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1. Program or Unit Description 

The Learning Center (TLC) is an academic support program of Hawai‘i Community College 

located on UH Hilo Campus. TLC maintain ties to instruction, provides faculty with an extension to 

their classroom, and various academic support services college-wide.  TLC is committed to 

providing students with a variety of support services which contribute to academic success and 

learning. Our vision is to encourage and support student success through our five core values:  

1. Respect diversity 

2. Honor confidentiality 

3. Demonstrate patience and compassion 

4. Provide a supportive learning environment  

5. Promote independent learning and critical thinking  

Academic support services include peer tutoring, computer skills support, reading, writing, and 

college readiness skills workshops.   

Peer tutoring services provide a supportive and encouraging learning environment where students 

learn and practice effective study skills techniques, become active participants in their learning 

process, and develop a positive approach to learning which facilitates the achievement of their 

academic goals. Peer tutoring is provided individually and in small groups on an appointment and 

walk-in basis.  Due to the COVID 19 pandemic in Spring 2020, tutoring is provided online via 

Zoom and students connect to tutors through the Virtual Help Desk.   

 

Tutoring services primarily focus on reading, writing, ESL, and math support with an emphasis on 

co-requisite and developmental courses.  Additional subject-specific tutoring support is offered in a 

wide range of classes and content areas.  In addition to tutoring support, TLC provides a quiet study 

area, private study room for group tutoring sessions, an open lab for computers/independent study, 

make-up testing services, technology assistance (navigating Laulima, STAR GPS, Google Suite 

platforms, etc.).  Additional academic support is provided including workshops to assist current and 

incoming students develop study skills, math and writing skills, and preparation for placement 

testing.  In partnership with the University of Hawai‘i at Hilo, TLC also provides tutoring support 

for students enrolled at UH Hilo.   

 

TLC is open Monday through Friday from 8:00 a.m. to 4:15 p.m.  Tutoring services are provided 

from 9:00 a.m. to 4:00 p.m. (varies depending on tutor availability).  Professional staff includes: one 

full time Faculty Center Coordinator, one full time Office Assistant IV (vacant since January 2018), 

one full time Educational Specialist A (vacant since September 2018),one Faculty Writing 

Instructor (assigned three credits to coordinate reading, writing, and ESL services), and two casual 

hire part-time Professional Writing Tutors.  Student employees include three student assistants and 

up to 20 tutors.   
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TLC Service Area Outcomes (SAOs):  

SAO-01:  Provide tutoring and academic support services to promote student success 

SAO-02:  Provide computer access for students 

SAO-03:  Provide make-up testing services to students  

 

Student Learning Outcomes (SLOs):  

SLO-01 (system-wide):  Students who receive tutoring will pass their tutored courses 

2.  Analysis of the Program/Unit 

Demand:   

• Indicator #4, unduplicated number of students tutored in one-on-one sessions per student 

FTE, shows that TLC served eighteen percent of the FTE (1429) for the 2019 - 2020 

academic year. 

 

• Indicator #5, unduplicated students enrolled in Dev/Ed classes who were tutored per number 

of students enrolled in Dev/Ed classes, shows that TLC provided tutoring services to sixteen 

percent of the total number of unduplicated students enrolled in Developmental math and/or 

English.   

Efficiency:   

• Indicator #6, the number of tutor contact hours per tutor paid hour in one to one sessions 

was .42. 

 

• Indicator #8, the tutoring budget per student contact hour cost was $28 per hour.  

Effectiveness:   

• Indicator #9, students who receive tutoring should pass their tutored courses, was assessed 

using student passing rates for students enrolled in developmental English and math.  Data 

show that fifty-eight percent of students enrolled in Developmental English and/or math 

who attended tutoring, passed either one or both of their developmental course(s).   

Analysis:   

• TLC has experienced a slight decline in individual (unduplicated) student use which is 

partially reflective of enrollment declines across multiple years.  

 

• Demand for tutoring services fluctuates but remained stable for Fall 2019.  Due to COVID-

19 which resulted in an urgent shift from in person to online learning, students were 

primarily concerned with making the transition to online learning and TLC usage dropped 

dramatically.   

 

• Despite a decline in unduplicated student contacts, the return rate of individual students has 

increased.  
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• COVID-19 significantly impacted tutoring usage for Spring 2020.  The data for 2019 – 2020 

shows a decrease in total contacts.  However, prior to March 2020, student usage was higher 

than the previous academic year and Spring 2019 semester.   

 

• Efficiency of tutoring services is cautionary.  Due to COVID-19, tutor contact hours per 

hour scheduled decreased which resulted in an increase in tutoring costs per contact hour.   

 

• Tutoring effectiveness was determined using data of students enrolled in developmental 

math and English courses.  Students enrolled in these courses who utilized tutoring services 

passed their tutored course which is positive.  However, given the broad range of classes in 

which tutoring was provided, TLC was unable to identify an effective strategy to access the 

data.  

 

• Due to budget restrictions due to COVID-19, no summer tutoring or academic support 

workshops were available.   

Strengths:   

• Students who utilize TLC support services do so repeatedly.  Students return regularly to 

meet with tutors and use the dedicated space and computer resources to study and work 

independently.   

 

• Many tutors have been employed over multiple semesters which enables students and tutors 

to establish a connection and rapport which encourage students to utilize tutoring and 

academic support services.  

 

• Feedback received from students via tutoring session evaluations and general survey is 

generally positive.  Responses from students indicates tutors are effective and tutoring 

sessions increase understanding of materials and confidence in abilities.   

 

• TLC’s development of online tutoring services created the potential to deliver tutoring and 

academic support services to students, island wide.   

 

Challenges:   

• Staffing and funding.  Staff shortages (vacant permanent positions) make it difficult to 

provide on-going tutor training along with the development of additional services and 

support.  Furthermore, budget reductions directed toward student employment and tutoring 

services will drastically impact TLC’s ability to provide tutoring services to Hawai‘i CC 

students. 

  

• Physical location. Hawai‘i CC East Hawai‘i is a split campus and shares facilities with UH 

Hilo, with The Learning Center is physically located on the UH Hilo Campus. Students who 

are registered for courses only at the Manono Campus encounter parking fees at UH Hilo to 
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utilize TLC services.  In the past, tutoring services provided at the Manono Campus were 

underutilized.  Although tutoring is currently provided for math and science, tutoring 

services continue to be underutilized.  TLC is working on identifying a strategic location on 

the Manono Campus and increasing the use of in-class tutors on the Manono Campus to 

increase efficiency of tutoring services.  

 

• Remote services:  The implementation of online tutoring and academic support services 

creates a new need for tutor training and the development of strategies to engage students in 

actively seeking out tutoring services.  TLC will need to continue to be innovative and 

strategize ways to connect students remotely and provide services comparable to in person 

support.  

 

• COVID 19.  Budget and staff reductions have significantly impacted TLC services.  

Additionally, online course delivery has had an adverse effect on many Hawai‘i CC students 

who are struggling in their classes (based on early alert, faculty, and student feedback) but 

do not utilize tutoring services which are provided via Zoom.   

3. Program Student Learning Outcomes or Unit/Service 
Outcomes 

a) Unit Student Learning Outcomes and Service Area Outcomes are as follows:  

SLO-01 (system-wide):  Students who receive tutoring will pass their tutored courses 

SAO-01:  Provide tutoring and academic support services to promote student success 

SAO-02:  Provide computer access for students 

SAO-03:  Provide make-up testing services to students  

 

b) Program SLOs/SAOs that have been assessed in the year of the Annual Review of Program 

Data. 

SLO-01 (system-wide):  Students who receive tutoring will pass their tutored courses 

SAO-01: Provide tutoring and academic support services to promote student success  

SAO-02:  Provide computer access for students 

SAO-03:  Provide make-up testing services to students  

 

c) Assessment Results 

SLO-01:  Students who receive tutoring will pass their tutored courses 

Students enrolled in 

DevEd courses 

(unduplicated) 

Students enrolled in 

DevEd courses who 

attended tutoring 

sessions 

Percentage of students enrolled 

in DevEd courses who attended 

tutoring and passed either or 

both courses (math/English) 

338 55 (16%) 32 (58%) 
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The table below identifies the usage rates for services identified in SAO-01, SAO-02, and SAO-

03:  

Academic Support Services:  

Student Contacts  2017 – 2018 2018 – 2019 2019 – 2020  

Total Contacts 

(Duplicated) 
3,701 3,276 2356 

Student Count 

(Unduplicated) 
756 463 495 

Tutoring 

(Duplicated/Unduplicated) 
2452/414 2200/254 1198/252 

Computer Use/Study Hall 

(Duplicated/Unduplicated) 
925/222 872/133 1045/194 

Testing 

(Duplicated/Unduplicated) 
326/120 204/76 108/44 

 

Supplemental Workshops and Academic Support:   

Summer 2019:  Workshops were provided in math, reading, and writing.  Workshops were 

designed to assist students prepare for Accuplacer placement testing and/or enrollment and 

success in math and/or English courses in Fall 2019. Workshop content focused on: 

 

• Improving study skills (based on AVID) while reviewing algebra material from an 

NROC (National Repository of Online Courses) handbook 

• Test taking strategies and additional online resources for learning math 

• Peer/group learning  

• Growth Mindset 

• Study skills including taking and reviewing notes for math, reading for math, and 

calculator use 

• Accuplacer preparation for writing  

• Essay basics including thesis development, sentence structure, editing, etc. 

 

Outcomes:  a total of twenty-three students participated in the summer workshop series.  Ten 

of the twenty-three students enrolled in Math and/or English in Fall 2019.  Of the ten 

students who enrolled in Math and/or English, nine students passed their enrolled course.  

 

Summer 2020:  Due to COVID-19, no placement or college readiness workshops were 

provided due to budget restrictions.   

 

In March 2020, TLC developed a Student Laptop Loan Program for students with limited or 

no access to technology resources.   

 

d) Changes that have been made as a result of the assessments:  
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• TLC continues to develop strategies to increase student utilization particularly 

students enrolled in developmental math and English courses.  

• Efforts to outreach to students have been expanded utilizing the STAR Connect 

texting platform.  

• TLC continues to work with faculty to develop partnerships that encourage student 

referrals and the use of embedded tutors.  

• As we continue to experience the effects of COVID-19, TLC tutoring services will 

remain online via Zoom with limited in-person support for students with limited or 

no access to technology.    

• TLC remains open to provide students access to the internet and computers. 

Additionally, a separate space has been designated for students to participate in 

synchronous classes through the use of TLC technology.  

• TLC continues to identify training and support resources for tutoring staff  

4.  Action Plan 

1. Increase outreach efforts at the start of each semester to inform students of tutoring services 

on campus. 

2. Conduct ongoing outreach at critical points in the semester (e.g. prior to midterms and 

finals).  

3. Increase outreach to faculty and staff to provide information and updates on tutoring 

services; solicit feedback from faculty on ways to increase students’ usage of TLC services.  

4. Review appointment system to maximize the number of students that can be served 

throughout the day/week/month; identify strategies to increase appointments without an 

impact to the quality of tutoring services.  

5. Identify data tools to monitor tutoring services and scheduling adjustments.  

6. Expand the use of in-class tutors to increase student engagement and efficiency.  

7. TLC will consult with the Institutional Research office to identify ways to collect student 

data including outcomes for students in tutored courses.   

5.  Resource Implications 

Detail any resource requests, including reallocation of existing resources (physical, human, 

financial)  

• In Spring 2020 the COVID-19 pandemic resulted in budget restrictions and hiring freeze, all 

vacant permanent staff positions and Professional Tutor casual hire positions were 

permanently eliminated. Continued staff shortages make it difficult to develop and provide 

on-going tutor training and expand services. Recent (and future) budget reductions for 

student employment due to COVID-19 will further disrupt the ability of The Learning 

Center to provide consistent and reliable academic support to students.  

 

X  I am NOT requesting additional resources for my program/unit. 
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Appendix: Quantitative Indicators 

Quantitative Indicators 

# Student and Faculty Information 2017-18 2018-19 2019-20 

1 Annual Unduplicated Student Headcount 3,527 3,209 3,197 

2 Annual FTE Faculty 118 117 113 

2a Annual FTE Staff 151 143 140 

3 Annual FTE Student 1,540 1,401 1,429 

 

# Demand Indicators 2017-18 2018-19 2019-20 

4 Unduplicated number of students tutored in 

one-on-one sessions per student FTE 

.27 .18 .18 

5 Unduplicated students enrolled in Dev/Ed 

classes who were tutored per number of 

students enrolled in Dev/Ed classes 

 .15 .16 

 

# Efficiency Indicators 2017-18 2018-19 2019-20 

6 Tutor contact hours per tutor paid hours in one-

on-one sessions 

0 .73 .42 

7 Duplicated number of students tutored in 

groups per tutor paid hours 

0 0 0 

8 Tutoring budget per student contact hours  $0 $15 $28 

 

# Effectiveness Indicators 2017-18 2018-19 2019-20 

9 Students who receive tutoring should pass their 

tutored course  

 .65 .58 

 

 

# 

Effectiveness Indicators - Community 

College Survey of Student Engagement 

(CCSSE) 2016 2018 2020 

10 Tutored or taught other students (survey item 

4.h) 

  NA 

 

 Mean 1.53 1.34 NA 

 Very Often 4.4% 2.8% NA 

 Often 7.6% 4.7% NA 
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# 

Effectiveness Indicators - Community 

College Survey of Student Engagement 

(CCSSE) 2016 2018 2020 

 Sometimes 24.9% 16.7% NA 

 Never 63.0% 75.8% NA 

11 Frequency of using peer or other tutoring 

(survey item 13.1.d) 

  NA 

 Mean 1.67 0.73 NA 

 Often 14.8% 8.6% NA 

 Sometimes 24.5% 31.3% NA 

 Rarely/Never 41.0% 60.1% NA 

 N/A 19.7% 0.0% NA 

12 Satisfaction with peer or other tutoring (survey 

item 13.2.d) 

  NA 

 Mean 2.26 1.47 NA 

 Very 24.7% 25.9% NA 

 Somewhat 32.5% 19.4% NA 

 Not at All 7.7% 3.3% NA 

 N/A 3.0% 51.4% NA 

13 Importance of peer or other tutoring (survey 

item 13.3.d) 

  NA 

 Mean 2.37 2.26 NA 

 Very 52.6% 49.0% NA 

 Somewhat 31.5% 28.1% NA 

 Not at All 15.9% 23.0% NA 

14 Frequency of using skill labs – writing, math, 

etc. (survey item 13.1.e) 

  NA 

 Mean 1.74 0.69 NA 

 Often 14.9% 10.5% NA 

 Sometimes 28.7% 24.0% NA 

 Rarely/Never 35.9% 65.6% NA 

 N/A 20.4% 0.0% NA 

15 Satisfaction with skill labs – writing, math, etc. 

(survey item 13.2.e) 

  NA 

 Mean 2.40 1.40 NA 

 Very  22.5% 19.7% NA 
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# 

Effectiveness Indicators - Community 

College Survey of Student Engagement 

(CCSSE) 2016 2018 2020 

 Somewhat 32.1% 19.5% NA 

 Not at All 9.7% 3.0% NA 

 N/A 35.7% 57.8% NA 

16 Importance of skill labs – writing, math, etc. 

(survey item 13.3.e) 

  NA 

 Mean 2.36 2.20 NA 

 Very  52.3% 45.0% NA 

 Somewhat 31.2% 29.7% NA 

 Not at All 16.6% 25.3% NA 

 

 

 

 

 


