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Eastern Center for Arts & Technology 

Business & Technology Professional 

Occupational Outlook 

Locally, the opportunities look good for the two job categories that EASTERN’s Business & 
Technology Professional (BUS) program graduates are most likely to enter. Data was gathered 
from the state’s Pennsylvania Workforce Development report/website (CareerLink) 
(Occupational Employment & Long-Term Projections) for the surrounding counties.  Labor 
market data was also collected from the Bureau of Labor Statistics website which included 
nationwide and local opening and projections. 

Below are the total open job postings as of December 23, 2021 from the PA CareerLink website. 
https://www.pacareerlink.pa.gov/jponline/ 

Accountant Customer Service Representative 
Bucks 

345 

Bucks 

2,303 Montgomery Montgomery 

Philadelphia Philadelphia 
 

In regard to the Long-Term Projections, the Pennsylvania Department of Labor & Industry Center 
for Workforce Information & Analysis has recorded the following for Philadelphia/Bucks/MontCo 
area: PhilaNJmsa_LTOP 

SOC 
Code Occupational Title 

Employment Outlook Annual 
Demand Estimated 

2018 
Projected 

2028 % Change 

13-2000 Financial Specialists 
(category) 48, 490 51,240 5.7% 4,642 

13-2011 Accountants 22,240 23,640 6.3% 2,278 
 
43-4000 Information & Record 

Clerks (category) 82,280 81,800 -0.6% 10,573 

43-4051 Customer Service 
Representatives 44,910 43,770 -2.5% 5,795 

      

43-6013 Medical Secretaries 7,080 8,180 15.5% 964 
43-9199 Office & Administrative 

Support Workers 
2,070 2,160 4.3% 256 

https://www.pacareerlink.pa.gov/jponline/
https://eastechorg-my.sharepoint.com/personal/ederby_eastech_org/Documents/OAC/Program%20Review/2021-2022/PhilaNJmsa_LTOP.xlsx?web=1


Opportunities at the national level are also promising with 7% average growth expected from 
2020 – 2030 for Accountants. Customer Service Representatives look to be around -1% (little or 
no change) while Information Clerks are at 2% growth for this same period. See Appendix A for 
related information from the Bureau of Labor Statistics 2020 – 2030 national job outlook report. 

Accountants and Auditors, an occupation with a large share of business degree holders, is both a 
high-wage and a high-growth occupation. They hold almost 1.4 million jobs as of 2020.  Many of 
these jobs were in accounting firms. They work in every state, but they were most concentrated 
in the east coast which is promising to our area. 

Demand for accountants will increase as the globalization of business related to international 
trade and mergers and acquisitions grows. In the wake of recent corporate financial scandals, 
businesses will face more scrutiny and stricter regulations. As these tighter standards become 
commonplace, accountant services will be expected to increase in order to help them comply 
with new laws.  

Human resource consulting firm Robert Half International reports that employers are shifting 
their hiring focus toward core accounting positions that support business growth, and that 
experienced accountants who can help companies manage business expansion opportunities will 
be invaluable. 

Customer Service Representatives do not need quite the amount of education as an Accountant 
would, so the median pay is almost half as what they make ($35,830 vs. $73,560).  Despite the 
projected low job growth, there are over 2.9 million customer service representative jobs in the 
United States as of 2020. 

Overall employment growth should result from growth in industries that specialize in handling 
customer service. Specifically, telephone call centers, also known as customer contact centers, 
are expected to add the newest jobs for customer service representatives. Employment of 
representatives in these centers was projected to grow 36 percent from 2016 to 2026. Some 
businesses are increasingly contracting out their customer service operations to telephone call 
centers because the call centers provide consolidated sales and customer service functions. 

Employment growth of customer service representatives in all other industries will be driven by 
growth of those industries, as well as consumers’ demand for products and services that require 
customer support. Some companies will continue to use in-house service centers to differentiate 
themselves from competitors, particularly for inquiries that are more complex, such as refunding 
accounts or confirming insurance coverage. 

However, some companies are increasingly using Internet self-service or interactive voice-
response systems that enable customers to perform simple tasks, such as changing addresses or 
reviewing account billing, without speaking to a representative. Improvements in technology will 
gradually allow these automated systems to perform more advanced tasks. 



Program Data Analysis 

The Eastern BUS students perform well on the NOCTI tests and scores have improved since the 
program’s inception.  The last NOCTI was taken in the 2018-2019 school year (Instructor was on 
leave – sub for school year) which 60% earned a competent or advanced score. The last time Erin 
Derby administered the NOCTI was in 2017-2018 school year in which 100% of students placed 
competent or advanced.  The goal for the 2020-2021 school year is to earn 100%. 

Enrollment over the past few years has fluctuated, however in the 2021-2022 school year we 
have a total of 31 students, with a maximum of 36 seats (86% capacity).  The cohort entering the 
2021-2022 school year has 17 students. Of the 18 students, 2 are 1st year seniors and 2 are in 
their 13th year. Retention seems to be on the low end; however, this program does seem to 
attract many 1-year seniors or transfers from other classes which affects this number.  Last year 
(2020-2021 school year) there were 15 year 1 students, and 13 returned for year 2 (Sept 2021) 
(87% retention).   

Most students cite dual enrollment as one of the top reasons they attend the BUS program at 
Eastern. Students enrolled in the BUS program for the 2 years can graduate with 12 transferrable 
credits from Montgomery County Community College.  This also seems to be a popular course 
with students who either want to own their own business or are unsure what industry they wish 
to pursue yet all skills learned are applicable to many professions. 

Many, if not most of the Eastern BUS students are continuing to college for an Associate degree. 
In 2021 there were 7 program graduates. Five were continuing to post-secondary education and 
1 earned the Congress-Bundestag scholarship to Germany.  The number of students pursuing a 
bachelor’s degree is increasing, as well as the number of students who wish to work in the 
program-related field. The belief is this has a lot to deal with being a more established program 
with the sending schools, since the program started in 2013. Counselors are familiar with what 
students are successful in the course, and the required tasks. As the program continues to grow 
and word continues to get out, we expect to see an increase in the program data analysis 
numbers. 

 

  



Program Viability 

Based on recent studies at both the national and regional level that show a positive outlook for 
job opportunity for our students, the OAC supports continuing the BUS program.  With the 
increased enrollment in recent years, it is clear the program is attractive for the segment of 
sending schools population. There is a lot of positive feedback from graduates and current 
students. Many students state that they were not sure what career route they wanted to take in 
their future.  This program prepares them to work in a wide span of industries, in a multitude of 
various levels of responsibility, tasks.   

While we do want to look at the data analysis of the industry and program, for this program, it is 
important to remember that a large group of students find success outside of these statistics.  
They are learning lifelong communication, interpersonal, computer literacy, and work ethics 
skills. Perhaps they might not find placement in the business field during the 5 months after 
graduation (placement data is collected in October following their graduation year), and that is a 
small window to judge whether the program is successful in placing all students. If we were to 
collect long- term data on our graduates you would see a much higher placement rate in the BUS 
program. 

There is a continuing market demand for business degrees and high school graduates to work in 
the business field.  There is a wide array of jobs in this field ranging from lower paying jobs 
requiring no degrees, to high paying Managers, Directors, CEO’s.  Students can work in 
Accounting, Finance, Management, Marketing, Sales, Human Resources and so on.  It has been 
difficult to select a few specific job titles from the BLS or CareerLink and link to whether this 
program is still in ‘demand’. According to the BLS, Business Administration was the #1 most 
popular college degree, followed by #2 Accounting and #6 was Marketing. According to data from 
the U.S. Bureau of Labor Statistics, business professions command an average annual salary of 
$72,250. Moving into a management position can advance you to average annual earnings of 
$109,760. 

It was discussed in our OAC meeting the decrease in demand for Administrative and Executive 
Administrative secretaries. There seems to be a transition away from these job titles, hence the 
-7.9% change in our surrounding PA area and -7% nationwide (Bureau of Labor Statistics). 
Department coordinators are now trending in many businesses, and this redesign is emerging as 
many people now do their own typing and organizing.  Also, technology enables staff to prepare 
many of their own documents.  In the past these secretaries supported one person, now 
‘coordinators’ are supporting the department in higher level tasks. Office Managers are a closely 
related job title to coordinators.  It was also discussed that Accounts Payable and Accounts 
Receivable workers are in demand.  This puts a focus on the large portion of our accounting units. 

 



The continuing demand for workers in the business industry is not expected to diminish. This 
demand is supported by the following sources: 

• Statistics show in the PA Workforce and US Department of Labor reports identify stability 
if not growth in job areas that students will be qualified for with a high school degree or 
college degree. 

• Input from students, community, and committee members. 
• Recent program performance shows numbers trending positively upward. 
• Local and national job listing show frequent postings in the many fields of business. 

Colleges support the BUS program through our dual enrollment program and articulation 
agreements. 

• The Montgomery County Community College program offers students 9 graded, 
transferrable college credits through the BUS 2-year curriculum. 

• Kutztown University offers successful BUS students the ability to earn articulated credits. 

Students can obtain employment with the skills taught in the BUS program, but they are always 
encouraged to pursue post-secondary education to earn a two- or four-year degree.  Many of 
our graduates go on to some sort of post-secondary education.  Students have attended the 
following institutions: 

• Temple University 
• Indiana University of Pennsylvania 
• Johnson & Wales University 
• Penn State University - Abington 
• Alvernia University 
• Montgomery County Community College 
• Ursinus College 
• Howard University 

 

  



Industry Trends 

• Technology – What is trending in the industry? 
o The majority of businesses use Microsoft Windows and the Microsoft Office 

Suite. 
o Create, modify, and share business documents using Microsoft Office Suite. 
o Microsoft Excel – trending upward.  More employers are utilizing Excel and 

expect employees to have prior experience and knowledge. 
o Create and maintain electronic file management systems including cloud 

technologies 
o Accounting and Finance are becoming more in demand.  Students should have a 

broad exposure in these fields. 
 

• Skills employers seek beyond technical: 
o Working independently 
o Dependability 
o Communication – Communicate clearly and effectively verbally and in writing 

using appropriate media and cultural sensitivity with all stakeholders. 
o Thinking skills: 

 Logical thinking 
 Critical thinking - Apply problem solving skills and techniques using 

analytical and critical thought processes to identify the best solutions, 
which meet the needs of the organization. 

 Problem solving 
 Resourcefulness 

o Professional presentations 
o Professionalism - Demonstrate professional human relations skills with integrity 

in the workplace to assist the completion of individual and team tasks, while 
promoting a positive image for the organization. Demonstrate responsibility, 
professionalism, positive attitude, self-management, honesty, and 
confidentiality, conflict resolution. 

o Operations - Understand general business concepts/practices to incorporate 
project and time management skills and coordinate daily activities, utilizing 
appropriate administrative office procedures to enhance the effective operation 
of the workplace. 
 Perform and analyze office accounting tasks and activities. 

 

  



Recommendations 

• Curriculum Adjustment: 
o The OAC recommends that the curriculum be adjusted to better represent 

industry trends.  The recommended changes are adding Medical Billing/coding 
and QuickBooks 

• Student Certifications: 
o The OAC will continue to require the Certiport Microsoft Office Specialist 

certification in Word, and as an option, OSHA 10-hour General Industry. 
• Instructor Professional Development: 

o The OAC recommends that the instructor get training and certification in 
QuickBooks, Medical Coding/Billing and MOS Excel or PowerPoint. 

• Equipment & materials needed: 
o The OAC recommends that the classroom equipment be refreshed as required 

by new course curriculum or technologies. Computers will continue to be cycled 
every 3 years per Eastern schedule. 

• Facilities & materials needed: 
o The OAC recommends that the classroom gets a facelift with new tables & 

chairs, removing the lockers, and rearranging the back meeting area. 
o The raised classroom floor will be removed and made ADA compliant. 

• Dual enrollment: 
o The OAC recommends continuing dual enrollment with MCCC and adding more 

institutions that will award articulation credits. 

 

Budget Implementation 

School Year Cost Estimate 
2022 – 2023 

• Instructor training – Medical Coding/Billing 
 
$1,000 

2023 – 2024 
• Classroom revamp – layout, tables, chairs, meeting area, 

cubbies, and mailboxes 
• Instructor training – QuickBooks 

 
$20,000 
 
$1,000 

2024 – 2025 
• Replacement Printer/copier 

 
$5,000 

TOTAL $28,000 
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Pennsylvania Department of Labor & Industry, Center for Workforce Information & Analysis 

 

 

U.S. Bureau of Labor Statistics 











 















 









 















 


