
Susan Borquez-Dougherty
   Student Services Coordinator - Retention

Edward Karpp
   Director of Institutional Research

Susan Borquez-Dougherty
   Student Services Coordinator - Retention

Edward Karpp
   Director of Institutional Research Gl

en
da

le
 C

om
m

un
ity

 C
ol

le
geRedefining Student Services:Redefining Student Services:

A Personal TouchA Personal Touch
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From an Administrative Point of ViewFrom an Administrative Point of View

•• A personal approach to retention managementA personal approach to retention management

•• Analysis and assistance from the Office of ResearchAnalysis and assistance from the Office of Research
& Planning& Planning

•• A personal counselor for each student (caseloadA personal counselor for each student (caseload
management)management)



Students Like It!Students Like It!
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•• Why donWhy don’’t students persist, and who are they?t students persist, and who are they?
•• Why donWhy don’’t students succeed, and who are they?t students succeed, and who are they?
•• Why do students who Why do students who cancan succeed decide to succeed decide to
leave?leave?

•• Why donWhy don’’t students use the services available?t students use the services available?

Office of Retention ServicesOffice of Retention Services

All Community Colleges face similar problems inAll Community Colleges face similar problems in
the areas of student retention and persistence.the areas of student retention and persistence.



The The ““Retention ProblemRetention Problem””

•• About 40% of Fall applicants do not register for anyAbout 40% of Fall applicants do not register for any
classes (about 2,800 students)classes (about 2,800 students)

•• About 30% of new students who enroll in Fall do notAbout 30% of new students who enroll in Fall do not
return in Spring (about 800 students)return in Spring (about 800 students)

•• About 50% of new students who enroll in Fall do notAbout 50% of new students who enroll in Fall do not
return the following Fall (about 1,400 students)return the following Fall (about 1,400 students)

At Glendale CollegeAt Glendale College

Gl
en

da
le

 C
om

m
un

ity
 C

ol
le

ge



Retention ResearchRetention Research
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A) Surveys of Non-A) Surveys of Non-PersistersPersisters

•• Telephone Survey of Applicants Telephone Survey of Applicants
•• Mail Survey of Non- Mail Survey of Non-PersistersPersisters



Retention ResearchRetention Research
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Who Did Not RegisterWho Did Not Register

•• Telephone survey of students who filedTelephone survey of students who filed
applications but did not register for classesapplications but did not register for classes

•• 169 students contacted169 students contacted

““Why did you decide not to register for classes?Why did you decide not to register for classes?””



Retention ResearchRetention Research
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Primary Reasons for Not Registering:Primary Reasons for Not Registering:

Classes fullClasses full 20%20%
Job hours conflicted with class timesJob hours conflicted with class times 15%15%
““OtherOther”” reasons reasons 10%10%
Other scheduling problemsOther scheduling problems 8%8%

% Primary Reasons% Primary Reasons

Telephone Survey of ApplicantsTelephone Survey of Applicants
Who Did Not RegisterWho Did Not Register



Retention ResearchRetention Research
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PersistersPersisters

““Which of the following were reasons you decidedWhich of the following were reasons you decided
not to enroll at Glendale College in Spring 2000?not to enroll at Glendale College in Spring 2000?””

••39 possible responses39 possible responses
••4,809 surveys mailed4,809 surveys mailed
••606 responses (13% response rate)606 responses (13% response rate)



Retention ResearchRetention Research
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Job hours conflicted with class timesJob hours conflicted with class times 29%29%
Parking too difficultParking too difficult 24%24%
Could not take classes at offered timesCould not take classes at offered times 18%18%
Family changesFamily changes 14%14%

Classes fullClasses full 9%9%

% of Responses% of Responses

Mail Survey of Fall-to-Spring Non-Mail Survey of Fall-to-Spring Non-
PersistersPersisters
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(Qualitative)(Qualitative)

•• Thanks for caringThanks for caring
•• Willingness to return to collegeWillingness to return to college
•• Need for further research on schedulingNeed for further research on scheduling

issuesissues
•• Need for personal outreach programNeed for personal outreach program

Office of Retention ServicesOffice of Retention Services



Retention ResearchRetention Research
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Logistic RegressionLogistic Regression

•• 1,834 new students (1,834 new students (persisters persisters and non-and non-
persisterspersisters))

•• Dependent variable: Fall-to-Spring persistenceDependent variable: Fall-to-Spring persistence
•• Stepwise, Likelihood-Ratio TestStepwise, Likelihood-Ratio Test

Identification ofIdentification of Persisters Persisters and Non- and Non-PersistersPersisters



Retention ResearchRetention Research
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Predictor VariablesPredictor Variables
••On academic or progress probationOn academic or progress probation
••Units attemptedUnits attempted
••Units completedUnits completed
••AgeAge

••Semester GPA (thirds)Semester GPA (thirds)
••Cumulative GPA (thirds)Cumulative GPA (thirds)
••Known English/ESL placementKnown English/ESL placement
••Known Math placementKnown Math placement
••Basic Skills English/ESL placementBasic Skills English/ESL placement
••Basic Skills Math placementBasic Skills Math placement

••Transfer goalTransfer goal
••Vocational goalVocational goal
••Undecided goalUndecided goal
••Full-time in FallFull-time in Fall
••Took English in FallTook English in Fall
••Took ESL in FallTook ESL in Fall
••Took Math in FallTook Math in Fall
••SexSex

Identification ofIdentification of Persisters Persisters and Non- and Non-PersistersPersisters



Goodness of FitGoodness of Fit

Predicted 81.9% correctlyPredicted 81.9% correctly

IndicatorIndicator   cc22  dfdf SigSig

-2 Log Likelihood-2 Log Likelihood 1,542.891,542.89 1,8281,828 1.001.00
Model Chi-SquareModel Chi-Square 375.85375.85 55 <0.0005<0.0005
ImprovementImprovement 5.485.48 11 0.0190.019
Goodness of FitGoodness of Fit 1,898.221,898.22 1,8281,828 0.1240.124
ResidualResidual 14.8114.81 1313 0.3200.320

Retention ResearchRetention Research
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Retention ResearchRetention Research

Significant PredictorsSignificant Predictors

••Not on academic or progress probationNot on academic or progress probation
••Units attemptedUnits attempted
••Units completedUnits completed
••Known English/ESL placementKnown English/ESL placement
••Known Math placementKnown Math placement

New studentsNew students’’ persistence from Fall to Spring was persistence from Fall to Spring was
associated positively with the following predictors:associated positively with the following predictors:
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Retention ResearchRetention Research

Significant PredictorsSignificant Predictors

VariableVariable BB WaldWald SigSig RR

ProbationProbation -1.53-1.53 128.54128.54 <.0005<.0005 -0.26-0.26
Units AttemptedUnits Attempted 0.150.15 71.1371.13 <.0005<.0005 0.190.19
Units CompletedUnits Completed 0.010.01 9.229.22 0.0020.002 0.060.06
English UnknownEnglish Unknown-0.92-0.92 27.9327.93 <.0005<.0005 -0.12-0.12
Math UnknownMath Unknown -0.34-0.34 5.525.52 0.0190.019 -0.04-0.04
ConstantConstant 0.960.96 24.2124.21 <.0005<.0005
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Retention ResearchRetention Research

Matriculation OutcomesMatriculation Outcomes
AssessmentAssessment

NoNo English/ESLEnglish/ESL English/ESLEnglish/ESL
AssessmentAssessment or Mathor Math and Mathand Math

Cumulative GPACumulative GPA 2.072.07 2.002.00 2.042.04
Cumulative UnitsCumulative Units 10.010.0 23.523.5 37.137.1
Course SuccessCourse Success 51%51% 56%56% 59%59%
Terms EnrolledTerms Enrolled 2.32.3 3.53.5 4.94.9
Spring PersistenceSpring Persistence 44%44% 64%64% 78%78%
Fall PersistenceFall Persistence 18%18% 45%45% 64%64%
Complete Complete TransfTransf. . EnglEngl.. 7%7% 16%16% 40%40%
Complete Complete TransfTransf. Math. Math 4%4% 7%7% 26%26%
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Retention ResearchRetention Research

Matriculation OutcomesMatriculation Outcomes
OrientationOrientation

NoNo OrientationOrientation
OrientationOrientation SessionSession STDV 100STDV 100

Cumulative GPACumulative GPA 1.851.85 2.182.18 2.222.22
Cumulative UnitsCumulative Units 22.522.5 38.138.1 45.845.8
Course SuccessCourse Success 49%49% 63%63% 70%70%
Terms EnrolledTerms Enrolled 3.63.6 4.74.7 5.75.7
Spring PersistenceSpring Persistence 63%63% 77%77% 89%89%
Fall PersistenceFall Persistence 44%44% 61%61% 78%78%
Complete Complete TransfTransf. . EnglEngl.. 26%26% 43%43% 35%35%
Complete Complete TransfTransf. Math. Math 15%15% 28%28% 23%23%
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Retention ResearchRetention Research

Matriculation OutcomesMatriculation Outcomes
Student Educational PlanStudent Educational Plan

NoNo
SEPSEP SEPSEP

Cumulative GPACumulative GPA 1.871.87 2.412.41
Cumulative UnitsCumulative Units 24.424.4 52.252.2
Course SuccessCourse Success 52%52% 72%72%
Terms EnrolledTerms Enrolled 3.83.8 6.06.0
Spring PersistenceSpring Persistence 66%66% 90%90%
Fall PersistenceFall Persistence 47%47% 80%80%
Complete Complete TransfTransf. . EnglEngl.. 24%24% 54%54%
Complete Complete TransfTransf. Math. Math 14%14% 38%38%
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Office of Retention ServicesOffice of Retention Services

As the persistence profile points out:As the persistence profile points out:

••  Students who assess are more likely to Students who assess are more likely to
succeed and remain in schoolsucceed and remain in school

••  Students who do an orientation are more Students who do an orientation are more
likely to succeed and remain in schoollikely to succeed and remain in school

••  Students who do an educational plan with Students who do an educational plan with
their counselor are more likely to succeed andtheir counselor are more likely to succeed and
remain in schoolremain in school
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Office of Retention ServicesOffice of Retention Services

Initially, the efforts of the Retention OfficeInitially, the efforts of the Retention Office
were concentrated on:were concentrated on:

•• Welcome and information calls to newWelcome and information calls to new
studentsstudents

•• Reminder calls to students who didnReminder calls to students who didn’’t assesst assess
or orientor orient

•• Outreach calls to students who dropped allOutreach calls to students who dropped all
their unitstheir units

•• Outreach calls to students who did not returnOutreach calls to students who did not return
the following semesterthe following semester
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Office of Retention ServicesOffice of Retention Services

Glendale Community College has:Glendale Community College has:

•• More than 16,000 StudentsMore than 16,000 Students

•• 33 Counselors33 Counselors

•• 485 students per counselor485 students per counselor



Gl
en

da
le

 C
om

m
un

ity
 C

ol
le

ge

Office of Retention ServicesOffice of Retention Services

Tracking Retention EffortsTracking Retention Efforts

•• Non-Returning Students Contacted by theNon-Returning Students Contacted by the
Retention OfficeRetention Office

••Fall 2000 (contacted in Spring 2001):Fall 2000 (contacted in Spring 2001):
•• 6% enrolled in Summer 2001 6% enrolled in Summer 2001
•• 7% enrolled in Fall 2001 7% enrolled in Fall 2001

••Spring 2001 (contacted in Fall 2001):Spring 2001 (contacted in Fall 2001):
•• 18.8% enrolled in Spring 2002 18.8% enrolled in Spring 2002
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Office of Retention ServicesOffice of Retention Services

Tracking Retention EffortsTracking Retention Efforts

•• Students Who Dropped All Units, Contacted byStudents Who Dropped All Units, Contacted by
the Retention Officethe Retention Office

••Fall 2000Fall 2000
••  5% enrolled in 2nd 9-week courses  5% enrolled in 2nd 9-week courses
•• 40% enrolled in Spring 2001 40% enrolled in Spring 2001
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Office of Retention ServicesOffice of Retention Services

PEP (Process EngineeringPEP (Process Engineering
Program) Redesign:Program) Redesign:

•• The Welcome CenterThe Welcome Center

•• Mandatory TestingMandatory Testing

•• Caseload Counseling ModelCaseload Counseling Model
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Office of Retention ServicesOffice of Retention Services

The Welcome CenterThe Welcome Center

Freshmen need a prevention planFreshmen need a prevention plan……

Intrusive, proactive strategies must be used to reachIntrusive, proactive strategies must be used to reach
freshmen before the students have an opportunity tofreshmen before the students have an opportunity to
experience feelings of failure, disappointment, andexperience feelings of failure, disappointment, and
confusion.confusion.

Noel-Noel-LevitzLevitz
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Office of Retention ServicesOffice of Retention Services

Mandatory TestingMandatory Testing
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Office of Retention ServicesOffice of Retention Services

Caseload Counseling ModelCaseload Counseling Model
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Office of Retention ServicesOffice of Retention Services

Durham College StudyDurham College Study

••   ““When students are shown the relationshipWhen students are shown the relationship
between college success and a successful career,between college success and a successful career,
they become more committed to their studies, andthey become more committed to their studies, and
as a result they attain a higher level ofas a result they attain a higher level of
persistence.persistence.””

••  Outcomes at Durham show that there has been a Outcomes at Durham show that there has been a
54% decrease in student attrition in Applied Arts54% decrease in student attrition in Applied Arts
from 1986-88 since their program has been infrom 1986-88 since their program has been in
effect.effect.
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geThere is not a lot of magic to this.  If we do theThere is not a lot of magic to this.  If we do the
following...following...

Office of Retention ServicesOffice of Retention Services

•• Coordinate our retention effortsCoordinate our retention efforts
•• Show students that we value themShow students that we value them
•• Track our resultsTrack our results

...our students will succeed in reaching their...our students will succeed in reaching their
educational goals.educational goals.


