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Letter from our Board President 

Dear Colleagues:

It is my honor to represent you as the incoming President of the CSSO organization for 2008-2009.  I look forward to following in the very large footsteps of our outgoing President, Mandy Davis, Vice President, Student Services, Sierra College, who has made tremendous strides on our behalf at the state level.  It is my goal to keep up the momentum this next year. 

This year promises to be challenging as we face fiscal uncertainty, increased demands for accountability, new state leadership and significant turnover in senior management positions throughout the state. 

The Executive Board of our association will continue to focus time and attention on the many issues before us, including funding for categorical programs, basic skills, mentoring new CSSO’s, textbook accountability, assessment,  accountability and pending legislation. 

Please be sure to check the CSSO website at www.cssoofficers.org, for important information, minutes from the Executive Board meetings, as well as the Consultation Council.  

Again, I look forward to working together on behalf of the many students we serve. 

Sincerely, 

Lynn Ceresino Neault

CCCCSSAA President, 2008-2009

Vice Chancellor, Student Services

San Diego Community College District
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Introduction
This handbook provides a means whereby veteran CSSOs in the California Community College System can share their knowledge and expertise with new and future CSSOs.  Links to common resources routinely accessed by CSSO’s  are included, as well as suggestions regarding how to address the myriad of situations that CSSOs frequently encounter. 

In this profession, there is no substitution for experience.  We learn this job as we go, relying on colleagues, accessing resources, and attending professional development activities; these are all critical to a CSSOs’ success.  

We hope you find this handbook useful.  If you don’t, please let us know what is missing so that we may add to the next version, as this document will be updated annually.  On behalf of your CSSO Executive Board, we wish you success in your role and look forward to working with you.

The rewards of the job:  Why we do what we do

Being a CSSO can be one of the best positions to have on a college campus.  There are endless teachable moments, life changing opportunities, and unexpected challenges.  Here’s what some of our colleagues say about the rewards of their job.

“What I love most about my job is the ability to develop policy at the ground level, especially policies that directly impact access and equity.”

First and foremost, CSSO’s are committed to working with and on behalf of students.  The college environment provides a vehicle to impact society for the better because it is on our nation’s college campuses, where future vocational workers, teachers, doctors, lawyers, scientists and business leaders are being shaped.  The open access aspect of the California Community College System provides administrators the opportunity to positively affect scores of first-generation college students, i.e., students who are the first in their families to attend an institution of higher learning.  CSSO’s have the ability to establish policies and develop programs that can directly affect students, and witness the immediate impact of their actions.

“I’m an adrenalin junkie.  Life is never boring.”
“I enjoy the challenges of the position that constantly force me to think in innovative ways.”

As a CSSO, there is never a dull moment.  Each day is different, bringing new challenges and the chance to engage in creative problem solving and to develop innovative solutions to pressing needs.  The job of a CSSO is multifaceted, with responsibilities ranging from budgets and physical and instructional resources, to recruitment and retention.  CSSOs address quality of life issues that are critical to the overall academic success of students, both in individual settings (such as disciplinary hearings), and on a broad scale (such as outreach to local high schools).  Student Services administrators have the dynamic opportunity to interact with faculty and staff from both the Student Services and Instruction sides of the campus.  They serve as the voice of experience, as advocates, and as the institutional memory on issues related to Student Services.  Those CSSOs who work in a multi-campus district are able to share frustrations and seek support from other local professionals who are simultaneously addressing the same issues and operating within the same guidelines and policies.       

“I get to work with an incredible team of dedicated professionals.”

CSSO’s get to work with dedicated colleagues who share their enthusiasm for serving students.  Well-established professional networks enable new CSSOs to learn from the expertise of seasoned administrators.  Best practices are shared openly throughout the system.  Through active mentoring of up and coming administrators, CSSOs have the ability to positively impact not only the current generation of staff, faculty, and students, but future generations as well.  
Recipes for Success

Reminding ourselves and sharing with others our success stories is an important part of being a CSSO. We have a responsibility to our instructional colleagues and to our profession to identify and document the meaningfulness in our work.  While the instructional classroom experience is familiar to all who work in higher education, the role and impact of student services remains an unknown for many of our colleagues. Here are just a few of the many success stories that are a part of our profession. 
“Having the honor and privilege of being identified as a positive role model has made my career as a CSSO most rewarding.”

Always remember that you are a role model, whether you realize it or not.  Both staff and students will look to you for leadership, guidance, and motivation.  Be willing to engage in conversation, particularly with at-risk or first generation college students.  

“The development of our learning communities has been a 10 year work of love.”

Realize that institutional change does not happen overnight.  Understand that developing needed resources and programs may take years, and that the fruits of your labor may also take a long time to materialize.  Participating in annual graduation ceremonies is a way to see the transformation of students from hesitant freshmen, to future successful professionals.  Because of the never-ending workload, and the CSSO’s love of a challenge, it is easy for to become problem-focused.  It is critical that on a regular basis (daily, weekly, annually) you take time to recognize what worked well, and to celebrate the successes of your staff and your students.    

“Recognize your personal strengths and weaknesses.  Only by relying upon others can we accomplish our goals.  By recognizing the talents and abilities of others, and by drawing upon their ideas, creativity and dedication, we can face any challenge before us.  It has been said, “There is no limit to what we can do if we do not care who gets the credit.” 

“No one is good at everything.  Focus on the things you do well, and ask for help for other things.”

“Hire good people.  This is probably the #1 job of an administrator.”

Practice synergy- the belief that what we can create collectively is greater than the sum of what we could come up with individually.  Surround yourself with staff members who balance out your skills, and be willing to tap their expertise.  The resulting team can be effective and transformational to your campus.   
Words of Wisdom
The work of a CSSO is filled with unknowns.  Here are some words of wisdom to consider.

“One of my most challenging experiences was when we were working to finalize construction plans for our new Student Services building and had to relocate offices- during our accreditation year!”
Dealing with issues of student discipline is difficult, especially students that are about to be suspended from the college.  Make every effort to conduct student discipline in an honest and respectful manner, always focusing on the teaching and learning opportunity, as opposed to punishing.  Acknowledge that you cannot always predict student behavior and take every precaution possible to keep the student and campus community safe.  

Personnel issues can be a major challenge.  People (including presidents) want what they want when they want it, and don’t always have a perspective beyond their own desires.  Respectful, consistent and clear dialogue is critical to successfully managing any difficult issue.  Being empathetic and respectful of the other person’s experience and perspective is critical.

“Despite a district-wide hiring freeze and a 40% reduction in office staff, I still managed to accomplish all of my goals and objectives.”
Be ready to do more with less.  Unstable budget situations can pose constant challenges.  Budget cuts require you to maintain comprehensive services with decreased or unknown resources.  Allow your staff to think creatively and do not immediately resort to cuts.  Consider reframing the challenge, creating a “stop doing” list, and remaining committed to what works well.  This is not the time to hide in your office and fret, but to gather your staff, honor their ability to be thoughtful and creative, and consider every option.  Regardless of the results, the process will empower faculty and staff and ultimately, they may be able to experience the cuts as difficult but manageable.   

“If it is a close call on the regulation, rule, etc., make the decision in favor of the student.”
Deciding in favor of the student is a defensible position to take when there is no obvious reason not to do so.  At times, making these decisions can be difficult and the decision unpopular.  Life as a CSSO requires a balance of thoughtfulness and risk taking.  Ultimately, all great leadership does. 
“Maintain and practice a high level of integrity.  Always make decisions based on what’s best for students.  Keep a sense of humor, and don’t take yourself too seriously.” 

We don’t know what challenges we will face on any given day.  Strengthening your moral compass, understanding what you value and why, and knowing at what point you will or will not compromise your values is critical to maintaining integrity.  Know that “practicing what you preach” is essential since you are being watched and evaluated all the time.  Keeping things in perspective, being self-reflective, and maintaining (an appropriate) sense of humor are critical.  

RESOURCES
Access these websites for updates, professional guidance, and technical assistance.  There is no comprehensive CSSO training program so become familiar with what resources are available, who to contact for what, and which professional organizations to join.
California Community College System Office 

http://www.cccco.edu/
This site is your primary source for all programs, documents, and staff related to the system.  You can find legal decisions, guidelines and regulations, as well as directives related to instruction and student services.

California Community College System Office – Student Services & Special Programs

http://www.cccco.edu/SystemOffice/Divisions/StudentServices
This site provides resources and guidelines for all student services programs, including categorical programs and services.  Student Services training and conference announcements are distributed using the list servers and are also listed on the site for the System Office.  Make sure to get on the CSSO list serve by contacting your IT department or the system office for directions.
California Community Colleges Chief Student Services Administrators Association

http://www.cssofficers.org/
This site provides the latest information related to the CSSO professional organization.  It includes minutes from meetings, summary decisions, resources, and a directory of all the CSSOs throughout the system.

iJournal of California Community College Student Services

http://www.ijournal.us
The iJournal is a scholarly resource designed for those seeking a venue for publishing, for reviewing the latest research and trends, and for sharing best practices.  Assistance for publishing in the iJournal is available.

California Community College Strategic Plan

http://strategicplan.cccco.edu
Developed by the System Office, this site details a comprehensive strategic planning process with the purpose of improving student access and success. 

California Community College Job Registry

http://www.cccregistry.org/jobs/index.aspx
This site provides information on applying to community colleges and other educational systems as well as identifies available resources.

Association of California Community College Administrators 

http://www.accca.com
ACCCA provides professional resources and services to those who join.  Included in your membership fee is professional liability insurance coverage.

California Postsecondary Education Commission – CPEC

http://www.cpec.ca.gov
Information and statistics related to policy, fiscal, planning, data, and programmatic analyses about issues concerning education beyond high school.

Community College League of California – CCLC

http://www.ccleague.org
The Community College League of California is a nonprofit public benefit corporation whose voluntary membership consists of the 72 local community college districts in California.  The League serves as a resource and lobbying body on legislative matters that impact our system.

League for Innovation in the Community College

http://www.league.org
The League is an international organization dedicated to catalyzing the community college movement. They host conferences and institutes, develop Web resources, conduct research, and produce publications.

The following sections were prepared with assistance from Pam Deegan

Ed. Code

California law consists of 25 codes, including the Education Code.  The Education Code contains regulations (rules established by state agencies, orders, standards, or revisions thereof) and laws that govern community colleges.  If a conflict exists between the Ed Code and Title 5, the Ed Code reigns.  California codes may be accessed through the following website: http://www.leginfo.ca.gov/calaw.html
The Community College Education Code (Postsecondary Education) is found in Title 3; Division 7 is devoted to community colleges.  It is important to regularly review the community college sections to assure that your college’s practices are compliant with state law. 

Title 5

Title 5 is part of the California Code of Regulations and is for Education.  Division 6 lists California Community College regulations which are formulated by the California Community College Chancellor’s Office and approved by the Board of Governors.

The California Code of Regulations may be accessed through the following website:

http://government.westlaw.com/linkedslices/default.asp?Action=TOC&RS=GVT1.0&VR=2.0&SP=CCR-1000
The following website has an interactive organizational chart that clearly outlines how the California Community College System works in regard to laws and regulations (hold your curser over each box to view explanations:

http://www.4faculty.org/includes/digdeeper/flowchart.html
Essential Skills:  Mentoring

The following section was prepared with assistance from Dr. Maria Mejorado. 

As a new CSSO, you will want to identify 1 – 2 colleagues who can actively mentor you in your role.  Your mentor may be another CSSO who is in your geographic region, in order to facilitate regular meetings.  With teleconferencing and email available, you might also identify a veteran CSSO from a distant campus who will agree to let you check in with him or her on a regular basis.  Don’t be afraid to ask more seasoned CSSO’s for support- many will enjoy the opportunity to share what they have learned with others.    

It is important that both the mentor and mentee agree on and commit to the time necessary to support the mentoring relationship.  This can be negotiated on an annual basis (i.e., whereas you may feel the need to check in with your mentor monthly during your first year on the job, you may need to check in only once or twice a semester thereafter).  This commitment might consist of a regular lunch meeting or get-together over coffee, or a phone conversation that is automatically scheduled into both your calendars (e.g., the last Thursday of each month at 4 p.m.).

The mentor/mentee relationship should be one of mutual respect and confidence.  Just as you would not want to hear that your mentor shared information about you and your campus with others, your mentor wants to know that your conversations with him or her will remain private.  Should this confidentiality be compromised, it can affect the willingness of either party to solicit or offer information.  Establishing some guidelines early on in the mentoring relationship can help to create trust, and ensure that both individuals are willing to work together for the benefit of the new CSSO.  You may want to discuss how the mentor can support you, which can include feedback on your respective  work and learning styles (e.g., “I work best with people who don’t beat around the bush and can give me honest, timely feedback,” or, “I am willing to assist you, but I prefer not giving you answers to your questions- I am going to help you to discover your own answers”).          
Topics for discussion can vary from meeting to meeting.  You may want to email your mentor prior to each meeting and let him/her know if you have any major issues you are dealing with, or questions on your mind.  This will give your mentor some time to think of some strategies they can share with you to assist you with your concerns.  Issues for discussion could vary from specific (e.g., “How do you interpret this section of the Ed. Code?”) to broad and general (e.g., “Do you have any suggestions for how to build bridges to the instruction side of the house?”).  A mentor can be a great support in helping new CSSO’s to identify strategies or solutions to concerns such as how to handle an uncooperative employee, to effective ways to work with your college president and board. The veteran CSSO can help to fill in any gaps in the historical perspective of major issues, such as changes in legislation or how a college district has developed a key program over a period of years.  The mentor can also help the new CSSO to avoid the potential pitfalls of being a new administrator, as well as assist him or her to understand how to time responses to problems (i.e., help the mentee to prioritize issues needing attention or gauge the willingness of subordinates to try out a new practice, program, or technique).  

It can be helpful to set specific goals that you as a new CSSO want to work on prior to the next meeting with your mentor, such as strengthening your understanding of program budgets, or agreeing to attend a professional development conference in an area that interests you.  Be sure not to overburden your mentor by calling or emailing him or her with every concern you have.  Be selective about which issues you share with your mentor in order to make the most of his or her time, and to ensure that they continue to offer their assistance over a period of years.  Share successes and lessons learned with your mentor, as well as concerns and problems you are facing. Always thank your mentor for assisting you, and be open to their feedback (don’t ask for support, then become defensive when they offer you advice or suggestions contrary to what you would do).  

Once you become a veteran CSSO, you can thank those colleagues who mentored you by reaching out and mentoring other new CSSO’s.  Think about what worked well in your relationships with mentors, and repeat those actions and approaches.  If there is anything that you would change about the way you were mentored, keep this in mind as you establish agreements with your new mentees.            

Reference articles include “Tips for Effective Mentoring” 2008, Brigham Young University, and “Effective Mentoring Relationships” by Dr. Linda Phillips-Jones, 1998- 2004, The Mentoring Group).

