
E Wharton County
Junior College

Date of Board Meeting: october 20, 2026

Recommendation: Approve 12 months of Ellucian Premium Support
Services to provide functional support related to Banner

9 SaaS implementation.

Background and Rationale:

Wharton County Junior College utilizes Ellucian Banner as its enterprise resource planning system

supporting critical functions including student services, financial aid, finance, and human resources.

Following implementation of the new Banner 9 SaaS environment, WCJC engaged with Ellucian Advisory

Services (EAS) to strengthen instltutional capacity, provide real-time training for staff, and optimize the
ColleBe's use of the Banner environment.

Premium Support provides enhanced strategic and functional assistance beyond standard system

support. Services include a senior-level Customer Success Manager, named functional consultants for
areas such as Finance, Human Resources, Financial Aid, Student, and Student Accounts Receivable, as

well as assistance with staff training, business-process improvement, system optimization, technology

adoption, and chanBe management. This additional support will help the College improve Banner

functionality, strengthen internal expertise, and more effectively address complex functional and

operational issues.

Budgetary lmplications: 5f44,000 (FY27 Current Operating Bud8et and Houston

Endowment lmplementation Grant)

Resource Personnel: Amanda Allen, Ed.D., President

Approval:

6
ent

Board of Trustees
Agenda ltem

Completion of the EAS engagement on November 30, 2026, admlnistration recommends engaging

Ellucian Premium Support Services for a 12-month period (January L,2027 - December 37,2027l. at a

cost of S144,0o0 for the year. This need was anticipated as part of the College's on8oing Banner

optimization efforts, with funding included in the Fiscal Year 2027 lnformation Systems bud8et. The

College also anticipates using a portion of its Houston Endowment implementation grant funding to
support the initiative, recognizing its alignment with Institutional capaclty-building and student success

efforts. WCJC does not anticipate continuation of Premium Support beyond this 12-month engagement.

The College is a member of the Texas Connection Consortium (TCC). WCJC currently has an lnteragency

Cooperation Contract with Lamar lnstitute of Technology (LlT), which serves as the contract

administrator under the master agreement between LlT, on behalf of TCC, and Ellucian. The intera8ency

agreement specifically allows WCJC to obtain Ellucian products, maintenance, and professional support

services at the rates established under the master agreement.
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Value Orchestration Services

Customer Success Manager (CSM) - Description of Services

Overview

Ettucian witt provide the Ctient with information technology executive guidance and

retated strategic teadership through its designated, senior [eve[ Customer Success
Manager (CSM). The CSM witt serve as the primary point of contact for the Client for
Ettucian Success Services.

The CSM witt provide strategic guidance and operational support to promote optimal
utitization of Eltucian services, technotogies, and resources. Key areas inctude:

High-levetTasks and Deliverabtes for Senior LeveI Customer Success Manage] (CSM)

Engagement High-Level Tasks Deliverables
Success &
Engagement

Schedute of
Review
sessions
Success Ptan
Weekty
progress

updates
shared via
emait or
scheduted
meetings.
Monthty
updates
detivered to
university
teadership.

2025 Edmund Hajle) l)nve. Sune s(Xl

Reston- Vrrginial0l9l. USA
Toll Fre€ r l8m 223 7036

Ettucian witt:
. Develop and execute service strategies

to maximize awareness and effective
use of avaitabte resources.

. Track organizational engagement
and provide insights for proactive
interventions.

. Organize workshops and webinars
taitored to organizationaI success
initiatives.



Staff Enabtement Assess and recommend training
sessions on Etlucian technotogy and
sotution adoption.
Provide best practices for administrative
operation, and data-driven success
a natytics.
Offer coaching sessions for statf to
enhance digita[ literacy.

Training
recommendat
ions and
documented
best
practices.

lnstitutionat
Success
Ptanning

Atign success strategies with the
university's academic goa[s, retention
ob.iectives, and digltaI transformation
roadmap.
Deliver key metrics and success plans
to leadership for intormed decision-
making.

Monthty
institutionat
business
review reports
& success
metrics
hightighting
progress,
risks, and
opportunities.

Adoption &
Optimizatio
nof
Technotogy

Facititate seamtess adoption and
integration of Ettucian ptatforms and
services across departments.
Monitor utilazatlon rates and
recommend improvements for
system enhancements.
Provide reports on engagement
anaMics and suggest optimization
strategies.

Stakehotder
Cotlaborati
on&
Advocacy

Serve as a liaison between the
institution, students, facutty, and
Eltucian.

Annuat
strategy
report
detaiting

2025Edmund Halley t)flve. Surle 5u)
Reslon. virgrn,a:0191. USA

Toll Free - lt00 ll.l 7016

User
adoption &
engagement
anatytics
dashboards
for
stakeho[ders



Engagement High-Level Tasks Detiverables
Drive institution-centric i nitiatives
that enhance satisfaction and
retention.
Advocate for institutionaI needs and
inf [uence producvservice
improvements with Ettucian.

tong-term
success
outcomes.

Service Assumptions

. Ettucian's Senior Level Customer Success Manager (CSM)- Exocutes

success strategies, manages communications, provides reports.
. Ettucian - Supports system integrations, addresses service requests, promotes

platform optimization.
. Staff and Facutty engagement is required for optimaI service effectiveness.
. Technotogy integrations and updates may impact implementation timelines.

Ctient Responsibilities
. lnstitutionat Stakehotders - Engage in ptanning sessions, provides feedback,

ensures participation in success initiatives.
. Ctientwitt provide accessto retevant platforms, data, and personnel for coltaboration.

Out of Scope
. lnctudes but not timited to any services not described herein.

Success Plan - Description of
Servlc€s Eltucian witt:

. Assist Ctient in aligning institutionatgoats with ctear, measurable outcomes.

. Encourage accountability across stakehotders-f rom kickoff to optimization.

. Buitd Ctient strategic ptaybook, evotving as priorities shift.

Success Review - Description of
Services Eltucian witl:

. Encourage Ctient to bring stakehotders together to evatuate what's working-and
what's not.

. Assist Ctient to turn performance data into insight, and insight into action.

. Support executive confidence through transparent, consistent check-ins.

Ioocumant Name]
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Capabitity Success Consulting

Overview

Ettucian wit[ provide a named Capabitity Success Consultant (CSC)for each of the

designated functionaI departments (which may inctude Finance, Human Resources,

Financiat Aid, Student and Student Accounts Receivabte) within Ctient's Banner or

Cotteague ERP sotution.

Key areas include:

High-tevet Tasks and Deliverables for Capabitity Success Consulti
DeliverablesEngagement High-Levet Tasks

Contact
information
and
avaitabitity
of assigned
CSCS

Schedu[ed
kic koff
meetingwith
each CSC and
Ctient
designated

"Phone a Friend"
access

Et[ucian wi[:
. Provide on-demand , during normal

business hours, access to named
Capabitity Success Consuttants for each
designated f unctionaI department

. Assist in acceterating resolution of
complex issues without the wait or
escalation.

. Support Ctient functionaI teams
with Higher Education
experienced knowtedge

IDocument Name]
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Planning for Change - Descrlptlon of
Servicos Eltucian witl:

. Appty industry-teading change management practices.

. Equip Ctient teams with structured tools and guidance to navigate organizational
change.

. Encourage technology adoptlon supported by the peopte-side of change-
maximizing engagemsnt and [ong-term success.

The CSC witt provide strategic guidance and operational support to promote

optimat adoption of Ellucian services, technologies, and resources within each of the

designated functionaI departments.



function
department
staff

Department-levet
Success Ptanning

Assist Ctient in devetoping taitored
ptans at the functionaI department
levet-atigned to strategic institutional
goals
Assist Ctient in bridging high-tevet
objectives with the nuance of day-to-day
execution
Cottaborativety develop tocaI
accountabitity standards designed to
keep Ctient teams connected to the big
pictu re

Written
department-
leveI success
ptans
Scheduted
plan review
and update
sessions

Mission-
Criticat
Process
Best
Practices

Offer guided process reviews that
reftect the cottective experience of
higher ed teaders.
Assist Ctient in stabilizing operations
earty, then provide experienced advice
and guidance in evotving operations with
insight from Ctient data.
Encou rage continuous improvement
through the cotlaborative devetopment
of a roadmap of actions to achieve
enhanced operationaI practices

Access to
industry
experienced
CSCs
Roadmap of
discrete
actions
required to
achieve
operational
best
practices

Proactive
Stakehotder
Coaching

Assign a CSC to each designated
departmentaI and institutionaI teader to
assist in the championing of change
with ctarity and consistency.
Work with designated department staff
to foster atignment across departments
and rotes, reducing resistance and rote
confusion.
Document institutionat priorities such
that they are clearty understood-and
acted on-at every [eve[.

Regutar
cadenced
catts with each
CSC
Documented
institutionat
and
department
levet
priorities

IDocum€nt Nam6]
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Product Adoption

Adoption
Guidance
Overview

Ettucian witt provide the Ctient with Product Adoption Guidance through its CSM and

Capabitity Success Consuttants. Specificatty, the CSM witt provide a p[anning document
that maps a Ctientadoption ptan most [iketyto meetthe Ctient's organizationat priorities.

Ettucian witl:
. ln coltaboration with the Client teadership, deliver a ctient specific Product

Adoption Ptan that witl outtine the timing and priorities of adoption of Ettucian
(and retated) products

. Encourage technology adoption, guided by the Product Adoption Ptan, and

supported by the ctient staff-maximizing engagement and [ong-term success

Success
cata log
Overview

El.l.ucian offers a Pre-Packaged Service Catatog designed to provide ctients with a
standardized set of advisory and support services, encouraging consistent delivery,
transparency, and operationatefficiency. These services

are structured to atign with industry best practices, offering predefined engagements
that optimize resource a[[ocation and accelerate imptementation.

Ctient has contracted an initial quantity of credits as specified in the Order Form.

Additionat Credits may be purchased in lots of 8 Credits at the customer's convenience.
Requests for purchase of additionaI Credits shoutd be made through the Etlucian CSM.

The Pre-Packaged Service Catatog consists of structured service offerings that are
predefined in scope, duratlon, and detivery method. These services may inctude, but are

not [imited to:
. Advisory Support Sessions - Scheduled consulting sessions for strategic

IDocument Nam6]
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guidance, availabte via phone or virtuaI meeting.
Heatth Check Services - Recurring assessments of system performance,
comptiance, and operationaI effectiveness.
Training & Enabtement Programs -Standardized training sessions designed to
improve user adoption and system proficiency.
Configuration & Optimization Reviews - Predefined technical assessments
focused on system performance tuning and best practice atignment.

Each service package is ctearty outtined with specific detiverabtes, etigibitity
requirements, and consumption parameters to encourage predictabitity in service
engagement.

Service Detivery ModeI
. A[t services within the Pre-Packaged Service Catatog fottow a structured delivery

f ramework, promoting consistency across engagements.
. Scheduting and coordination are managed through the assigned CSM.
. Service packages are designed to be consumed within the Services CatatogTerm

specified in the Order Form to which thls SOW is aftached and do not rolt over to
subsequent periods unless otherwise specified.

Ctient Responsibitities

To enhance execution, ctients are responsibte for:
. Reviewing avaitable services within the Pre-Packaged Service Catalog and

submitting requests to the Ettucian CSM.
. Providing necessary information and access to retevant systems or personnel

required for service execution.
. Ensuring timety consumption of scheduted services within the designated

timeframe.

IDocument Nsme]
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$144,000Premium Support 12 - Months

$144,000Totat Amount:

Advisory Services Option Lenglh

2025 Edorund Hallel I)nve. Surte5fi)
Reston, Vrrgrnia:0191. USA

loll fr€€ +18(x):21 7036

Premium Support Offering
Amount


