
KCC ASAP
Retention Initiatives 

 Why did you want to collect this data? 
 We wanted to promote equitable outcomes (credits earned, GPA, and 

retention) for all of our students especially new students, students with a GPA 
below 2.3, and minority males. 

 Data Collected 
 Percentage and number of students who attended one-on-one advisor coaching 

sessions and enrolled/did not enroll the following semester  
 Percentage and number of students who did not attended one-on-one advisor 

coaching sessions and enrolled the following semester 
 GPAs for students who attended and did not attend coaching session(s)
 Credits attempted and earned for students who attended/did not attend 

coaching session 



KCC ASAP 
Retention Initiative

• Key Takeaways:
 Students who attended one-on-one coaching sessions 

consistently, earned more credits, had higher GPAs, and 
enrolled for the following semester at higher rates
 Students who did not consistently engage in one-on-one 

coaching sessions had more WN and WU grades 
 Student feedback and data collected – prompted the creation 

of workshops (The Barbershop Series, the DREAM academic 
success workshops, and a summer engagement series) and 
seminars (major specific seminar series) tailored to students 
needs.
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Tracking Items by Semester



 Spring 2020 – 67 
 Fall 2020 – 71
 Spring 2021 – 155
 Fall 2021 – 198
 Spring 2022 – 190
 Fall 2022 – 215
 Spring 2023 - 88

Count of Faculty 
Members by Semester



Office of Institutional 
Effectiveness



The problem

• We get a lot of data requests
• Different requests can be answered by different people in the Office  
• We need to ensure that they are answered in a timely and accurate 

fashion, and that none fall through the cracks

Questions: 
• How many data requests do we get, and how long does it take to respond 

to them?
• Are there specific questions we get on a regular basis that we can plan for? 

What are some questions that we can predict and create more automated 
processes to address? 



The Data Request Log

From February 2022-February 2023: 
Fielded 135 requests from 48 departments/units
An average of 11 per month
Average length of time to fill data request: 7 days



What We Have Done with the Data and Next 
Steps
• Created Dashboards to field some common data requests
• Used previous years’ data to create a calendar to help plan future 

semesters’ workload
• Will use data to inform future development of Tableau dashboards
• Can use information from Responder column to keep track of who is 

trained and able to respond to what types of data requests



Student 
Wellness 
Services

Dr. Althea Maduramente



ANSWERING FOUR QUESTIONS



WHAT CAN WE LEARN?
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Communications and Marketing 
Metrics



AdRoll Ads



AdRoll
Metrics 2021
vs 2022

2021 2022 %Change

New Visitors 649,753 869,036 34%

Returning Visitors 285,699 287,329 .1%

Ad Spend $39,529 $79,617 101%

Impressions 8,101,228 12,102,032 50%

Clicks 22,269 33,775 52%



Spring 2023 AdRoll



Ad Size 600 x 315 600 x 500

Impressions 896,441 303,509

Click Through Rate (CTR) .30% .40%

AdRoll Metrics
Spring 2023 Campaign Best Ads



Kingsborough Community 
College

Service Review
Office of Information Technology

Service Request Review – 2022 Closed Service Calls



Purpose of Survey and Analysis

1. Ascertain experience with support provided to staff and faculty.
2. Ascertain gaps in how we provide support to staff and faculty. If 

coverage period is adequate, modes of support are adequate, staffing 
levels are adequate.

3. Data positively effects business impact analysis, use real data to negate 
perceptions, and false innuendos about level and quality of support 
provided, by highlighting the actual experience staff and faculty have 
with support.

4. Customers expect pervasive and seamless experiences.
5. Gathering customer data can be a differentiator.
6. Creatively engaging with customers is a must.



January 1, 2022 – December 31, 2022

Account Creation/Deletion - 135 Admin-CUNYfirst - 85 Asset Accountability - 2 Backup - 28 BizHub - 6
Blackboard - 17 Browser error - 57 Canon - SC - 13 Citrix - 54 Cleared4 - 14
COA - 1 Copier - 3 CUNYfirst Roles - 5 CUNY CRM - 549 Data (files/folders) - 26
Diagnostics - 334 Display (Monitor) - 103 DropBox - 11 Dynamic Forms - 25 eGrades - 2
Email - 5 Faculty Blackboard Access - 2 Faculty/Staff - 163 Faculty/Staff - Portal I.D. Request - 1 Faculty/Staff - Portal Password - 8
Hardware - 246 Hardware Installation - 29 Hardware Uninstall - 2 Inside KCC - 24 KCC Directory - 6
Lab - 102 Lab Printer - 27 Laptop (Fac/Staff) - 65 Laptop Security Update - 13 Machine Installation - 3
Maintenance - 3 Network Connectivity - 139 Network Printer - 205 Network Shares - 88 Next English - 3
O.S. Upgrade - 3 OKTA - 4 Operating System - 2 Outlook - E-Mail - 328 Password related - 950
Podium - 239 Printer - 254 Printer Repair - 2 Printer Toner - 17 Profile - 4
Projector - 44 Projector - Ceiling - 2 Qualtrics - 13 Quarantined - 1 React - 5
Reconfigure - 16 Reconfigure/Relocate - 14 Relocate - 85 Remote Access - 79 Request Reassignment - 265
Retiree - 10 Salvage - 3 Set up machines - 21 Software - 739 Software Installation - 62
Software Uninstallation - 1 Software Update - 85 Sound - 24 Spyware/Pop-up's - 9 Starfish - 20
Student - 88 Student - Email I.D. - 1 Student Laptop - 5 Tech Equipment Retrieval - 1 TelComm - 94
Toshiba - SC - 83 Training - 1 Tutorial - 43 Unlock/Relock - 6 Unsupported - 1
Virus Alert - 6 VPN - 71 Web - KCC intranet - 1 Web Page Help Desk Request - 4 Webcam - 120
WiFi - 77 Zoom - 231 Student Email - 2160 CUNYFirst Students - 2160 Student Accounts - 2162
Blackboard - 1582

Total Calls Closed – 14,804



Faculty & Staff Survey Response Selections



Student Survey Response Selections



A Few Words From Our Customers



A Few Words From Our Students



Takeaway’s from Survey and Data Collection

1. We have a better understanding of users pain points and bottlenecks
2. We have a benchmark for goal setting and growth
3. We can monitor how satisfied customers are with individual support 

agents
4. We have a better alignment of support hours and modes of supports 

with actual needs
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