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Executive Summary

Student retention has gained greater attention in recent years due to increased scrutiny by legislators,
accrediting bodies, the media and the general public. However, while a large body of research is
available regarding college student retention, many institutions are still grappling with decisions,
including which programs and strategies to implement and how to assess their effectiveness. The role of
technology in retention operations has received little attention to date. This paper examines the
rationale for using technology to identify and provide support services for students, and works to
increase operational effectiveness and help institutions to focus their retention efforts to ensure student
success.

Introduction

The concept of Strategic Enrollment Management (SEM) has existed for more than three decades as a
method for analyzing the full student experience (from entry through graduation) and as a way to
manage revenue for an academic institution. Institutions have established myriad measurable outcomes
to track their progress, particularly in the area of admissions and recruitment. For example, many
institutions determine how many new first-year students to enroll, the number of transfers or the
proportion of under-represented students. They may even establish goals for specific academic units or
majors. In addition, many admissions offices have detailed plans for aggressive communications efforts
targeted at high school students or other identified market segments in order to maintain their interest
and encourage attendance. This improved efficiency in marketing and recruitment operations has
resulted in significant increases in enrollments across the country.

SEM, however, focuses on more than just admissions. It
requires attention to the entire student population, new
enrollees as well as continuing students. Unlike admissions, institutions are

many institutions are struggling to determine appropriate goals struggling to determine
and benchmarks for retention. There is frequently no single )
unit or individual responsible for coordinating retention appropriate goals and
operations, often resulting in matrixed ownership between benchmarks for
academic and student affairs. And while research highlights
effective strategies and services that can be employed
throughout the institution to enhance student persistence,
these services are often neither systematic nor systemic. As a
result, many institutions cannot produce empirical data that
reveals which of these services are working and to what extent.

Unlike admissions, many

retention.
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The statistics for persistence and program completion reflect the difficulty that institutions face in
retaining students through graduation. According to research available from the National Center for
Educational Statistics (Berkner, He, Mason & Wheeless, 2007), three years after their initial enrollment, 19%

of students who initially enrolled at four- |
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