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MR.     :  I’m going to turn things over now to Charlotte Harris.  Charlotte, take it away.

CHARLOTTE HARRIS:  Thank you, Gary.  Good afternoon, everyone.  I’m Charlotte Harris from the Department of Labor.  I’m a workforce analyst here and one of your moderators for today’s webinar.  Today’s webinar on Success Coaches, or implementing Success Coaches or TAA Navigators. into your TAACCCT project is our focus today.  You have two of your peer presenters.  They’re – Annette Summers, the president of Giuffrida Associates, who is our technical assistance adviser, will be introducing and facilitating most of the call.  
I just want to open it up to say welcome to today’s webinar and I hope that it is enjoyable and that you walk away with something that you can use.  Annette?

ANNETTE SUMMERS:  Great.  Thank you so much, Charlotte, and welcome, everybody.  
What I’d like to first do is walk you through what you can expect to get out of today’s webinar.  We hope that you will get a firsthand account of the way that peers have overcome challenges and turned them into success stories.  Second is we’d like for you to identify ways that you can apply successful innovations to your own practice.  Third, we’d like for you to be able to recognize key ways for implementing Success Coaches/Navigators as part of your grant management process.  And fourth, understanding the value of effectively working with Success Coaches and Navigators.  So those are the main objectives for today’s webinar.  
What I’d like to do is share the agenda, let you know how the flow is going to happen today.  We have two presenters here today and I’m going to introduce them to you right before their presentation.  Very thankful to have Dale Allen and Suzanne Harbin here with us.  
After they give their presentation, we will open it up for questions and answers.  I highly recommend that throughout the presentation you capture your questions and ideas in the welcome chat period that Gary was referring to earlier.  We will be capturing those questions and organizing them so that during this question-and-answer period we can be prepared to really look at them and see which ones we’re going to be able to answer during this time period of the webinar.  

However, if for some reason we are not able to answer your question effectively today, not to worry.  We will have a follow-up conference call on today’s webinar on June the 4th at 3 p.m. Eastern time.  We have found that these conference calls that do a follow-up from the webinar are really productive – a very effective way to take today’s webinar and then delve in a lot deeper, talk with peers about what’s happening in your session and what’s happening in your part of the country.  What’s going really well?  What are some areas that you’d like to talk through, get some advice on?  So we really hope that you’ll be able to join us on June 4th – that you’ll take today as a high level of hearing some experts and hearing some really great advice and then join us for June 4th to talk about what’s happening in your region.  So please, mark that down on your calendar.  

What I’d love to do now is introduce you to Dale Allen.
So Dr. Dale Allen has served at Quinsigamond Community College as vice president for community engagement since 2008, leading the college’s focus on collaborative and entrepreneurial efforts that enhance the mission of Quinsigamond.  Apparently I’m going to pronounce that different ways today during the webinar, and thank you, Dale, for being very patient with me on that.

Since February of 2013, Dr. Allen serves as a special assistant to the Massachusetts commissioner of higher education, on loan from QCC, focusing efforts on leading the strategy and development for policy work related to workforce development and pathways at two and four-year institutions.  In this role, he facilitates the Massachusetts engagement of eight colleges with the guided pathways to success in STEM careers effort with Complete College America.  
So, Dale, thank you for being here with us today and providing some expertise and knowledge to the listeners on today’s webinar. 

MR.     :  And Dale, you just might want to unmute your phone – or your phone’s mute button.
DALE ALLEN:  Yep, I’m good.  Thank you.  
Good afternoon, everyone, and I hope to be able to share a little bit about what we’ve done in Massachusetts as it relates to the Success Coaches and the TAA Navigator concept.  

I want to start by giving you the context of what we’ve developed in Massachusetts, and also hit on some of the successes and challenges and some advice I would have as people think about Success Coaches and Navigators to be implemented.  

So first and foremost, to understand what we’ve done in Massachusetts, we have, over the last – we’re in our year three, being a Round One TAACCCT recipient, and we’re a consortium that really has focused our efforts to build shared systems between community colleges, adult basic education and workforce development system partners and our industry leaders to simply transform the delivery of industry-aligned education and training programs in our state.

And I want to start by giving you a perspective of – we’re a decentralized state in that in Massachusetts our community colleges all have local boards of trustees appointed by our governor.  Our Department of Higher Ed and Board of Higher Ed are there for policy delineation, but not for a true centralized system.  And that our effort starts with the notion that all of our partners have committed to this by choice and that they are interested in changing the way we deliver workforce development training.  


When we began this process over three years ago, we weren’t focused on receiving TAACCCT funding, we were focused on coming up with a model that had the strategic alignment between our agencies and our activities.  We were looking at a situation where we had too many students who had barriers to their success being put in front of them from our different state agencies or public agencies that were focused on underemployed and unemployed individuals.

And our efforts began with meeting on weekly basis and talking in a very open and honest fashion about where the community colleges and the one-stop career centers, the workforce investment boards, and then the state agencies that oversee them – really where we – where we had inefficiencies, where we did not work as well together locally as we wanted to – and, in some cases, where we worked great together.  
And what we came up with was the Massachusetts Community College and Workforce Development Transformation Agenda.  We do not get celebrated for our name or our acronym, but we call it the Transformation Agenda for simplicity.  But what we ended up with was all 15 of our community colleges, all 16 of our Workforce Investment boards, all 35 of our one-stop career centers, the state secretaries that oversee those respective areas, the Department of Higher Ed, adult basic education and numerous industry representatives all joined together for a three-year commitment to transform – our – transforming the design and delivery of education and training.  And our focus, again, was on removing those barriers and talking about redesigning our programming to be delivered in accelerated, stackable fashion from non-credit or from (AVE ?) through non-credit, through one-year and up to two-year associate’s degree, and have them be delivered in stackable, accelerated fashion for getting more people into employment.  

And our other goal focused on:  How do we have systemic change to increase student attainment and jobs?  So working on a concept of coordinating our efforts to have career planning and placement working together between one-stop career centers and community college in the long run.  
Our key strategies have focused on accelerating those career pathways, so we’ve done a lot with labor-market information throughout our state and throughout each of our 15 community college regions to identify – and I’ll talk about this more in a minute – what are the labor market needs?  What are our pathways?  What are the industry needs that are in there?  How do we use that information locally and statewide to meet the high-demand careers that are out there and provide livable wages and sustaining livable wages for individuals and their families?  
And the focus of what I’ll talk about the majority of the remainder is about the student-support efforts that we’ve done for the Coaches and Navigators both at one-stop career centers and the components of the breaking-through model that we’ve implemented at all 15 of our community colleges with Achievement Coaches and intrusive advising.

Some of the successes and challenges – and I’ll start, again, a little bit with just some of the history and decentralized piece and then get to what’s on the screen a little bit more.  We start with a notion of decentralized systems that have a history in many ways – some good and some not so good in the local regions – again, 15 community colleges and 16 workforce investment boards – where those entrenched bureaucracies and procedures sometimes don’t allow them to work well together, even though we’re all receiving public money to support individuals in the – are the same individuals in many times – in many cases.  We also have differing workforce cultures – workplace cultures that need to be addressed and understood.  


And when we started this conversation 3 ½ years ago, meeting weekly, and had teams talking about things, we had a team that talked about the barriers we were putting in place for underemployed people from the time they walked in a one-stop career center and came over to a community college if they got there.  
And what we heard from almost all of them, as they were in teams or in individual conversations, is they had a perception of what the others were not doing well.  And so they were immediately talking about the other participants or the other agency and how they could do their job better if they just were given that responsibility.  And where we really shifted our focus in a collective way was about what are the – what’s the systemic pieces of this that we could put together to make a difference in students’ lives or in recipients’ lives?  And really where we started talking about it was a college and career navigator who could be located at the one-stop career centers, but that it was really a community college employee.  
This employee is housed right at the one-stop career center and has made a significant difference, not only in the recipients of services – and they’re the second line – I should clarify – they’re the second line of services provided at the one-stop career center.  So an individual would walk in, receive services from the one-stop career center staff like they normally do.  They have an opportunity to use their (ITA ?) to go find training and choose in the marketplace.  And by locating our college and career navigator, which is jointly managed between the one-stop and the college, we’ve been able to remove the burden of a student having to go the college and find the place to go.  

This college and career navigator helps with all aspects of enrollment and recruitment, financial aid information, then also connecting them with the breaking-through components on campus, the achievement coaches, and the intrusive advising and, again, the admissions and enrollment pieces for these stackable programmings that have been developed.  What we’ve seen from this is that we’ve had expanded regional partnerships involving new employers, because they’re seeing results and they’re coming to the table.  

We’ve redesigned or developed 152 accelerated programs in our state, across the 15 community colleges, which are jointly developed with the Workforce Investment Board and the one-stop career centers.  There is greater community college and workforce development integration, and I think the navigators are key to that and I’ll talk about that more in a moment.  And the achievement coaches have led to a significantly high completion and retention rate on campuses.  

And anytime we have the ability to have the navigators at the one-stops and the coaches that are on the campuses, the more interaction they have with students and build relationships, the more success we have had.  

The challenges we were attempting to overcome, and have been somewhat successful to some degree, are the limited resources for individualized support, the different data systems – not only on our campuses; we have four different student management – record systems or management systems.  We have Banner, we have Jenzabar and two others across our 15 campuses.  And then you have – the workforce development system has their own systems as well.  And so we’ve tried to develop solutions to that.  And so we can share data where appropriate.  

Again, the priorities and cultures between the systems in building the off-semester scheduling and other models, given (incompatibility ?) with federal financial aid regulations with our accelerated programming, use of workforce development funding and meeting their clock hours and/or intensive schedule hours has been a challenge, but one that we’ve started to overcome.  And I’ll mention a little bit about our coordination of technology, in that we purchased – for all of our WIBs, one-stops and community colleges in all of our state agencies, we all use the same real-time labor market information through Help Wanted Online.  And that was a significant system-wide activity – and that’s being able to leverage shared resources, so it’s not only from the transformation agenda or TAACCCT funding but also state agency and local agency funding supports that.  This has truly helped us to have everyone using the same data and the same analytics and better understand what is occurring in our state in terms of that.  

We’ve also worked tremendously hard to have regular communication and joint planning among our state level and local system leadership.  All of our one-stops, WIBs and community colleges have a local memorandum of understanding that was put in writing three years ago as we started this effort that they would develop programming, share coaches, share navigators and leverage resources wherever possible to remove the barriers that we had previously identified for underemployed and unemployed individuals accessing us.  

And I’ll tell you – I forgot to mention earlier, and I want to make sure I mention it – one of the pieces of data that we focused on from the beginning was that in Massachusetts, our ITA usage by individuals who were choosing to enroll at the community colleges for workforce training was only 11 percent in 2010 across the state of Massachusetts.  And for someone who works at a community college and believes that we are the best quality and highest value you can receive in terms of workforce development training up through an associate’s degree and on to a four-year, that was startling to me and many of my peers.  We had about 150 folks involved in the planning of this effort across multiple agencies, and we were startled to see that number.  It varied by some regions, but our goal has been focused on how do we increase that to 33 percent in the marketplace  

And so that students are choosing community colleges was our goal, but it had to be done in a manner that was – the market was choosing us, so they see value in it.  And so we really have focused on that.  And by working regularly at the local level between those three different agencies – workforce one-stop, WIBs and community colleges – that has been a recurring data point that they want to look at.  I can tell you now that we’re starting to receive results where that is trending upwards into the high teens and we expect it to go up even higher next year, as programs have been rolling out over the past year.  

The other thing I would tell you, from a piece of advice standpoint, is that engaging faculty, staff – not only at the college but also at the one-stop career centers and workforce investment boards – early and often is critical in building and maintaining relationships.  Also the building of technologies to increase communication and share the data across the systems.  One of the things that we put in place between our Department of Higher Ed and Labor and Workforce Development agencies and then we use locally is wage record matching, and being able to use that by campus.  So we can see – the 152 programs we’ve rolled out – what people are making on an aggregate basis when they get out and get jobs and use that to apply to specific programming going forward.  

The other is the leveraging resources – the shared efforts, the sharing of analytics and tools like Help Wanted OnLine.  We also have just purchased the suite of ACT products for career readiness for all of us to be using going forward.  And this will make a big difference in terms of providing remedial and developmental and career-based planning and placement and contextualization for students across our whole state.  And, again, leveraged with state dollars.

The other things I would say from a piece of advice – and for clarity I want to make sure I mention the distinction between an academic coach or an achievement coach on our campus versus a college and career navigator.  

So our college and career navigators are housed at the one-stop career center and are focused on enrollment assistance and then, on the back end, placement assistance for students or recipients from the one-stop over to the college, and then, as they leave, a coordinated effort between our community colleges and our one-stop career centers.  

And our achievement coaches are entrenched within the college environment, as part of the breaking-through model, to have someone that’s available to assist students in removing barriers within the college and getting them tutoring, getting them supplemental assistance wherever possible.  

The other components of advice I would say, as I near closing, is that structural changes need to be the priority with what people are focused on, but within there, relationships matter and you need to talk through what structural changes and work – in our case we work in a team environment across our state, but also locally, to provide suggestions on how structural changes need to occur, where they should be integrated within our state agencies, where we can leverage resources with our state budget, our Transformation Agenda and the local needs, so we’re not wasting resources, but we’re becoming more efficient.

And I wanted to share a few results.  We have four priority areas.  I mentioned strategies early on, but we have four priority areas and I just want to highlight a couple of results we’ve seen at the end of year two, in that over one-third of our – in terms of accelerating progress to completion, over one-third of our new programs are offered in condensed formats, so that maybe a two-year associates degree has been reduced to one year.  We no longer do 15-week terms across many of our campuses; they offer the opportunity of an eight-week term or less.  

And in our area of improving retention and attainment:  Over 65 percent of our 3,800 students that have enrolled in programming through year two have received these innovative supports of achievement coaches and college and career navigators assisting them, and have indicated that this has made a significant difference in their persistence at the institutions.  

And our priority of increasing access to high-demand careers:  70 percent of our completers have attained a job within one quarter upon departure or upon completion.  And this has been dramatically higher than what we had been seeing previously, and these types of results, we believe, will start to shift the market choice – that people will see this, understand it, and see people getting high-wage jobs, and enroll in programming.

And the last piece in terms of leveraging technology:  In addition to the Help Wanted OnLine and ACT systems approach that we have available now across all of our state (different ?) agencies, is we actually have worked with – on the adult basic ed and developmental ed side – and have an online repository that has 63 contextualized modules for developmental education which were created with faculty and industry input across our state and are available through (OER ?) currently, at our website, and anyone can use them.  But they’re used at almost all of our campuses and our (AVE ?) programs across the state, in addition to our almost 6,000 students enrolled.  That’s tens of thousands that are using that every day – or every year, excuse me.  

And in conclusion I would – I generally like to always mention a couple things that we really kind of have been focused on.  And, for us, the Transformation Agenda is more than a three-year initiative.  Ultimately, it’s about transformation.  It’s about achieving long-term and systemic change that enables more people to attain a college education and sustainable jobs.  

Our consortium, like many of yours who are participating in this webinar today, is part of a national movement that recognizes the role we play as community colleges and workforce development partners to support the economic vitality of our communities and economic mobility of our residents is critical.  Our collaborative effort is dramatically affecting individuals and strengthening our economy, and will continue to do so for many years to come, with no additional resources needed to sustain it.  Thank you.  (Pause.)

The poll?

MS. SUMMERS:  Yeah – thank you so much.  Yeah, the polling question?

MR. ALLEN (?):  Yep.

MR.     :  Not a problem.  So we are actually bringing up a polling question.  You’re going to see it appear on your screen in just a moment.  To participate in the poll, all you need to do is mouse over and left-click the (radio ?) option that best suits your answer.  So the different options – the question reads:  Our TAACCCT – T-A-A-C-C-C-T project has integrated TAA navigators and/or success coaches as a vital part of our program strategies.  And the options you have to choose from are yes; no; what is TAA navigator; and NA, or not applicable.  

So you’re going to see the poll window appear on your screen, and just mouse over and left-click the (radio ?) option that best – that best fits – suits your answer.  Again, the options are:  Yes, no, what is a TAA navigator, or NA. 

And we’re watching those numbers tabulate.  So I’ll turn it back over to Annette and Dale.

MS. SUMMERS:  Great.  Give you just a couple more minutes here to get everything organized.  

Dale, thank you for an excellent presentation and your insight.  I see some questions have already started to line up for you.

MR. ALLEN:  Yes.  (Inaudible) – I can try to answer a couple of those quickly, as people are answering?

MS. SUMMERS:  Well, how about if we wait until the very end?  And that’ll give people some time to continue to think through it and then we’ll handle it all down at the end.

MR. ALLEN:  You got it.

 MS. SUMMERS:  Yeah.  OK.  So it looks like, with a really resounding – 82 percent at this point said yes, our TAACCCT project has integrated TAA navigators and their success coaches as a vital part of our program strategy.  So thank you for participating in our poll.  We appreciate it.  And thanks again to Dale.  And keep those questions coming as we now move to our next presenter, Suzanne, for being here with us, and let me introduce Suzanne to everybody.  

So Suzanne Harbin currently serves as the director of advancement in the DOL TAACCCT projects PAVES.  Suzanne has over 20 years of experience in grant writing, implementation, and administration.  The PAVES project has been extremely successful in meeting and exceeding the project outcomes for the TAACCCT grant, with innovative strategies including the student success coaching, prior learning assessments, and a development and integration of 3-D, 4-D learning objects into the targeted curriculums.  

The PAVES project is serving over 2,000 participants in the areas of health care, advanced manufacturing and transportation.  

Suzanne, thank you for being here with us today.  We look forward to hearing what you have to say.

SUZANNE HARBIN:  OK.  Thank you so much.  And Dale, a great job on your presentation.  I learned a lot myself while I was listening.  So I appreciate the opportunity to present on our success with our coaching program.  

To begin with, just a little bit about our project.  The – PAVES actually stands for a very long name:  Alabama Partnership for Accelerated Learning Through Visualization, Engagement and Simulation – trying to incorporate all those tag words that we get in the SGA for the TAACCCT program.  

And we are actually a consortium of three community colleges.  It’s Wallace State Community College – Hanceville; Central Alabama Community College; and Wallace Community College – Selma.  If you know anything about Alabama, you know that George Wallace established several community colleges, and so that’s why there – there are several different Wallace States of different variety of names.  So there are three of us.  We’re not the same institution – Wallace State and Wallace Community College – just for clarification.

And we did have four key strategies that we are using.  We’re a round-one grantee, like Dale is also.  The first one is the accelerated progress and completion for low-skilled workers and improved retention and achievement rates, reduced time to completion, build programs and career pathways, strengthen online and technology-enabled learning.  

And the basis, really, of our project was around – the three of our institutions all established advanced visualization centers, and through some state funding we started out developing 3-D and 4-D learning objects that were integrated into curriculum.  And really the impetus for this whole project was to utilize those 3-D, 4-D learning objects to see if it did indeed make a difference in the learning of our participants.

Well, what happened was in the development of the project we began bringing in other strategies, and one of those was presented to us:  success coaching.  And we do have a partnership with InsideTrack, which is a vendor for us.  We did issue a competitive RSP for that.  They have been our partner in this from the very beginning, really, almost from the get-go when we received funding.  And so that’s been a key partnership for us, and we have pretty much adopted the model that they used in this.  And so I’m going to talk a lot about what our success coaches are, what they are not, and what they do, their responsibilities.  I see – I saw some questions come about the ratio, and I’ll talk a little bit about that as well.

So first of all, what is success coaching?  We are different in – from what he was presenting about the TAA Navigators.  Our success coaches are actually based on the community college campus.  We are unique on our campus that our career – our career center or OneStop center is actually co-located on our campus, as is the case at Wallace Community College, Selma.  It’s not co-located at Central Alabama but is very nearby.  And we all three have a very close working relationship with the Career Centers.  However, we don’t have folks actually located there – co-located with them.

What we’ve done is we’ve done it a little bit different.  We have one success coach who is actually a part of our PAVES project, and we have another one who is shared between our adult ed Career Center and us, and they are – that person is actually solely focused on PAVES participants and recruiting them into the program and then helping them through coaching with retention and all the way to graduation.

Success coaching is a little bit different than advising.  That was one of the difficulties that we overcame when we first began this program, in rolling it out.  Everybody said, oh, we already have advising; why do you need a coach?  And so success coaching is really about – it’s essentially a life coach.  And I – you know, I’m from Alabama and I’m an Auburn fan, War Eagle, but I have to say even Nick Saban from Alabama has a – has a coach.  I mean, he has his own coach that he uses, and they discuss strategies both personal and professionally.

And so that’s the way we sell it to our students:  So even though you may think you are an A student, you don’t need any help, what happens if you fall below an A?  Your success coach is there to help you, to guide you along the way.  And our success coaches reach out to our students.  And they can do it – usually the first semester they reach out to them once a week.  And it can be every other week.  It can be done via phone.  A lot of what we did with InsideTrack the first semester and second semester is done remotely.  So we contracted with InsideTrack, who provides coaching, and they do it via phone, email or sometimes it’s Facebook or text messaging, whatever the student prefers.  

But generally the meetings last anywhere from 10 to 15 minutes.  And you can see on this slide I’m showing you kind of the things that they talked to the student about.  It’s really about getting the student acclimated to the college atmosphere, especially for our older students and our under-employed students or unemployed who are coming back to college or coming for the first time.  It’s very overwhelming for them, and so as a result what they do is they talk through the issues that they are having along the way.  They talk to them about what resources are available.

So if any of you are from the TRIO (sp) world, I came from that TRIO (sp) world, and what we do is we actually did a lot for the student.  We would say, oh, you need tutoring.  We’re going to connect you with a tutor.  We’re going to walk you over to the tutor.  That’s not what we do with success coaching.  What we do is we talk with the student about, so you need academic assistance?  Here are the resources.  Now, if you’re going to – going to need the resources of a tutor, what things are you going to take with you?  What questions are you going to ask?  And they help them formulate those.

So the real goal of success coaching is to give them that support they need for their first year, get them off and on the right foot to start with, and let them really become empowered to be successful on their own and use their own resources to be able to really make decisions for themselves and really be proactive in their own education.  And that often folds over into their personal lives as well.  But these are just – you can see this is one of the promos that we – our marketing phases that we use when we go out to see students.  

These are our eight focus areas.  The success coaches we assess in these eight areas, and we might talk to – through two or three of those per meeting.  Sometimes the student will just want to talk.  Maybe they’ll just want to talk about the fact that they are managing a commitment and how many commitments they have.  It doesn’t always take a meeting for a success coach to be successful.  

One of the things I like to share when I’m doing a presentation about this is that because the coaches do outreach every week, they don’t actually – sometimes students don’t pick up the phone, and we know that’s just the nature of a community college student, and probably university students as well.  But the coach is very purposeful when they call.  They call; they say, hey, this is your coach.  We’re reaching out to you today – didn’t get you.  If you’d like to talk, you may call us back or email us.  And so they might leave a very pointed message for the student.

My favorite story is that I had – we had a student who actually had never picked up the phone, and at the end of the semester they called the coach and they said, I just want you to know I know I didn’t ever pick up the phone, but every time you called me I used that as a cue to go study.  And so even though I didn’t talk to you, you were my cue – you were my voice that said, you need to get up and go study.  And so it doesn’t take a meeting for a success coach to be successful.  

Then our benchmark is three-plus meetings.  That’s where we see that if a student has three-plus meetings with a coach, that their student success and retention is increased.  The conversation is the most valuable asset of coaching, and this is what our students tell us, that it’s followed by motivation, managing their commitments, and career guidance.  And every time a student drops, we find out – the coach will find out why they dropped.  Did they drop because they couldn’t manage their commitments?  Was it financing?  Was it help/support?  Was it because they didn’t feel comfortable within their community – school community?  And those are things that we use and take back to the college and our team of folks here to really make a difference in how we deliver services to students.  

So these are our best practices and lessons learned.  Marketing and launch strategies for your first meetings, that’s very key.  I can’t say that enough.  You know, we’ve been through five semesters now launching, coaching with new – with new cohorts of students, and that is the key is when you market to them.  And really, face-to-face marketing is the best.  

One of the things that we learned through this process is that when InsideTrack came to us they said, well, we’d like to get your list of participants, you know, two weeks out.  And we were just, like, stunned.  We were, like, really?  Two weeks out?  Because we all know in community college world that a lot of – many of our students will get up the last day of registration and come and register for courses.  And so it was a very difficult transition for us to know who our participants were and were – who was going to enroll in our programs two weeks, three weeks and four weeks out.  So that is something that we had to really adapt to.

Faculty support and buy-in is essential for success.  We had a – we’ve had great – great response from our faculty and they have really bought in.  And if they know that we have a student who is not picking up the phone, who is not – who is not receiving coaching and they know that they need coaching, they will actually go and kind of nudge the student and say, hey, you’re struggling.  Have you talked to your coach about the resources that might be available to you – things of that nature.  And so faculty support and buy-in is very key.

Our PAVES coaching program has produced really – some really dynamic numbers for us.  We use historical data, so students who were enrolled in our programs from, say, 2009 to – I’m sorry, 2008 to 2010 in the same targeted programs we’re coaching in now, from the first fall to fall we had a 17.3 percent year-over-year retention gain at our college, 8.7 percent at Wallace Selma, and we had a 12.8 percent at CACC.  So that was our first year.  And we’ve seen similar retention rates from the spring to spring group that we picked up the second semester.  

The strong partnership and ongoing communication between PAVES and InsideTrack produced really positive improvements in our service delivery plan, how we supported our students.  What we see now is that our students that are completing – and most of our students have completed just this past May because many of our programs are two-year programs, a lot of health-care programs – that what we see is that our retention rate and graduation rate has really increased.  And we don’t have those final numbers yet but I expect that there will be at least a 10 (percent) to 12 percent gain just in graduation numbers.

InsideTrack continues to partner with us on the campus at the – with the PAVES teams.  All of us are integrating the coaching into sustainable programs here on our campus, and they are actually providing our ongoing training so that our coaches are prepared.  And they are prepared.  They do receive certification – level 1, level 2 certification on working with students.  And they record their calls.  Their coach – they – they coaches themselves are coached by a lead coach who helps them to ensure that they’re delivering the services in the appropriate manner.

One of the things I wanted to mention too is that – somebody asked about the ratio.  With success coaches usually it’s 125 students per coach.  We have been as high as 150 to 160, especially if you have some on your roster who are not quite as responsive who really need you to reach out to them, say, two or three times a semester.  And so that is – averages 100 – about 125 to 130 students, probably. 

And let’s see – like I say, we were initially funded to serve 1,050 students and we’ve served close to 2,015 right now.  And we’re very – we’ve very pleased with that and I think a lot of that has been based on the fact that our coaches have been successful in reaching out to students, getting them enrolled and keeping them enrolled.  

And I think the final thing I want to say about coaching is that out of all the strategies we’ve implemented with this project, it has by far been the most successful – not to say that the others haven’t been successful, because we’ve been – prior learning assessments is one of our key strategies.  It’s been slower to take off but it’s also been – it will be rewarding in the end once students are starting to receive those.  

The three-day, four-day learning technologies which we began with have been – have been essential to our success as well.  However, the focus really became on those participants and the fact that they really need all the support they can get to actually enroll – stay enrolled and complete.  And then ultimately we want them to become employed, and so the coaches are doing follow up now and I think just their assistance in résumé building and sending them to the right locations, the right employers to talk to with our employer partners, I think that in itself has just been invaluable.

And so now we have the polling question, and I’ll read the polling question:  The TAA Navigators and/or success coaches for our TAACCCT project are located here.  And then you have a variety of answers:  at the colleges full time, at the local American Job Center or the OneStop centers, part time at both the college and local American Job Center, neither, and not applicable.  And thank you for allowing me to share about our program today.  

MS. SUMMERS:  Suzanne, thank you so much for sharing this.  And so at this time everyone can vote.  Let us know where you are with this question.  And then in the meantime, also be thinking about questions that you have for Suzanne and also for Dale, and put them into the little chat window so we’ll be sure to answer what we can today.  OK, I’ll give you about 30 more seconds to vote here.  (Pause.)

All right, it looks like the majority are coming in that the TAA Navigators and/or success coaches for the tech project are located at the college full time.  And then it looks as if coming in potential second place, but barely, at 15 percent, would be part time at both the college and the local American Job Center.  And then for some of you it’s neither and for some of you it’s actually not applicable at all.  So that’s an interesting little trend we see happening here.  So, Suzanne, thank you for being present and for your guidance and advice in this presentation today.  

And what we’re going to do now is we have gathered some of these questions.  We’re going to take a moment, go through some of the questions here, see what we can divide up.  As a remember – as a reminder, if I can speak today, we will have a follow-up conference call on June the 4th from 3:00 to 4:00 p.m.  Mark it on your calendars now so that you can join us, so that if for some reason we are not able to get through the questions or delve into as deep of conversation as you would like – which makes sense; we don’t have as much time to get into the question-and-answer period during today’s webinar – you can join us for this conference call on June the 4th.  We really hope that you’ll be able to join us and learn from more of your peers and have a lot more peer-to-peer exchange.

So I’m going to go into the question-and-answer.  And I’m actually going to go back to Dale, because we have quite a few.  And, Dale, if you are ready for me to put you into the hotspot – and then we’ll go back to some of Suzanne’s questions.  

MR. ALLEN:  That’s great.

MS. SUMMERS:  Perfect.  So, Dale, the very first one that I’m going to ask you is, what is the ratio of coaches to students that works for your program?

MR. ALLEN:  In general – it varies by campus.  So on the campus with our achievement coaches, on some campuses they have aligned achievement coaches with one program or maybe two programs where others have achievement coaches that are working for all of the programs within IT.  So there may be six or eight or 10 different programs where they’re dealing with students and providing supplemental supports and assistance and access to tutoring, et cetera, and connecting students and removing challenges for them.

So for us, it varies.  So I can’t give you an exact ratio.  I – obviously, I think we would all agree that when it’s a lower ratio, the better  it is in terms of 20:1 or 30:1, but in many cases, my guess is, it’s probably closer to 100:1, which was – even on our community colleges, that would be exceptional in terms of a ratio.  But we have dedicated and focused efforts, based on the programming that these colleges have changed or redesigned or redeveloped – or developed, excuse me – the coaches are working with those students, first and foremost, so they do have a kind of dedicated population to work with.

MS.
:  Great.  Thank you for that.  That was a very insightful answer.  And so, how is the wage and career placement tracked?

MR. ALLEN:  For us, we have an agreement between our Department of Labor and Workforce Development and our Department of Higher Education at the state level, and we are now using that not only for tax but across the board to provide from DHE – from all of our public colleges – information about our students in terms of their identifiers, and that information is given to labor and workforce, and labor and workforce provides back aggregated information – because our student IDs are put together by program for each college and presented to labor and workforce, and they provide the data back as an aggregate.

So it would say – you know, Quinsigamond Community College Medical Assisting program has – you know, 18 out of 20 are employed, and they’re averaging $28,000 a year.  And so it is done – the mechanics of it are done at the state level between our Department of Higher – (inaudible) – and Labor and Workforce Development, and the data comes up from the colleges about the students in terms of who they are, and then they are provided back – I should say, they will be provided back – we haven’t even actually provided this back to the campuses yet.  It’s something we’ve been working on and have now operationalized, but now we’re working on with the colleges how to provide them the information back.

MS.
:  Great.  Thank you for that.

OK.  And one of the questions that was asked was about the success statistics that were covered.  And you shared that you will provide this two pager for the Department of Labor to make available, correct?

MR. ALLEN:  That is absolutely true.  We have, actually, a brand new, two-page kind of promotional piece that hits on each of those four priority areas.  I mentioned, kind of, the top five or six statistics, and so we’ll provide that in the short-term, and that will be uploaded, I’m sure.

MS.
:  Thank you so much for that.  Great.  So, Suzanne, I hope that you’re ready to be in the hot seat.  And Dale, don’t you go too far, because I’m sure we’re going to be coming back to you very soon.

Suzanne, are coaches considered inside track employees?

MS. HARBIN:  When we partnered with inside track, the first year of our project, the inside – we contracted with inside track, so they actually hired the coaches, and they are located – they actually have two or three coaching centers – the one that we utilize is in Nashville, and then also in Portland, Oregon.  And so those are the two coaching centers that work with our students.  And it really kind of works well with that, because Portland is obviously on a different time zone, and so our students – they might need to be contacted at 5:00 and 6:00 at night; that’s perfect for those coaches who are working in Portland, because some of them even talk to students later than that – into 7:00 and 8:00, because that’s when it’s most convenient for them, especially our health care students.

So, yes, we do have employees that are inside track employees, but the PAVES project itself has hired three success coaches that are currently employed by the project and who we will sustain after that – after the grant ends.

MS.
:  OK.  Thank you for that.  And are you using cohort enrollment?

MS. HARBIN:  I think I’m going to answer this the way – I’m going to interpret this – if I need to clarify, I can – we did – we do use cohort enrollment for the programs.  I will tell you that there are students who initially enroll but then opt out of coaching and then opt out of being enrolled in the PAVES Project itself.  That’s not to say that we don’t continue to track them as just non-coach students, students that are not receiving services.  But we do use cohort enrollment, and we look at – especially health programs versus technical, and then we look at them by individual programs as well.  I hope that answered that question.

MS.
:  Great.  Well, and if, for some reason, it didn’t answer the question, that individual – feel free to type in or – (inaudible) – a little bit deeper during the conference call if for some reason it wasn’t very clear, but thank you for going into such an explanation on that one.  And so then, the next questions I have for you – around year program – is it sustainable beyond the grant period?  And if so, how would it be funded?

MS. HARBIN:  Yes.  And that’s something that I’ve really strived to promote to the three college presidents who are our partners on this.  What we did is, we actually looked at the return on investment – looking at our retention data, and just a 5 percent increase in our retention data will generate somewhere around $150,000 over the lifetime of the student who is working – who’s doing just 10 credit hours for four semesters.

So – and that’s a number of students – that’s probably – like 20 students is what it would be.  So what we’ve done – and this is the way I’ve sold it to my president – is that as long as the success coaches are showing their success – the return on investment – then we can justify the investment in the coaching program here, and all three presidents have been very open to that.  And, in fact, one of our colleges has utilized that in their quality enhancement plan for SACS accreditation, and they’re utilizing it focused really on developmental education students, and we’ve actually used some institutional coaches that are focused on developmental education starting this spring and summer.  So we are definitely sustaining it, and it is sustainable – I feel like it is.

MS.
:  Great, yeah.  Thank you.  It’s actually really inspirational to hear.

And so, I’m going to let you not be on the hotspot for a second, and ask Dale this question:  What have you found as the keys to getting the workforce centers and the education systems to work together?

MR. ALLEN:  Sure, I definitely will answer that question, but I want to add to the sustainability from our perspective, because I think it’s important, and then I will definitely come back to that if that’s OK.

MS.
:  No, please, do.

MR. ALLEN:  For us, I mentioned before that, you know, the market choice matters and enrollment matters, persistence matters, onto completion.  And for us, with our 15 colleges and our local partnerships, we’ve talked from day one about the ability and interest in sustaining components of our efforts.  And there’s only one position that we built in from the beginning that receives support from the tax initiative that needed to be sustained in general, and that was the college and career navigators housed at the one stop career centers, in that they were new positions across the state, and they needed to be thought of as, how can we sustain those?

And our focus has always been on that data point of (IPAs ?) being chosen by the market by students to enroll in our programs if we went from 11 percent and tripled that to 33 percent, which is our goal, and we’re making – we’re trending in that direction for year four – we’d have more than enough resources in a similar kind of cost-benefit that Suzanne mentioned to cover the costs of those navigators.

And we recently asked all the colleges – if you had no additional funding coming, would you continue these navigator positions with your local partners?  And 10 of the 15 have indicated a likelihood to do so regardless of external funding, because they have seen the value, and they – (audio interference) – and at the campuses and the partnerships with the local level – with the one-stops and the WIBs.
In relation to building the relationship between the parties and getting folks to work together, I think one of the things that we started with was, relationships matter and leveraging resources matter and removing barriers matters, and we really focused on that.  But we were challenged immediately by the notion of being an honest broker that the one-stop career centers and the Workforce Investment Boards had , or have historically had, where they didn’t feel like they could allow any institution of higher education into their centers without removing the barrier or removing the right they have to be honest brokers or the challenge they have for that.

And the way we established and set that up was working in concert on the local level across the state to develop these positions.  And I mentioned before they’re a second-line position.  And I think as we develop those relationships and we worked on developing trust and understanding clear, defined roles and we shared resources, those were components that were critical to us building relationships and starting to work together between the workforce system and the education systems.  And since we’ve sustained that now for three years, we have exceptional local relationships and integrated efforts that no longer need prodding in terms of putting them together but rather are true and real and are based on sharing resources and being open and honest and maximizing resources of support for our student population.

MS. SUMMERS:  Thank you.

So, Dale, where would you like to go next in answering questions?

MR. ALLEN:  You know, I don’t know that there’s one – I wouldn’t be able to give much.  There’s a question I see about description of cohorts – or descriptors, and I would not be able to supply that.  We do have cohorts at some of our campuses and they do run cohort programming, are increasingly doing so, but I would not be able to give you any description of that.

MS. SUMMERS:  Yeah, no problem.  I will have Suzanne provide that answer for us, then.  Suzanne?

MS. HARBIN:  OK.  I think I kind of touched on this earlier, but just to be clear about it, the cohorts that we use are really based on the programs they’re enrolled in.  And I know many of the TAACCCT programs have focused on developmental education students and moving them through.  Generally what we’ve done is we’ve worked with students who are first-time program enrollees in that program, and so with that in mind, that’s the cohort that we generally – we do have some developmental ed students enrolled in programs, but generally our cohorts are based on the program that they’ve been enrolled in, accepted into for the first time.

MS.  SUMMERS:  OK.  Thank you.  And Suzanne, did you also want to comment on the certification piece of that?

MS. HARBIN:  Yes, I can.  The certification that our coaches have received – InsideTrack actually has a very robust and intensive certification program.  What happens is they go and do – we actually have them come and do onsite training for us, but we’ve also gone to Nashville, and it’s really  a week-long program where the trainer takes them through how you coach, how you use the focus wheel, the eight-focus areas, even down to things like – so you get on a call with a student and they have a – and we’ve had this happen a couple of times in this last semester, where a student has told their coach that they had thoughts of maybe doing some harm to themselves, were very depressed.  

And so what happens is they train them on how to bring another coach onto the call so they can address a potentially serious situation, and then they even bring another resource onto the phone so that they can hand them off because that’s not what they’re trained to do, is to handle those kinds of things, but they get them to the resource they need so that they get the assistance they need.  

And we’ve had great success with that.  And that’s part of that coaching training.  And so at the end of that, they can give them a Level 1 certification, and then they can get a Level 2 certification once they’ve completed so many coaching calls, so many debriefs with their trainer coach, their supervising coach.  And so three levels of coaching is what the certification involves.  And that’s a part of our partnership with InsideTrack.  It doesn’t cost the coach anything to do that; it’s just a part of our contract with them.

MS. SUMMERS:  OK.  Thank you for that.  Excellent.

So it looks as if we have actually answered all of the questions that we had brought forward for us today, which is a great feeling.  I’m positive there’s going to be many more questions that come about after today’s presentation.  And so for that, what I’d like to remind everybody is, here we have speakers’ contact information, so if you’d like to follow up with the speakers individually, you’re more than welcome to.  

In addition, join us for the June 4th conference call that’s going to take place, please.  It’s going to be from 3:00 p.m. to 4:00 p.m., and we want you to join us for that one, as well.  And so if you can join us for that, we will go and delve into a little bit more on the topics that were talked about today, be more of a peer-to-peer exchange.

We also have here, save the date of the other stand-alone teleconferences that are coming up.  We have one on June the 11th on staff turnover, June the 18th on collecting participant wage data, and on June the 25th on consortium management.  So mark your calendars now to join us for those stand-alone teleconferences, where, again, we will have a great peer-to-peer exchange teleconference and really delve into some great opportunities for discussion.

I’d like to thank Suzanne and Dale for joining us today and being a part of this webinar and for sharing your expertise, and to thank the Department of Labor for making these sessions available and for providing the time and the resources for it.  So thank you.

I’ll turn it over to Charlotte to close out today’s call.

MS. HARRIS:  (Off mic) – very much for participating in today’s call.  And Annette, thank you for facilitating, and Dale and Suzanne as well.  

And we hope that you all can join us next week for the teleconference.  And now I will turn it over to Gary.

(END)
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