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SUMMARY

Between Nov. 1 and Feb. 1, Marketing, with input from Student
Success leadership, initiated a registration communication
campaign with current students. Topics included registration,
payment plans, advising sessions, financial aid and extended hours.

Student responses via email and text messages allowed Student
Success to pivot in real time to close services gaps and resolve
issues, such as correcting problems with the TouchNet payment
system and directing students to virtual chat sessions when the
phones were overloaded.

The partnership between Student Services and Marketing has
Led to streamlined communications and better customer
services for students.




Issue 1 Students were unable to make payments or set up payment plans in Touchnet .
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Students responses to the Jan. 6, 2021, text
about payment plan options sent to 6,743
students registered for Spring and not paid.
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| want to pay but it keeps giving me a
error message it's not letting me

How do | do the payment plans ? It's
not letting me do one

e 9 Wh at we hea rd Can someone please call me? | can't

e 0k aine reach anyone on the phone and your
website won't let me pay

N Throughout the day, students

Hi, it's JT w/ Dallas College. Payment s ! | have been trying to pay this online for
for Spring 2021 is due 1/11/21. We Comp|a|ned to our texting team days and the link is down. I'm VERY
have payment plans avail for $50 down that Touchnet would not let FRUSTRATED AND NEED TO PAY

to secure courses. If some flexibility w/
your plan is needed, reach out. them pav or set up a pa lan.
Plan info-> 972-860-4819 & financial pay DERER
aid info-> 972-587-2599. If you're good
to make a payment, you can do that
here @ dcced.edu/paymentduetxt. *
voicemail replies may take 24 business
hours*

| have tried to pay online multiple times
but the site is down. Can someone
help me solve that issue?

Touchnet is not working

Why tell me to pay then your site
doesn't work? Fix it please
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Issue 1 Students were unable to make payments or set up payment plans in Touchnet .

How we reacted

Marketing informed Student Services
leadership about the large number of
Touchnet complaints. Student Services
leadership then contacted IT for help.
Marketing was asked to provide a list of
students affected by the issue to IT, who
then reached out individually to help
students resolve their issues, including
helping students access the system by
changing web browsers and clearing cookies




Issue 2 Enroliment numbers down at Mountain View and Cedar Valley
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Early December enrollment reports We sent targeted text messages to more than 8,000 students
showed that registration at our previously enrolled at MVC and CVC.

Mountain View and Cedar Valley - — e
campuses was low. Campus e g
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leadership in Enrollment
Management informed Student

Mon, Jan 11, 12:22 PM

Hi, it's JT w/ Dallas College. Just

Success leadership that students at wanted to highiight that Spring
. registration is open and if you need any
these locations were accustomed to help getting registered, our advisors and
A . FA center are ready. We've even
more hands-on interaction and extended virtual student service hours
c c c to Mon-Fri, 7 a.m.-midnight. K Give us a
engagement during registration call @ 972-669-6400 o

dcced.edu/paymentduetxt to get started.
One less thing to worry about as you

head into winter break.
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Issue 2 Enroliment numbers down at Mountain View and Cedar Valley

Mountain 4,147 3,741 193
View Campus Total students texted Total texts received Engaged/responded students
CedarValley 3,996 3,950 244
Campus Total students texted Total texts received Engaged/responded students

Spring 16-Week Enrollment
Dec. 7,2020

Post texting campaign Dec. 16, 2020

Paid: 3,750

Paid: 2,260 Registered: 4,323

Registered: 3,819

Cedar Valley
Cedar Valley

Paid: 5,898
Registered: 6,660

Paid: 2,363 Mountain View

Registered: 5,860

Mountain View




Issue 2 Enroliment numbers down at Mountain View and Cedar Valley

Omg, | needed this text, yes | need to
sign up I'll call around 12:30 to get
started thank you for the text!

Thank you SO MUCH! | almost forgot

.l

What we heard Hi there, | need some help with
registration, is there an advisor | can

work with to get me started on the
spring semester? Thanks!!

Okay Thank You | will definitely look

Into it and plan one registering into at
least one class.




Issue 3 offering services during the traditional holiday closure
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Student Services offered Holiday Helpers, Dec. 28-31, a reduced

Feedback from students indicated a crew of workers in admissions, advising, financial aid and
counseling. We sent an email Dec. 18 to all students registered for

need for assistance derlng the holiday Fall not for Spring 2021 to promote. Because of the overwhelming
break. Because an active term response, we canceled a text message scheduled for Dec. 28.

(Wintermester) and peak registration R
for Spring occur during the week
between Christmas and New Year's,
students were seeking help even
though we are usually closed.
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Ready. Set. Go! Get Registered for Spring.

Hello, Example First Name.

The Spring semester is approaching fast. Do you need help registering, sefting up a
payment plan or applying for financial aid?

We're open until midnight today and Monday-Wednesday next week. We also will have
limited staff available to assist you during our usual holiday break between Christmas and
New Year’'s Day.

Are you paying for your classes and find yourself short on cash? You can reserve your

Beat the January rush and register now!


http://dcccd.msgfocus.com/q/119zsNucPSij/wv

Issue 3 offering services during the traditional holiday closure

Emails Stats

45,347 42,378 19,681/46%  859/4.4%
Total sent Delivered Opened Clicked

219 418 78

Ready, Set. Gol Get Registered for Spring. | ad_m|55|ons transcripts class registration
Hello, Exampie First Name. applications processed processed forms processed

The Spring semester is approaching fast. Do you need help registering, setting up a
payment plan or applying for financial aid?
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We're open until midnight today and Monday-Wednesday next week. We also will have

limited staff available to assist you during our usual holiday break between Christmas and
New Year's Day. ’

Are you paying for your classes and find yourself short on cash? You can reserve your

awards processed calls handled students received 24-hour
Crisis Services

Beat the January rush and register now!



http://dcccd.msgfocus.com/q/119zsNucPSij/wv

Issue 4Changing structure of group advising drop-in sessions

N
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Student feedback indicated they
needed options in addition to email | already have my courses | need to register for, I've

and phone calls to get answers to a been emailingadvising but | haven't gotten a

variety of questions. Advising B S

launched three daily group advising
online sessions in December, but the

number of students quickly How can | talk to financial aid? They don’t answer and
overwhelmed staff. | need help?

How about you actuallyanswer a phone!




Issue 4Changing structure of group advising drop-in sessions

STUDENTS ©
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Admissions Paying for College Classes & Deg Student Life © Apply Now

Virtual Advising Services

Advising changed the structure of its

group SESSIOI’\S Jan. 4 tO allow Speak with a Dallas Coliege representative by joining one of cur virtual sessions:
students to drop in any time 8 a.m.-7
p.m. weekdays. A separate online MEERIAC VST <o SProltmantNaceen”

Monday-Friday, 8 am.-7 p.m.

room is operated by the night shift 7 7 S
p.m.-midnight. Sessions were " sacassorarops cas

* Schedule changes

broadened to assist with all 7 - |
registration questions, and Financial [

Aid duplicated the service with its
own drop-in session.

© Want 1o schedule an appointment?

$
o=

Late Night Advising Financial Aid Help




Issue 5 An alarming number of students dropped courses in the first week of Spring 2021

Enrollment reports reviewed daily by

N
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Hi, this is JT w/ Dallas College. We
H ow we reaCted noticed that you recently might of

dropped a class. We'd love to know

more if you're comfortable telling us

why? We may even have services to
help you in the future. Please select

Marketing sent a text survey to ilogion N
1. Unable to pay my tuition
1,886 student who dropped classes 2. Family obligations
3. Technology issues
between Jan. 20 and Feb. 2. 4. Work schedule change

5. Other: (please describe)
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Issue 5 An alarming number of students dropped courses in the first week of Spring 2021

- What we heard

Some students answered with expected
replies such as financial issues, health
problems and work conflicts. Many expressed
frustration with individual professors or
complained that classes were not advertised
correctly, such as being listed as a hybrid
course but all class meetings were held in
person. Some indicated that they did not drop
a course but instead the course was canceled
and they were moved to other sections or
were unable to find a new course. Leadership
is investigating how to resolve issues with
course listings and cancelations going forward,
since both contribute to falsely high drop
rates.

Family member with COVID distracted my focus

and made me realize that | would not have been
able to really focus on my classes.

Professor was ignoring my emails and didn't
respond within time that she has in her syllabus.

Didn’t find an instructor for the class and they
said i can take it next semester when they do

| didn't intentionally drop a class. The class | was
enrolled in was canceled so they relocated me to
a different one at a different campus

| felt so overwhelmed. | wanted to try and take 4
classes this spring semester but turns out it's to
much for me. | want to finish every class with a
good grade and | just felt that | didn't have
enough time to fully accomplish the 4 courses
with a high grade between work and just life in

it was hard for me to focus if it's just taking notes
online

| do not think | can pass the class with online
learning

eCampus was blank and the professor did not

reach out to students to explain



payment plan options.

Issue 6 A large number of students had unpaid balances and seemed unaware of

Enrollment reports reviewed daily by
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H How we reacted

Advertised payment plans via social
media, email and texting. Text
message sent Jan. 6to0 6,743 FTIC
student registered for Spring but not
paid; 771 recipients engaged with or
response o the message.
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Hi, it's JT w/ Dallas College. Payment
for Spring 2021 is due 1/11/21. We have
payment plans avail for $50 down to
secure courses. If some flexibility w/
your plan is needed, reach out.

Plan info-> 972-860-4819 & financial aid
info-> 972-587-2599. If you're good to
make a payment, you can do that here
@ dcced.edu/paymentduetxt *
voicemail replies may take 24 business
hours*
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Issue 6 A large number of students had unpaid balances and seemed unaware of
payment plan options.

What we heard

What if | want to add another class now? Will it
be under the $50 down, cause for that plan I will
add another.

| do want to do this | need this!!
$507? brb Let me go set this up!

Okay good. And | can do that online on the
website it will have an option for $50

Thanks jt for the help and info! It's always
appreciated

Thank you and | appreciate you always following
up when no one answers.

Thank you! | will make a $50 payment by then

Just set up my plan. Thanks for the reminder JT

Yes, | want to set up payment plan please. That Thank you for the reminder JT: | will be making
one. Thank you. the payment tonight.

THANKS! I'm at work, can | set this up with you Thank you! Will do that plan for 50. Didn’t know
on text? | don't want to miss it. that was an option

Hi | would like to secure a class for 50 dollars

I i
Thank you!! | am trying to get all to pay tomorrow please



Issue 7 Are we serving students in the way they need?
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Student Success satisfaction
survey sent to students after
they interacted with staff by
phone, email, drop-in online
chat or appointment.

°_ o
n How we reacted

Whileresponses to the survey where overwhelmingly positive, with many students
praisingthe work of individualemployees who helped them, we did identify several
pain points: students on hold for long periods; emails not answered; and insufficient
capacity for drop-in virtual chat rooms.

Soon after registration openedin November, Advisinglaunched online group session
by appointment to help students get registration ready. Demand quickly overloaded
capacity. Beginninglan. 4, the sessions transitioned to a drop-in format to serve more
students, and Financial Aid adopted the same format in January. Staff essentially
created a virtual resource room providing on-demand admissions, advisingand
financial aid support.

Extendingservice hours until midnight and offering limited support services during
the traditional holiday break between Christmas and New Year’s helped reduced hold
times and allowed staff to reduced paperwork and email backlogs.

Questions generated from receiving the survey are answered providinganother
avenue to assist and follow-up with students about where to go and who to contact
for additional support



Issue 7 Are we serving students in the way they need?

-- What we heard

90 percent reported satisfaction with their service

93 percent they would likely use the service again

Most students reported receiving services in Admissions/Registration (18%), Advising (55%) and Financial Aid (10%)
Students were very complimentary of individual staff members and the level of service and care they received.

Very few student provided specific complaints. A few mentioned long phone wait times or not hearing back about a
question.

| loved speaking with MsVinet. She answered all of my questions and then some, talked me through a bit of nerves,
gave plenty of encouragement, and was very personable and enjoyable to speak with.

Ms. Lanier was very nice and helpful than some advisors | have spoken with in the past. Although | wish we could do
more on campus appointments than online.

| met with a tutor, who was able to help me with my homework for calculus 2. He was very helpful and explained
everything in detail so | could understand.

The advisor was nice but she didn't know anything about the major specific questions | was asking. She kept referring
me back to the department that has yet to get back with me. It was a waste of time

The hold time was extremely long.. but the representative was very helpful.



Issue 7 Are we serving students in the way they need?

-- What we heard

The Specialist was so helpful with my questions. She is a positive person during the whole time. Providing me with a
wonderful resources. | would love to make another virtual phone call with her thousand more times. Thank you very
much Ms.Lai!

My experience with Elicia Money was amazing! She is caring, smart and wonderful over all. She has helped me grow into
the man | knew | could be. And | really appreciate her for that!

My advisor was very rude and unhelpful, he urged me to quit my job without knowing my situation. | just wanted help
planning out my schedule, but instead he lectured me about working and going to school full time.

| called three times and was on hold for more than 15 minutes. Was finally called back and then transferred to a number
that was not answered

I’'ve had bad to decent service before. But Anita was so nice and helpful and informative last time, | emailed her again.
And of course she was really helpful. | normally don’t do these surveys but | wanted someone to know that she’s a
rockstar.

Virtual / phone call advising is not the same as in person. The advisors are no help at all and want the students to
register themselves which is fine but it gets confusing and difficult.

It was a long wait and | prefer face to face, but under the circumstances this was successful.
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