Satellite Center as the location to,
attend elass, he will be sent a letter with a class .‘Ischedule to
indicate the date, time and location of‘ the courses. The student
will register in class either the first or second night of ctass.

¢

The registration will be handled by the instryctor, g
“ 82
taT
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. 3
the student worker (specialist), dates covered s total c 11s made by“

\

the day, positive and negative ;'esponse Cwi;l , or will not, attend
collegef » other responseg;’ letters mailed to register potential A

thjnk ahout it. Letters to beé mailed out, includjng the follow-up

ie_tter,. appear .as part of Appendix H and Appendix L.

R}
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Tréatment of the Data |
E

At the conclusion of Phase I and Phase II, simple graphs will
be .nade to show the n}mzber of Aoplications for Admissién campleted Sy
the week as corrpa.red to ‘the nuber Qf contacts mdde. Flexib‘ility is.

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

| At the time of registration for classes s the following data
will be collected: name, age, social security nurrber, zip~ code TRle
or female, selection of day or evening courses, and courSe titles. -
This information will be checked at census week with the ‘college
conputer printout of all students.

\‘.,‘x v

’ 'Ihe above names will be checked against the oasic list of
those who stated they would enroll; and the No Shows will be called
‘ to determine why they” a.re not attending ‘college. | '

If 1,918 students enroXl for the Fall 1974 semester, the z
study will be called a Success™to date, However, a trne evaluetion N
. 1s if the 'stddents remain in college through census week of 9the
Spring semester; Januarx 1976. l

Once the initial data is evaluated (by November 1974,

scme conclusions may be identif-ied. However, the return on the

investment will not be known unt#l July 1975. ‘ -

>
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APPENDIX D
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APPENDIX K

APPENDIX L
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APPENDIX E
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APPENDICES -

Ios Angeles City College Enrollment ~ o
and Attendance’ - 1964-1978

.‘Los Angeles Commmity College District Map
by Zip Code and Student. Population ;f
Satellite Phil‘osopﬁy-' . .-

' Cost Effective Analysis’
Zip. Code Manpower Profile Demograph:tc Study

Training of Los Angeles City College Students
for Phone Power 5

. _Off Canpus Form .
Processing Confirmed Telephone Contacts
Overall Procedure for Prione Fower Progrem |

Questionnaire for Eagle Rock Chanber of Commerce
Meeting -~ 28 May- 1974

Los Angeles City College Pnrolling New Students -

Pre—Call Plamning
Letter for Special Registration of Clésses

Student Log Sheet"
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'LOS” ANGELES COMMUNITY COLLEGES _ ENROLLMENT AND ATTENDANCE: 1964 - 1974
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# LOS. ANGELES CITY COLLEGE
k) P N . -

Two-Year Enrollment Comparisons . . !
Py - . % -, S S

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

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

.District—wide trxend of increased enrollment of studehts aged 21 and ovet' ’ '§
~Y

this group represented 71.2% of City's total enrollment in Fall 1973. However, ‘}

PN

City supports the District trends toward increased enrollment of evening rela- :

tive to day students only in the Fall, and the trend toward intreased enrollment

of first-time relatxve 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

4

of the-latter .group. ‘

2

Ethnic Enrollment Data\“ N t "

Ethnic enrollment'data for Los Angélequity College are presented on p. 33.
"Other White'" and Black/Negro students comprised the two largest ethnictgroups
in Fall 1973 (37.0% and 32,3%, respectively) City's Fall 1973 percentage of

.

0riental/As1an students (12. 6%) was the highest of any college in the District. ©

-

Ten-Year Enrollment Comparisons - = : .
i, ' .
Ten-year enrollnent data for Los Angeles City‘College are presented on pPe

34. and 35, The year—to-year trends in day enrollment are generally in consonance
with District-wide trends. An unusual characteristic‘at City, however, was the
sharp decline in evening enrollment evident‘froM“Fall 1°69*through Spring 1972,

District-wide evening enrollment during rhis peridd was fairly constant. ..

387 APPENDI‘X A
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. LOS ANGELES 'COMMUNITY QOLLEGES

v
.

-

ENROLLMENT AND ATTENDANCE:

>

1964 - 1074 -

o‘ - ~u

Weekly ‘Student -Contact Hours‘fWSCH)

*

WSCH and WSCH per student data for the academic years 1969-70 through

1973 74 are presentéd on Ppp. 36 and 37. City shows the. D1strict-w1de trend

toward decreased class loads for day students and increased class loads for

evening students. The class loads at City were 13, 34 hours for day students

" and 8,03 hodrs for evenino students (Fall 1973),

loads were 16 16 and 6 96 hours,

2*

ld

’

In’fall 1969 the comparable

~
N +
N . « N
.

A

1

Ayerage Daily Attendance ' T . <

R 3

L . . Clty's day - evenlng_ADA comparisons are presented on p. 38 and thé OTA -

DA comparisons on pe 39. The data’ indjcate that City supports the District-

LY

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

¢
“ y . . .
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L0S \ANGELES COMMUNITY COLLEGES - ENROLLMENT AND ATTENDANCE: 1964 = 1974
- ” N . . . « ‘ ", ‘ hq :
: ;”}'Enmllme:nt By Category": 1972-73 vs. *1973-74 A
) . * . Los Angeles City Cbllege_. ’ o
» - . ¥ . . . .
‘,."—ﬂ - ’ kU ° o . ﬂ 4
Fall -~ F-—3priiig . oo
* > ¢ . P o . - 2 <t "0.: . ) _’\5 ‘
. T.1972 7 1973 ZCh. 1973-.- 1974 ACh, -
‘ -~ ¢ =4 ORIV : . . et
. S o ' - . o
‘Day T 12226 m847 - -3,y 1255 . 11315- 0.
"> | .Evening 7396 7338 -0.8 " 6886 7933 - 15.2
Male 9555' 9524 0.3 8963. 9686 - 8.1
-4 Female 10067 9661 - -4,0 9178 © 9562 4.3
. / . . .
v. ) v A o S — ‘ . » \ .
: * Full-time 6370 M52 12.3 6829 6775  -0.8
i Part~tine 13252 12033 :. -g.2 312 ' 12473 - 1003
: %‘L:' ; . ! ) . .' e '\-'\ ‘
g Frestmen 14785 13355 9.5 - 1020 42974 " 26,0 |
oo Sophomores © 4837 5810 20.1 7845 6214 -20,0
3 o - oo
} .t -
5  First-time 7300 6165  -15.5 3150 4782 . 51.8
i ‘ _ ‘ . R
{ Continuing . 12322 13020 5.7 * 14991 214466 -3.5
H . “ . - . . - ' .
! - “ [ Y ? - . "
¢l - . . . ¥
‘1o ¢ Under 21 6247,° 5515 -11.7 * * *
' ; < , <« .
X 21 & Over 13375 13670 2.2 . : _—
. Total 19662 . 19185 3.4 18141 19248 6.1 "
*Age data not available- for Spring 39 ik -
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LOS ANGELES COMMUNITY COLLEGES ' . ENROLLMENT AND ATTENDANCE: 1964-1974 g_
) ‘ Ethnic Distributions. 1972- 73 vs. 1973-1974 -~
X ﬁ, . - ‘Los Angeles City Collegeé ’
< N s we - ~ "‘
. N < . + v .
) -‘.--.--:-Féll--n:a\.----. -----“Spring--.‘----- & ‘j-
A 1972 % 1973 % Dpige, 19734, 1974 % Diff,
\ American” Indian . 0.6 0.6 ) 0.0 * 0.9 *
i  Black/Negro 32,0 32.3 0,3 o+ 27 3557, & |
. N ' . . < °
. .Oriental/Asian 11.6- ° 12,6 1.0 * © 12,9 . K
*Other Non-White 28 ° 21 .0.7 * 1.9  #
Spanish-Surnamed 4.5 154 _q.9 * 15.0
o m—— ‘6‘ - ? .ot
- Other White .'38.5 37.0 -1.5 * 7 33,8 *
Qtal Reporting 16932, 15675 * 12106
"% Reporting . 86.3%  81.8% T 62.9% - y
* No ethnic data available for Spring 1973 i ‘
- ’ . ¢‘ ' L
- ~ i ‘o |
. :‘ . . ‘\ ’ ‘e -
* . . ) » . * H & ‘
. . ,{.': R R ~ - [ * : 1
¢ :U o, ‘ .
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L% ANGELES ‘COMMUNITY COLLEGES, ENROLLMENT AND ATTENDANFE: 1964 = 1974
: N ' " ' ' / D
. _ T : z ’
: . e ENROLLMENE' o
s , . Los Angeles City Coile‘ge .
v Fi s ~ . . .2 o
' _Fall -
. ) Day=-=-- --4-Evening-—-; ' Total i
_ Enr. . ZChg. - Enr.. %Chg. . Enr. =~ 2XChg.
7 1873-76 c 11847 =301 7338 -0.8 ;39185  -2.2 .+
T, 1972-73 12226 6.3 17396 17.3  r19622 10.2
1971-727 11497 4.2 6305  ~10.3 17802 -1.5
. 1 1970-71 11038 6.9 © 7031 -1.5 18069 3.5 S,
v 1969-70 10323 -4.1 " 71400 -10.5 17463 -6,8
° [+) E .
- . 1968-69 10763 5.2 7982~ 1.0 18745 3.4
. H ~1967-68 .. 10233 - 4.2 s 1904 -3.6 18137 .. " 0.6
\, o 1966-67 9822 _ 2.6 8201 11.6 18023 6.5
R 1965-66 9573 ©  5.8__ 7349 17.4 16922 10.6
v 1964-65 9045 11,0 " 6261  -22.6 . 15306 -5.8
; € ;
"~ ' Spring - . '
e=er==Day--=--- ~-=-Eveningt-~=< .~Total
_ Enr. * ZChg. - Enx., #Chg ., Enr. %Chg.
1973-74 11315 0.5 . 7933 15.2 19248 6.1
’ 1972-73 11255 -0.7 6886 .. 8.2 18141 2.5
C1971-72 11337 4.6 6364  ~10.7 17701 -1.5
, 1970-71 10841 5.5 7129 -10.3 17970 ~1.4
1969-70 10271 -5.6 7947 -6.9 18218 -6.2
1968-69 10877, 7.0 8539. 6.6 19416 . 11.1
. 1967-68 10161 . 0.7 73217 -10.6 _ 17482 -4.3
1966-67 10091 6.4 8185 , 14.9 18276 10.1
_ 1965-66 . 9485  16.7 7121 7.1 16606.  *12.4"
1964-65 8127 . =0.5 . 6649  ~10%2 14776 -5.1
& a 4‘1 ¢ .
L e
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. LOS ANGELES COMMUNITY COLLEGES . ENROLLMENT AND ATTENDANCE: 1964 - 1974
'! : ‘f ) '.' ’

., Weekly Student Contact Houfs

W

. Los Angeles.city College

OO

i ' | . Fall ' . -
/— ~Day . ---4i-2vening;;-f Total~ -
Lo WSCH  Zch. WscH  2ch.. - WSCH 2ch,
‘ 1973-74 . 158039 0.8 .- 58899 0.9 216938 0.8
Co . 1972-73 - 156813 -3.8-  ss01 - 186 - 205214 1.4
CC M2 63 2.6 4o28 . o 212181 - -2.0
L asen a7 0.3 49277 -0.8 216509 0.0
| v‘ 11969-70 166784 6.4 ... 49650  -5.3 ," nears . 3.4
o . | ‘ | . .f.i':\ o Spring
| ? / . tDa{l‘y . ----Eveninge--~ . .Total' ) ‘
. wseH  zch. WSCH  %Ch. .-  WSCH. . %ch.
. 1973-78" 152635 (7.7 83876 . 13.5 216511 -2.3
197273 165382 - 35 se32 8. 221684 4.8 o
o2, 159725 -1.4 51772 . -5.0 511997 a3 |
1970-71 162064 - 2.9 54474 -1.1 216538 1.9 ©

~ 1969-70 1575427 © -4.5 | 55061 - -0.5 212603  -3.5

N - *
. .
"‘5 ‘ . . -
. - .
> . - - . 4




l \’.os An,c':n.ssco»mmry COLLEGES " . ENROLLMENT AND ATTENDANCE: 1964 - 1974

¥

" _Weekly Student:

a

Contact Hours Per .Student L

h

. % BEEEEY Los Angeles City‘College‘
L. . ' Fall & .
- . Day - ~~=-Evening--=~ “"'TOESI*P:;' ‘
WSCH/St.. 2ch. WSCH/St,  7ch. wSCE/St.  ZCh,
C 1973-74 133 4.0 8.03 16 11 0 3 .
j‘- o i972-7§~ 12.83 . '49}5 7;90’ C1l 10,97 -é.o |
R . 1971-72 _ 14.17 ‘ 6.5 .81 1.4 1092 * 0.5 ’
;930-71 i IJS.ISK 6.2 7.01 ~0.7 11,98 -3.3 ‘
: 1969-70 16,16 10,9 7. 6,96 5.9 1280 110 )
!;\jl" C Lo i - -
L ~ N “
B '
f Spring
;*t ' '- R - Déy ——e | r;-vaenidg---f . _ T;tal
X . . - - . )
. WsCH/st. zch, .- WSCH/st,  xch. _ WscH/st, . 2ch.
197376 13.49. 82 - 8.5 . 11.25 . -g.0
N 1972-73 .69 .. 43 838 05 15ds g3
197172 16,09 -5.8 © ' 8.4 . 6.5 11.95  -0.8
197071 14,95 2.5 7.66 10,3 12,05 . 3.3
19970 ' 15.3% ° 10 - 6.0 C6S . 1Ler 2.8
- S :




LOS ANGELES COMﬁUNITY COLLEGES

-

‘e

 ENROLLMENT AND -ATTENDANCE: 1964 ~ 1974

PR
L d

1973-74
1972-73
1971-72
1970-71

1969-70.

1968-69

1967-68
1966-67
1965-66

- 1964-65

1973-74
1972-73.
1971-72-

1970-71
1969-70

. 1968-69

1967-68
1966-67

'1965-66

1964-65

>

i * . N ".
Average Daily Attendance: Day - Evening Comparisons

e

-

e

Los Angeles City College -

) Fall. =
Day Evening——==—ceem—-

Day Day o Total ’ Eve. - Eve. .Total

0TA DA Day %Ch. 0TA D& Eve. ACh,

8600 769 9369 2.6 1207 1241 " 2448 0.6

8563. 572 9135 =5.7 . 1089 1374 2463 12.8

8988 - 695 9683 0.8 926 1258 -2184 0.4

9278 328 9606 0.1 866 1309 2175 . =20.7

9281 311 9592 6.2 1078 1665 2743 =5.5

8685 346 9031 9.1 1085 1817 2902 - 8.0
6497 1780 8277 3.1 © 2110 578 . 2688 -13.1

6546 1485 8031 1.0 2521 572. 3093 25.2

6440 1511 » 7951 10.9 2001* 469 2470 10.3

5664 1505 7169 4.6 1770 470 2240 ~14,

Spring
( :

et m——————— Day=-cmcmmmmaaan s —~Evening-w-c—cecmae

Day Day . “ Total . Eve. Eve. Total

OTA. DA Day %Ch, 0TA DA . Eve. ZCh.

8186 560 - 8746 -7.8 1791 1746 13537 50.7

9011 475 9486 -1,2 1135 1212 2347 9.0

8977 629 9606 - 2.3 933 1221 2154 . =7.1

9040 352 9392 7.2 986 1332, 2318 =23,7

8734 25 8759 -7.8 1201 1839 3040 =0.7

9181 323 9504 - 16.9 1154 1908 3062 21.2 ‘
6381 1748 8129 -0.1 1984° 543 2527  -12.3 .
6632 1505 8137 4.1 2349 533 2882 © 4.6 |
6332 1485 7817 15.6 2232 524 . 2756 24.5

5340 1420 6760 0.2 - 1748 465 2213 -8.9 -
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\_’ ‘LOS ANGELES COMMUNITY COLLEGES ~°  ENROLLMENT AND ATTENDANCE: 1964 - 1974

. “
h . : . .

| e T e

r Average Daily Attendance: .OTA - DA Compafiéox:is

‘u

s " Los Angeles City Collegé :

Fall ‘ N
OTA ’ DA ---College=-~-- ’ ;
: Total Total 5 Total o f
. ‘ OTA ZCh. DA ZCh. College ZCh. . : A
1973-74 " 9807 1.6 3010 " 3.3 /11817 1.9 - .
1972-73 9652  -2.6 . 1946 -0.4 11598  -2.3 ‘
1971-72 . 9914 Y -2.3, 1953  19.3 11867 - 0.7
1970-71. 10144  -2.1 1637 -17.2° 11781 .  -4.5
1969-70 10359 6.0 1976 . . -8.6 12335 3.4
- . 1968-69 9770  13.5 2163 .-8.3 11933 8.8
._ ' .1967-68 8607  -5.1 2358 14.6 10965 ~ -1.4
~ 1966-67 9067 7.4 2057 3.9 11124 6.7
~ 1965-66 8441  13.5 1980 0.3 10421  10.8
1964-65 7434 1.8 1975  -9.4 9409  -0.7
Spring
\ ~OTA ~—-DA . ===—College----
. Total. ) Tot'al Totai ‘
OTA ZCh, 7 | DA  ZCh. College ZCh,
o~ . -
‘ 1973-74 * 9977  -1.7 2306  36.7 12283 3.8
1972-73 10146 2.4 1687  -8.8 11833 0.6
1971-72 9910  -1.2 1850 9.9 11760 0.4
1970-71" 10026 0.9 1684 ° -9.7 <« 11710 -0.8 ‘
1969-70 9935  =3.9 1864 ~16.5 L 11799 -6.1
. 1968-69 106335  23.6 2231 -2.6 12566  17.9
SN 1967-68 - 8365. -6.9 2291  12.4 10656  =3.3
~ 1966-67 ° 8981-  4.9- 2038 1.4 11019 4.2 -
- 1965-66 8564  20.8 2009 6.6 10573  17.8
.' 1964-65 7088 0.3 1885  =10.7 8973  -2.2
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N SATELLITE PHILOSOPHY . - .. = - - ) )
~ G — 'r, . 1,‘:‘, L . - i
s mhe basis behind development of a satellite center 1s:j-—-:L ST
LS ] _'F
founded upon the principle of “"The College Without WalLs" IR I
which emphass zes the concept of providing Ehevfull and_ T "
effective use. of educational resources to members of the ,' ’,i"~,. < :
‘community who cannot, o" will not, come to the campus but S T %

who want to continue their education. - 5h’_ .9'-;.’. .
) . . ~» . : '}":
" Education should be a relevant experience. When the student L

o§ . 2

- - whether the continuing high school graduate or the return-

o ing adult seeking a broader horizon - - presents himself at -
;’ the Center, he has a right to expect relevant and productive
c 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.. xhey should "be -
evaluated periodically for possible adjustment, expansion" or’ .
elimination.‘ Additional programs and courses should be. - s
‘established to meet newly identified needs.« Multiple sonrces

of information (students, community, enrollment patterns,

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

: review of goals and programs.
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#dupation should be a humanistic process. Thg intént shpuig
be to provide an educatignal=environmént whigheis oriented'to;
thg particqlar‘needs(of th; individﬁal,~wggre all forms of

' parson—@é-person interﬁlay_whicﬁ are'cdnduéi;é to learning '
are encoufdged (student/student,'student/facu;ty, faqplty/ ‘ hkﬂ”’
sféculty). This should include maximum commﬁniéation between
insﬁrﬁctofsnﬁnd students, ihcluding full disclosure of instruc-
tional‘gqais and behayiqral-;bjeptiveg. Central to this pur-
suit is the creation of learning units small_enoughhto permit
a high degree of individualized attention to the concerns of
sguqenté, where lines of commﬁnication are short and-institu~ | !

N, : tional fléxibility is long. - ;

Through a 6ommi£meht'to this philpsophy,'thé college will

.8trive ‘to be a responéive and, integrated educational force
\ .

‘within the East-Northeast area. :

>
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LOS ANGELES CITY COLLEGE

SATELLITE CENTER ¥

(Hereinafter called the Center)

GOALS

1.

2.

L.

6.

The Center Qill stress attention to the #ndividual and
will strive for a high degree of communication among
students, faculty, administrators, and community. "

The Center will provide the opportunity for students to
determine their abilities and explore their interests.

The Center will.resbond to the special needs of the
various segments of the East-Nértheast population.
The'Center_wili promote léarning through traditional and
non-traditional delivery systems.

3

During the first year, the Center will test its experience

- against its goals and be, able to judge the validity of its

initial vision.

The denter will engage in an on-going'progfam of self-

- evaluation in order to seek continuing effectiveness in

meeting the educational needs of its community.

E

» 6—,

48
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. OBJECTIVES * - : ' e
' l. Commnunicate .the college! s\educatlonal philosophy to

staff, students, and communlty, emphasizing that the
exploratlon and evaluation of that ph14050phy and its

appllcatlon is, a continulng, cooperatlve process at
the Cenuer.

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 become more aware of thelr own talents and -

of the full range of career options “that are avallable )
to them at the Los Angeles City College campus.

~ Develop a broad array of student services, including
. counseling, placement, financial aids, and assistance

to the handicapped,

Facilitate studeat exploration of disciplines and transfer
from one program to another.

Develop special programs for the many diverse segments of
Northeast area population, indluding multi-cultural groups,
veterans, older adults, women, people who are not able to
travel, etc.

*
1 ‘ *

Provide a broad range of educational options by offering
traditional academic subjects and a careful selectioh of
career programs that respond to student interest and
employment trends.

PP
& e v e
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9.

10. .

11.

e . .
Utilize community resources in %ducational prograns,
including cooperative education with industry and
laboratory facilities for allied health,

.

Offer intioductor} courses taught in Spanish, coordinated

'-“Wifﬁma“ﬁiéh“Intensity Language Training Program (HILT) in

English, for the "Spanish" non—Englisn speaking student so

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

instruction for those who will benefit *from such an approacﬁ.

Offer ¢lasses at a time most conducive to the personal
schedules of working students.

©
3

Involve the general community through’% varied ccmmunity
services program, through multi-media publicity and recruit-

| 'ment, and through community advisory committees:

12,

13.

* He

Establish on-going-articulation with senior high schools;_,‘

_ 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. - . —

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.




\over 21 and wder 10 wnits  \:

COST EFFECTIVE ANALYSIS

4

Overall estimated cost for Phone Power

‘recruitment using a private line with a
,rotar'y system and five student workers

Estjmated 'calls per day at 20 calls per
hour x 3 students x 6 hour day )

Estimated nurrber of calls/contacts'
for' 157 days -

If LACC has a 107 ihcréase in entrollment
over the Fall 1973 semester as a result

N

of the calls; the project will be called
.. successful, 'I’nis means 1,918 new students
" at an‘estimated 3~unit class per student.

Estimated nunber of college hours or units
of instr'uction per semester, 5,754 per year .

Using the attached formula, for corrputation
of ADA under 21 or over 10 units (per °

\senmester)

Y

Unde\\:ll or taking 10 hours, using the

formula 1 ADA for one year, }7.36 hr. = $1.020

5,754 hours x 2 semesters = 11 ,508 hrs, =
17 36 (l ADA)
\
. Over 21 and under 10 wnits, using the
formula l\ADA for one year,
18.77 hours = $125 -
5,754 hours’x 2 semesters
11,502 hours" + 18.77 (1 ADA) =
\
\

\‘ $ 9,057.20

360 .

56,520

11,508

$ 28,942.61
$ 20,414, 84

A

-
-

approx. $é70 J140

approx. $ 75,667 .

APPENDLY D




J ' ‘ COST EFFECTIVE ANALYSIS *° Page 2

MANHOURS

. . ) ) N
It is estimated that five student workers should be t?ain"ed to use the

three telephone instruments six hours a day .
(10 a.m. to 1 p.ms and 6p.m. to 9 pam. )

/

X y

N

o ( Hourly rate per studeqt ,worker

It will take 40 man—hours to train five student
workers

Mileage and parkinD for two cars for training day
(Est. miles round trip for two ¢ars -
30 miles at .12 per ‘mlle) -

Parking for tvio cars during 'craimng
I”eals for student workers ,and one super'viso'r
Phone Power will be in use from 1 Apr. 1974 to
a 30.Sept. 1974 (6 hrs. per day x 157 days).
‘ EStimated cost for student workers

Estimated total cost for student vzorkers,
including training

Total estimated cost for "Phone Power"
recruitment .

‘
v .

C$

:2.10 '

84.00

3,60
6.00
£20.00

5,934.60
6,048.20

9,057.20

(PL)

<
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i‘ V e . 3‘E.j7 t
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; v‘ o " .ZIP CODE AREA MANPOWER PROFILE . -
~ DEMOGRAPHIC STUDY L ;
' CENSUS INFORMATION DATED 16 APRIL 1973 "
T . . : # .
T, ; ' Eagle.  Highland - Lixcoln ',
K o n Rock Park - . Heights
) ‘ o \ ) ‘\\ e ] : N ‘ - . ]
"' Total population sampled ' \ 22,531 ¢ 41,647 36;"*3’3‘- N
. -t . Ve © L L
. Median years of education by age ‘_ \\\ . ' _ X
EEEE AT R N AR g ' 12.7 yrs’ 12.5 yrs 10,1 yrs
S L5 - 54 . \ J:Z.SAyrs 123 yrs - ‘_:8.8_yrs‘_f-
’ 55% ' | ‘ ° 12,0 yrs. 10.6 yrs "~ 8.0 yrs
. ', 'Population 25+ ~ (13,373 24,339 © 15,933
™ Percent No School / ' . 10,64 1.2 ¢ 6.8 ¢
® Elementary S 17.26%  22.4% ;- 4s.2%
Some High School ) . 17.5% 21,0 % 19.23%°
High School Grad - < "36.3% 3217 18.5% .
Colldge’Grad . o 11.6 % ' 9.1% 3.9 %
" Total Labor Force (civilian) 9,925 17,898 11,205 ..
_Armed Forces g ' .. 20 49 . 7
' Employed - by percent a9 GhSE . 921G
. Unemployed - by ;;ercentgé, 5.1% .« 5.5% 749-55..
"Occupati'bnail Distribution . T 9,419 16,911 10,321
"The following occupational .' : . : S ST
- grouping is listed by percent: . ' - o
Professional and kihdred - 18 % 13u55% 7 T.2F
. Farmers and Farm Magn,agérs . S0 S o' A
Msnagers except Farm’ ) _ 8.7 % Tl 3.5%
Clerical and kindred . 2419 26,83 - 16.8% -
3 W Sales Workers _ ) 7.7% 5.5% 7 1 3.6%
‘ Craftsmen, Foremen and kindred 15.2 5% 15.4 % 13.5 %
Operatives and kindred 1Y 17039 - 37.0°%
- 54 e
. t o APPENDIX E
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) ' . B ’ : - . h - oL B
~ ) N . . H
; Bagle- Highland Lincoln: .
. . = .. . - p n N T . . . R
. Occupational Distribution (cont'd) ROCK’ - Park .-H,e ights
Service inc'l_'.,f Priy. House . 11.6 ¢ 9.9 % ‘13.1:' o
Farm Laborers and Foremén 0.1 % 1% * o.
. Laborers, except Farm or Miné 3.1.% L2 . 5.2 %
.. I‘ndu;—:tfial D@\stribgﬁion ) 9,}&20 ‘16.',910 . '10,_322 ‘
(A11 Industries by. percent) ' ' - L
Construction ) 6,07  La1% 23k
‘Manufacturing 18,45 “ - 23.8% 40.9% "
. Durables 3 . 10.3%  13.4% 20.3% ™
‘. .Nondurables ' 8.1% . 10.4% 120, 3% ‘
Publi¢ Utilities ’ 9ukh T 9.5% 5.9%
Transportation Lo 55 4.71‘5 S 3.7% .
o ’O,thEr : N le 9% b 8% 2,25 .
~ Wholesale - Retail T 21.5% 22.0% 19. Q5
Fin., Ins., Bus., and Repair 10, 6% 13.2% 84 5¢
) . ¢ ) b ’ , ¥ ) ’ . * )
. Other Professional...and Related Serv., 11, 4% . 9.3% 8. 5%
- Educational Services 11.7% 6.0% - 3.7%
. "Public Administration 5.3% 6.3% '3, 5%
Other Industries 5,7%. 5,7% 6. L%
\ ) S . N .
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\’ . TRAINING OF LOS ANGELES CITY COLLEGE STUDENTS FOR PHONE POWER ' .

-~
-

puaiifyingxcustomer as a Dofen;ia1 Phone- Power prquécf

Gi1 Barron, Account Manager for Los Angeles City College and Bob deGuevara,
Phone Pover 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 . ‘ BT

A meeting was held with the following personnel to discuss the feasibility
of the proposed Phone Power program: DOr. John Arthony, College President;'
Gene Phelps, Assistant to the President; Jim Heinselman, Dean of Instruction; s
«  Stan Schall, Coordinator of Career Education Programs; George Young, Dean: LT
. _of College Development; Gil Barron, and Bob deGuevara. It was concluded .
B that the Phone Power program would accomplish the objective of increased
4 ———enroliment far the college-and that it would be mutually beneficial to the
college and Pacific Telephone. ' : f o

A commitment was made for top level assistance for.this program from the

college for staffing and implementation.’ o

.-\;/ A Seﬁection of prosnectiVe Phone PowerlSoecia]ists

The selection 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
vere: T ’ : :
. 1. An ability to speak clearly and be understood over'the telephone * .
2. Be able to empathize:with the prospective student | ‘
3. Knowledgeable about college procedures and course curriculum
4. Be a self-starter and able to generate enthusiasm

. 7t N
Selection of materials -for training and usage during program

Phoné Power (PP) Representative Bob .deGuevara researchéd the -additional
material that would be needed in this specialized training program. By
Joint effort with the college, the Phone Power training material was

> customized for use during training day. N |

‘Material was provided by the schoal to enéblé the PP Specfhlﬁst to
. ansver'most questibns encguntered during telephone calls (pa;kets vere
provided for each Phone Pdyer Specialist by LACC). ‘

Vo
)

‘ Trainina Day - . : . o,

* . 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. (See Enclosures.)

APBENDIX F |




_’ Completion of Phone Power trainin§

Certificateg ofccompletion.b? Phane Power Spécia]isf training were prépared
by Pacific Telephone, signed by the Phone Power Representative and by the

. Dean of the college, and presented at an appropriate ceremony by the. ' .
" College q esident. . R ~ . .

Follow-up

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

implemented and that PP techniques are aghered to. This follaw-up is critical ‘=

to the success of the project. The program is destgned to be flexible so
that effective changes could be made to assure program growth.

Robert deGuevara Ny ' L
Pacific Telephone Company . '
Phone Power Representative

RD:fs
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T Kick Off U
,..::\ =

Who You Are - s

A. Name Cards -

B. Paper and Pencils . LR

' Introduction of Students

"A. Vhéere rIhev Live - *

" ¢, Enroll Students o

TRAINING. DAY FOR LACC

w

B, VUhat Do They Do
What You Are Going To Do

A. Outline Day
B, Coffee Breaks and Lunch

Los Angeles -Cormunity Colleg'e Goals

A, Determine vhy student dropped out of school or did not. attend
after enrolling

B. Inform prospective student about new course certificate progr'ams
and enrollment procedures

Personal Goals (They Set Their Goals)

A. Money ¢

B; Training ’ Ty
CQ Sharpen uklllS . .
D. Keep Job (If Tnis Is Successf‘ull w -

Conditions s @
A: Estimated 20 Calls Per Hour | ’ IS
B. 105 Inrollrent From These Calls , v

C. I"hmr"um of 3-Unit Class Per %udent

Probiems (Get r"he*n to Express Them 'v‘f Possible]s '
A,. bjections From Prospective Student




10,

11.
12,

13,

1s.
16,

17.

18.

TRAINING DAY FOR LACC (cont'd) Page 2

1. Stand In Too Long a Line
2, Forms Too Complicated )
3. Can't Get Classes They Want

- B, Long Winded Person ‘ >

C. Person Won't Talk

\ Solutions

EN

A. Overcome Cbjections (‘Ihrough'.Sintex Training)

B. Tact A

C. Stress Benefits — Use Vocabulary Familiar To Studenf.
Iﬁtroduce Sintex .

A. Review Material in Sihtex and Handout

B. Keys to Good Listening (Use Geniu$ Test as I_ead-in 'I‘o
Good Listeninb)

C. 12 Persuasive Words
D, Job Aid Forms -

E. Do's and Don'ts - -

Lunct

Lily Tomlin Tapes <

Critique Cards , ' CT
Specialist Version Tape

Form B and Role Play Cards _
Role Pla:j ‘ . ' ¢
Job Aid Cards to Take Home - |
Conclusion

-

A. Assure them you will be there next working day to see it
inmplemented

B. Coordinator to help you implement




1.

. We are starting some new off-campus courses

C. Express thanks.

THE. TELEFHONE CALL

’

This is ‘ ] from Los Angeles Clty College,

John, you were enrolled here __ ‘ .

. *hat was the reason for your dr'opping out of school? Or, Jow

come you dropoed out of school"

Expression of empathy, if called for, oo

. O», ve are.starting

g

a new enrollment procedure by phoqe.

. Ask fact-finding questions to: °

- A, Confim:ihfomation you have.

B, Obtain new infor'rfation (cpen ended - who , vhat, when, where,
why and how),

§
Q

The new off-campus classes are offered to make 1t easier for you to
attend. 3 ,

Q

Overcome objections: ‘ . /

A. Confirm underStanding of the cbjection. | ] i
(Ask question about objection - - restate question)

B. Prepare the custcmer for YOur answer. ' ' -
(Get him to want to listen - - arouse his curiosity)

©

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

D. The enrollment by phone 4s "of fered to avoid the long lines at
school and you can sign up for the courses you want right now.
(Use as overcoming objection to long enrol]nent process at school)

N

E. Stréss a benefit v .
(Classes close to home, sigl up _nhow, no waiting in line dt school)

Ask for the enrqlliyent. o

A. Use forced-choice questions.

(1) "which course do you want to enroll in?""™"

B. Expiaib you'll place a follow-up cail.

60
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N KN ¥

' FOLLOW-UP  VERY IMPORTANT -

[P - - -
<

¥ ® ’ . ’
1., Update your students' rgcords,

.‘ ) « « .
X - .

" 2, Record the date of the proposed follow-up call. . ’ .

r -

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

- .

correctly.

e

-

Success of the program depends on maintainipg accurate records so that the ‘student -

receives the service indicated in the initial phone call. S, . )

\ 1. Use short form - (off campus) for‘tﬁe phone call and ddditional information for
a long‘form which could he .obtained whén;§E§335€ comesi%n. : |

2. Pfogram "Phonz 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.

‘
. .
‘ v . . ‘
.
:

61




.. - PRINCIPLES OF USING THE TELEPHONE - \ -

This section discussed the two basic principles of\us’ing the telephone.

‘ . . 1. Uneasiness is overcome by prepardtion and ﬁractice.
\’ . 2. Successful communicatign is not dependent op visgat techniques.

P . ' 2

%

TECHNIOUES OF USING- THE TELEPHONE ‘ . ' ’ ‘ z

This section discussed several specific techniques for creating a favorable . -
impression on the telephone.

PR 1. Be confident. L Do RN
a. Take a deep. breath. - ;e .. o | '
- b. Smile. -, L A >~

2. Be easy to understand . o
a. Speak at‘no more than 140 wards per minute

b. Open your mouth.

3. ' Be polite 4 * ' .
. : a. Excuse yourself when T:aavir)g tﬁe telephone. L ‘ N
V‘ D b. .Don't slam the -receiver down on anything. ,‘.‘ '\ -
- c. Don't make a ;:us'c_omer wait on the line oVer 30 éecond#.l
i . 'd. Llet your custﬁ.mer' hang up first.
. © " 4. Bebusinessiike’ ) |
a _Ereﬁare a checkligt. | )
b. Have enough paper and pencils
¢ ' c. Write clearly.. _
5. Use 1ister§ing~techniques, remembe'r these five steps:
) Tt A Dom't interupt. ‘
b. Anticipate. - f ‘ ) |
c. Concenfré,te. | . , Or simply E.A.R.S.‘:" |
d. Evaluate. ) _E_valluate.. | \
‘ . e. Mental recapitulation Anticipate - Don't in'té\ru.b.t

. {review constantly) \
Review “

62 |
Speculate l
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He gets the prospect into the act, ) . . .

TOO MANY SALESMEN THINK in terms of tglljﬁg 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. The ‘prospect gets bored,
restless, tired of listening. Instead of signing the order, he looks for
some way to close the interview. .

-

K - : - . ‘ .
You can get more attention--and close more sales--by asking the right ques-
tions. than you can by making flat statements. What kind of questxons’
.. .
* 7,-/ »
—Questions that show your interest in him
qud his business, )
v " " - . ! o * ) .
. ) {
‘K—Quesuions that reveal his need for your
- i product or service, o . ‘

=~=Question$ 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~ -
salf\on your proposition.

The salesman who asks questions isn't trying to force hlS opinlon on anyone.

He is merely help;ng the prospect analyze his problen and make up his own

mind. He isn't telling the prospect vhat to do--hc s ass1qt1ng him in reach-

ing an intelligent decision, . .

. -

You know the needs and wants your product or service is designed to satisfv.
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 keeply aware of
uhat he is missing? : . ‘ y

You know the maJor beneflts you have to offer, that questions can'you ask
.that will make the prospect realize the importance of these benefits to h1n.,
What can you have him do, try, look at, or give hls opinion about?

X good salesman is ll&e a trial lawyer examining a friendly witness. A com-
petent lawyer comes to court armed with a series of questions designed to bring
out the evidence rin its most favorable light. You should be prepared with
a sinmilar seriés af questions whenever you talk with a prospect.

-
13

,If prospects seem restless, maybe you're talking too muéh.. Start asking
questions instead. Let them talk -- you listen for a change. If you ask .
the right 'questions you may listen yourself right into an order.

or
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" FROM YALE'S'?SYCHOLOGY DEPARTMENT -

YouU
2
MONEY
SAVE -
: " NEW
EASY. -

LOVE

. These proven words aré free for you to use.
communicating with words people love to hear.

12" MOST PERSUASIVE WORDS:

g
DISCOVERY ~

RESULTS ,

e , ’ -

HEALTH
PROVEN " .

GUARANTEE .,

FREE . , //

You'll he

you do, you'll make an important discovery. You'll be _
making more monev, save more time, and even improve your

health. They'll guarantee
be easy to buy from. .

LI

.
"
°

you new results by helping you <

Py

And, when ——




Many psychologxsts ‘agree that certain words have an emot*onal impact on feople.

-

EMOTION PACKED WORDS

3

Some words almost automatically have a strong emotional appeal no macter how

they're used.

Communications experts have tried go identify these power-laden

words, "and their. research has proved valuable to salesmen, advertzsing men,

:politxczans, and anyone try1ng to influence other people._
—and most complete lists of emotion-packed words was drawn up by a noted psycho~

One of the earliest

logist, many of whose suggestions are included in the_following new list: N

HQW MANY OF THESE WORDS CAN YOb TIE TO YOUR PRODUCT?

I.
Z.

. 3.-
a.
5.
6-
7.
g.
9.
10.
11.

4.
ls.
16.
17.
i8.

19. .
20..

z:l.

22.-

23.
24,
25.
26.
27.
28.

12,

"Scientific

Durable
Clean ™
Efficient -

Time-saving .

Appetizing
Affectionate
Value’

Fun
Ambition
‘Love
Reputation
Stimulating
Safe
Popular
Ecanomical
Mother
Modern
Health
Qualitcy
Elegance

.Bargain

Sympathy

- Mecessary

Hpme
Courtesy
Growth

65

Amusement

29. . . \ . ;.
.30, Hospitality: ) T .
. "31. Youth .
32.. Hunting . ‘
33, Status
.34, Enormous o
35. Llow-cost .
36, Genuine , : ’ .
.37. Progress e\
38. Thinking *
39- . Excel B
40, Civic pride
41, Patriotism
42, Recommend
43, Sociable .
44, Stylish . ‘ A
45, Admired
46, Royalty ! -
47. Beauty o R ‘
- 48,-*Persomality - , s
. 49, Independent .
50. Successful -
.51, Up-to-date
52. Tested |
- 53, Expressive
54, Relief-
) 55, Tasteful
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| THINK LIKE THE CUSTOMER

© ASK QUESTIONS

 CONCENTRATE

TAKE NOTES

INTERJECTIONS

* JURN OFF YOUR OWN WORDS .

" PREPARE IR ADVANCE

. REACT TO IDEAS...NOT THE PERSQN

KEYS TO 600D LISTENING <

LIMIT YOUR OWN TALKING ' | SR
* Yourcan't talk and listen at the same time.

His problem and needs are important..land you'11 understand and retain
them better if you keep his-point of view. - : ‘

-~

If you don't understand'somethdng...or feel you may have missed a point.;i\
clear it up now before it embarrasses you later. . '\\k\

DON'T INTERRUPT o ’ S
. A pause...even a lang pause...doesn't always mean he finished saying
everything he wants to. ) N : n

Focus your mind on what he's saying. Practice shuttﬁng'out outside dis-
tractions.

23

-

\This\wi11 help you remember important point%. But...be selective. Trying to A
note' down everything he says can result in being left far behind orin . -
 retaining irrelevant details. . L : s
LISTEN FOR T0OEAS...NOT JUST WORDS , R
. You want to get the whole picturé...not just isolated bits and pieces.

An occasional, "Yes,"..."I see"...etc....shods the cus tomer you're still
with him...but don't overdo or use as a meaningless comment.

This isn't always easy...but perscnal fears, worries, problems not connected
-with contact, form a kind of static" that can blank out the customer's '

message.

Remarks and questions prepared in adygnce...wheﬁ possible...free your mi nd
for listening. ST . .. . Do .

Don't allow irritation at things he may say...or at his manner...to distract
you. ) . s - . <o
DON'T JUMP TO CONCLUSTONS

Avoid making unwarranted assumptions about whit the customer s going to
say..or mentally trying to complete his sentences for him. .

LISTEN FOR THE OVERTONES . s
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.” ’ s

o

. .86 - . o
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Thank you for your interest in returnnng to Los Ange]es
City College next fall. The college is pleased it can
be of service to you in providing the oppqrtunity for -

_your contlnued educaeion o X .

Id

We have reactivated your previous application, and are
in the process of developing a complete new reglstratlon
packet for you.. *Provisions are being made,’ as lndicate§

‘by our phone representative, to reserve the class or

classes you selected on a priority basis.

In approximately 5ix weeks, you wull receive detailed
instructions "as ‘o 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- prnonity
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 having you as a member of our campus b

population. N
.‘O.

Suncerely,

Charles Brown
Qutreach Programs -

¢8/md
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LOS ﬁm'wﬂ 2s City @@uﬂ@@@

855.North Vermont‘Avenue / Los Angeles, Ca. 80029 / Telephone {213) 663-9141

QUESTIOMNATRE. . ; e

/ EAGLE ROCX CHAMBER q_mmms:mmmcm o .
, — e

ST Giestiomaire vill assist us in formiating
guidelines as part of our educational needs. 4ssessment.

In your community. .
Yes No
Do you feel the need for LACC to come into

your corrmmity" o Lt .1 . [.

VWould ycu or’ any merber of your family take'

courses at a sqtellite center established . :
. by LACC? . : L J- L
Would you travel by auto or public trans—
portation? (Circle one) -

L

Yould you recommend IACC to others? I ] [

‘Indicate your perscnal preference of the
following curriculum offerings - '
first choice -~ no. 1, Jast choice' = no. 5

Occupational [ ] Drama L j *
 Huenities [ ] - Geclogy [ ]
’ Fnglish/Speech [ ] Accounting Machines [ *]
Healtlf; Services[ ] - Science L L 3
Other . . L] * ’
Mould you pérti,cipate in.a C;ommun.ity Advisory Board? -
I ansver is yes, indicate your name, address, and .

phone nurber along with your area of interest.

v 7 _Area of. Interest -

If you have additional questions, please contact Sténley L. Schéll or
- i‘ ‘)‘:
Charles Brown, LACC, 663-9141, ext. 207 or 208. Thank you.

: - . APPENDIX J
. 14

?




10S ANGEIES CITY COLLEGE

“,
-

N )

1.
]

2.
e

e BRI NE STUDENTS.. ...

. PRE-CALL PLANNING
4

4

Build'a list of potential students

A. Reverse. street directories

——

<

E%.' Drop-out students

C. .List of veterans

D. No shows

Set 'specii‘ic call objectiveé

A. Inform student abodt new courses, certificate programs,
and énrollrent procedures

B. Enroll student _

Prepare opening staterr;ent-

A. Identify' yourself and school

B. .E‘stablishﬂ'apport'

C. Make an interest-creating remark
Prepare your sales ressage

A, Stress t;e;xeﬁts

B. Use vocabulary familiar to student

APPENDIX K

o}
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THE TELEPHONE CALL

4

hLE A

LR o

This is ‘ - from Los Angeles City College. - <

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

What courses would you be interested in? Or, we are offering the
following courses °

bhich one would you like to attend”

3 *

-
3

A, These classes are located in your neighborhood.
B, UWe can take'yohr application over the phone now
C. The only fee for the course is for the book.

D. “These are college accrekdited courses.

Cvercome 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
listen - arouse his curiosity) :

L3

. C. Answer the objection. (Use your knowledge sbout Tourses

offered)

D. Stress a berefit. (Classes ClOS° to home sien w now,
no waitim in line at school) %

Ask for the enrollment.
A. Use forced~cholce questions
(1) "Which courss do you want to enroll in?" .
Vrap up the enrollment. , : . A

A. "Let's see, you'll‘be attending the Wednesday night class from
7 to 10 P, M. at t‘me Eagle Rock location "’

-

B, Explain .you'll place a follow——up call,

C. Express thanks® ' .. o " !
: ;.

76
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[ t .J 855 North Vermont Avenue / Los Angeles Ca. 90029 / Telephone (213) 663-9141
LD

Los Hng@!es City Comegé‘

15 July 1974 B . .

Dear Student: P
Thank you for your interest in attehding Los Angeles City Céllegeae . :
this Fall. I am sure you will find the educational oppor'tunitles —
and experiences satisf‘y:mg. '

. ‘. As indicated by our Phone Pover rgapreséhtaéives, your application
and file have been reactivated and provisions are being made to

enroll you inte the college. (

. ‘ - (August 20,,21, 22) at 5:00 P, M, has been reserved for you to
~ come to the, campus for final processing of your registration. - .
_ Report to Holres Hall 6 on the day and time indicated, Please
bring with you proof of your Social Security number and this
letter.

We are mailing you a copy of.the Fall 1974 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 avallable in the Counseling

Center ~-AD 108 - if you have any difficulty. < NS

Los Angeles City College is attempting to service you promptly
a4 ) and efficiently at this time. Please remenber the date, time,
‘and place to avoid any delay in processing your admission.

- Very truly yours, N

\

. J

Charles Brown . : . . |
Coordinator of Admissions  UNIVERSITY OF CALIF, 1
1

LOS ANGELES ~ ' . )
acm '\ \ : . .
® I ' JULS 1976 Rermprx L
- " - CLEARINGHOUSE FOR h

VUNIOR COLLEGES Xl
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