
Collecting Student Voices to 
Support Institutional Effectiveness



Presented By:

2

Alyssa Nguyen, Director of Research and Evaluation

The RP Group 

Dr. Daniel Galvan

Research Analyst, Golden West College, CA

Dr. Michele Hansen

Assistant Vice Chancellor, IUPUI



Webinar Outcomes

Yƴƻǿ ǿƘȅ ƛǘΩǎ ƛƳǇƻǊǘŀƴǘto systematically collect student 

voices to inform institutional effectiveness practices and 

policies

Understand steps and methodsfor collecting student voices 

● Have practical examplesfor what collecting student voices 

looks like in action
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Webinar Content

• Collecting Student Voices

• Institution Spotlights - Student Voices in Action

֙ Golden West College (2 Year)

֙ IUPUI (4 Year) 

• Q & A with Presenters

• Wrap Up
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Collecting Student Voices 

5



What Do We Mean by Collecting Student 
Voices? 

Amplifying student perspectives and experiences to help make 
ƻǳǊ ƛƴǎǘƛǘǳǘƛƻƴǎΩ ǇƻƭƛŎƛŜǎΣ ǇǊŀŎǘƛŎŜǎΣ ŀƴŘ ǇǊƻƎǊŀƳǎ ƳƻǊŜ ŜŦŦŜŎǘƛǾŜ

6



A Continuum of Student Engagement...
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Ongoing 

Engagement in 

Decision-Making

Systematic Listening 

Practices
One-Time Events



Why Collect Student Voices? 

• Deepen understanding of the student experience 

• /ǊŜŀǘŜ ŀ ŎƻƳǇƭŜǘŜ άǎǘƻǊȅέ 

• Foster urgency for change  

• Motivate stakeholder involvement

• Strengthen student outcomes 
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How Do You Collect Student Voices?
Five Step Process  

Five Step Process:
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How Do You Collect Student Voices?
Methods  

• Focus Groups 

• Interviews 

• Surveys 

• In-class Activities 

• College-wide Activities 
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Student Voices in Action: 
Institution Spotlights
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A Look Beyond Numbers: 
Leading Change Using Student Voices

DR. DANIEL GALVAN 
GOLDEN WEST COLLEGE
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Agenda

ωStudy Background

ωStudy Components

ωStudent Voices- Themes 

ωDissemination of Results

ωUsing findings to support student success at GWC
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Golden West College 
(2 year, Open Access Community College) 

Student population of about 17,500 students

Enrollment Status: 

32% Full-Time

67% Part-Time

Instructional Modality:

82% Traditional

16% Online

2% Hybrid

About 52% of students receive Financial Aid

Transfer Volume:
73% California State University (CSU)
10% University of California (UC)
5%   In State Private
11% Out of State 
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Study Background

ωDƻƭŘŜƴ ²Ŝǎǘ /ƻƭƭŜƎŜ ǿŀǎ ǎŜƭŜŎǘŜŘ ǘƻ ǇŀǊǘƛŎƛǇŀǘŜ ƛƴ ǘƘŜ wt DǊƻǳǇΩǎ нлмт Leading 
from the Middle (LFM) Academy.

ωThe GWC LFM team conducted a thorough mixed methods analysis focused on 
student support services with the following specific aims:
ω.ŜǘǘŜǊ ǳƴŘŜǊǎǘŀƴŘ ǎǘǳŘŜƴǘǎΩ ŜȄǇŜǊƛŜƴŎŜǎ ŀŎŎŜǎǎƛƴƎ ŀƴŘ ǳǘƛƭƛȊƛƴƎ ǎǳǇǇƻǊǘ ǎŜǊǾƛŎŜǎ ƻƴ ŎŀƳǇǳǎΤ

ωIdentify specific things that work well for students, as well as challenges they experience with 
student support services; and

ωDetermine if any student subgroups have different experiences in accessing and utilizing 
available support services.

ωUltimate goal was to assist student support services programs on campus with meeting 
the needs of GWC students with the opening of the new Student Services Center in 
March 2018.

15



-New Student 
Experience

-Interviews with 
Managers and Staff
- Six Student Focus 

Groups (N=40)

- Student Services 
Satisfaction Survey 

(N=109) 
- Campus Engagement 

Survey (N=211)

Qualitative Data
Collection and 

Analysis
(QUAL)

Quantitative Data
Collection and Analysis

(quan)

Exploratory Sequential Mixed Methods
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InterpretationBuilds to

Builds to Interpretation

Study Components



Summary

ωLived Student Experience

ωInterviews with staff and managers

ωFocus Groups

ωFollow-up surveys
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New Student Experience
• Online applications

• Open CCC

• GWC College Application

• On Campus Experience

• Starting Location

• Online Orientation (~50 
mins.)

• Answer Center

• On Campus Experience

• Financial Aid Office

• Counseling Office
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Interviews with Managers and Staff

ωPurpose was to gain program context

ωThese interviews helped with crafting the Focus Group 
protocol questions

ωParticipatory Action Research-
ωExec Team
ωVP Student Services
ωStudent Services Managers
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Focus Group- Logistics 

ωIRB Training

ωDevelop Protocol

ωDevelop Consent Form

ωRecruitment- Program 
Specific

ωFliers, Emails, GWC App 
and Personal Invitations

ωSpace & Scheduling

ωLayout of Room

ωFood (Incentive)

ωVideo & Audio

ωPre-Focus Group Survey

ωRaw Data

ωWrite Up  
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Post-Focus Group Survey Results

ωTwo surveys were sent to all GWC students enrolled in the Fall 2017 semester:
ωStudent Services Satisfaction Survey (109 responses)

ωCampus Engagement and Experience Survey (211 responses)

ωSurvey themes largely mirrored the findings from the student focus groups.

ω98% of students surveyed (n=206) said they feel welcomed on campus.
ω9ȄŀƳǇƭŜǎ ƻŦ D²/ ŦŜŀǘǳǊŜǎ ǘƘŀǘ ƳŀƪŜ ǎǘǳŘŜƴǘǎ ŦŜŜƭ ǿŜƭŎƻƳŜŘΥ άƘŜƭǇŦǳƭ ǎǘŀŦŦέΣ άŦǊƛŜƴŘƭȅ ǘŜŀŎƘŜǊǎκǎǘŀŦŦέΣ 
άǘƘŜ ŎŀƳǇǳǎ ƛǎ ƻǇŜƴ ŀƴŘ ƛƴǾƛǘƛƴƎέΣ D²/ άƛǎ ǎƳŀƭƭŜǊ ǘƘŀƴ h// ǎƻ ƛǘ ŦŜŜƭǎ ǘƛƎƘǘ ƪƴƛǘέΣ άƴƛŎŜ ŀƴŘ ƛƴŎƭǳǎƛǾŜ 
ŜƴǾƛǊƻƴƳŜƴǘέΦ
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Post-Focus Group Survey Results

When asked about the quality of support services provided at GWC, most students indicated services 
ǿŜǊŜ ά9ȄŎŜƭƭŜƴǘέ ƻǊ ά!ǾŜǊŀƎŜέ

Common concerns students had with student support services offices: 

ωƴƻǘ ŜƴƻǳƎƘ ǎǘŀŦŦ ǘƻ ƘŜƭǇ ǎǘǳŘŜƴǘǎ ŜŦŦƛŎƛŜƴǘƭȅ όάƭƻƴƎ ǿŀƛǘ ƭƛƴŜǎέύΤ 
ωpoor communication with students; 

ωǎǘǳŘŜƴǘǎ ǇŜǊŎŜƛǾŜ ǎǘŀŦŦ ŀǎ ƴƻǘ ōŜƛƴƎ ŎƻƴŎŜǊƴŜŘ ŀōƻǳǘ ǘƘŜƛǊ ƴŜŜŘǎ όάL ǿƛǎƘ ǘƘŜ ǇŜƻǇƭŜ ƛƴ ŦƛƴŀƴŎƛŀƭ ŀƛŘ ǿƻǳƭŘ 
ōŜ ƳƻǊŜ ǇŀǘƛŜƴǘ ŀƴŘ ƳƻǊŜ ǿƛƭƭƛƴƎ ǘƻ ǿƻǊƪ ǿƛǘƘ ǘƘŜ ǎǘǳŘŜƴǘǎέΣ ά{ƻƳŜ ŀǊŜŀǎ Řƻ ƴŜŜŘ ōŜǘǘŜǊ ŎǳǎǘƻƳŜǊ 
ǎŜǊǾƛŎŜέύΤ
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Mind Map
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Focus Group Themes

ωWelcoming 

ωNot Welcoming

ωNavigational Capital

ωSocial Capital

ωEngagement
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Dissemination of Results 

• Full Report- 20 pages

• Executive Summary

ωSummary PPT Presentation (audience dependent)
ωExecutive Team

ωStudent Services Managers
ωRaw Quotes Overall and by department

ωStudent Services Specific Departments

ωCampus Conversation
ωOpen to all campus to learn about findings
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Ways that project supported 
student success at GWC

The LFM team made recommendations to campus leadership and student support services offices to 
collectively work and address the concerns students raised. 

ωEstablished campus-wide customer service standards and implement ongoing staff trainings;

ωLƴŎǊŜŀǎŜŘ ŀǿŀǊŜƴŜǎǎ ƻŦ ά²ŜƭŎƻƳŜ 5ŀȅέ ƻƴ-campus orientation for new students, and added additional 
orientation activities during the summer;

ωImproved campus signage with new interactive touch maps and outreach efforts to make students aware 
of available services;

ωImproved lighting on campus for evening students; and

ωRevised business hours in the new Student Services Center to make them consistent Monday to Thursday.
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Key Takeaways

ωLogistics
ωLocation, recruitment, accomodations, food, supplies, etc.

ωGate keepers
ωCertain processes and services prevented students from knowing what resources and services were 

available to them.

ω{ǘǳŘŜƴǘǎΩ ±ƻƛŎŜǎ ƛǎ ǾŀƭƛŘ Řŀǘŀ
ω{ǘǳŘŜƴǘΩǎ ŦǊŜŜ ǊŜǎǇƻƴǎŜǎ ƛƴ ōŜƎƛƴƴƛƴƎ ƻŦ ǎŜƳŜǎǘŜǊ ǎǳǊǾŜȅǎ ǳǎŜŘ ǘƻ ƳŀƪŜ ŎƘŀƴƎŜǎ ƛƴ ǘƘŜ ŎƭŀǎǎǊƻƻƳΦ
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Indiana University- Purdue University 
Indianapolis

Dr. Michele Hansen

Assistant Vice Chancellor



IUPUI (4 year, Large Urban Public Research) 
Student population of about 30,000 students

First-Time cohort just over 3,600 and New External Transfers just over 

1,200 each year

Over 250 degree programs from both Indiana & Purdue Universities, 

guided by the Principles of Learning for Undergraduate Success (PLUS)

About 50% of first-year students commute to campus and about 42% are 

Federal Pell Recipients

Large comprehensive Institutional Research and Decision Support office 

(survey research, institutional effectiveness, assessment, program 

evaluation, strategic enrollment management, student success data 

focus) 
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IUPUI approaches to systematically collect student voices to 
inform institutional effectiveness practices and policies
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JagsSpeak

• What: Implemented a student survey process to ensure equitable student 

voice in key institutional decisions.

• Why: Desired more student input/better response rates.  

• How: Designed short, action-oriented, topical surveys on relevant student 

issues.

• How help: Obtained student input on survey topics and successfully 

implemented iterative, ongoing approach to capture and act on student 

voices.
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Question and Answer
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Thank you!

You should receive an email containing a link to evaluate this 

webinar shortly. Please share your feedback!
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