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Assessing Student Satisfaction for 
Online Learner Success
Panel Session

Tiffany Doherty, Alisa Fleming, and Julie Bryant 

@JulieBryantNL • #StudentSatisfaction • #OnlineLearners • #RNLNC
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What do the national data tell us about online 
enrollment?

National Data 

Reports

Context for your 

own campus

www.RuffaloNL.com/Online2022
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Between 2012 and 2019, 1.7 million more students enrolled 
fully or partially online

Substantial Growth in Online Formats

© Copyright 2022 Ruffalo Noel Levitz, LLC
2022 Online Student Recruitment Report



4

Important to 

understand the 
perceptions of these 

students
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Where is the institution meeting or failing to meet expectations?

Satisfaction-Priorities Surveys

Student Satisfaction 
Inventory (SSI): 
Traditional-aged 

students

Adult Student 
Priorities 

Survey (ASPS): 
Adult Graduate 
and Undergrad

Priorities Survey for 
Online Learners 

(PSOL): Students in 
Online Learning 

Programs

www.RuffaloNL.com/SSI
www.RuffaloNL.com/ASPS

www.RuffaloNL.com/PSOL
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Appropriate for Graduate and Undergraduate Students in 
Online Learning Programs

Priorities Survey for Online Learners

• Comprehensive assessment for all currently enrolled students

• Captures experiences both inside and outside of the “classroom”

• Completed during the academic year with an online administration

• Administered by approximately 140 institutions at least once every three years

• Most institutions survey on an every-other-year cycle

• 26 Standard Items rated for importance and satisfaction, clustered into scales, 
plus the opportunity to customize 10 items

Learn more here:  www.RuffaloNL.com/PSOL
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When expectations are met or 

exceeded by the student’s 

perception of the campus reality.

Schreiner & Juillerat, 1994

Definition of satisfaction:
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The RNL surveys capture both an importance 

score and a satisfaction score

The combination allows you to review your satisfaction results 
within the context of what is most important to your students.
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Matrix for prioritizing action

Very 
Important

Very Satisfied

Very Unimportant

Very Dissatisfied

Institutional 

Challenges

Institutional

Strengths

© Copyright 2022 RNL
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SPS Results: Clear identification of strengths 
and challenges

Strategic Planning Overview Segment
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Comprehensive survey instrument: 

Inside and outside of the “classroom”

• Academic Services

• Enrollment Services

• Institutional Perceptions

• Instructional Services

• Student Services
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National Results: 

Online Learners
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Download the
2021 National 

Student Satisfaction 

and Priorities Report
For more information see: RuffaloNL.com/Satisfaction

© Copyright 2021 Ruffalo Noel Levitz, LLC. 2021 National Student Satisfaction and Priorities Report
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Source of data
National sample of 397,571 students from 652 colleges and universities

© Copyright 2021 Ruffalo Noel Levitz, LLC. 2021 National Student Satisfaction and Priorities Report
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Class level

Key demographics

Enrollment Status

67%

33%
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Undergraduate Graduate

94%
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Primarily online

Primarily on-ground

Online learners

© Copyright 2021 Ruffalo Noel Levitz, LLC. 2021 National Student Satisfaction and Priorities Report
N = 89,261 students from 141 institutions
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Online learners

Factors in the decision to enroll

Enrollment factors rated for online learners Importance

Convenience 92%

Flexible pacing for completing a program 91%

Work schedule 90%

Program requirements 85%

Cost 85%

Ability to transfer credits 84%

Reputation of institution 83%

Financial assistance available 82%

Future employment opportunities 80%

Distance from campus 64%

Recommendations from employer 59%
Percentages indicate the proportions of “important”/“very important” scores

© Copyright 2021 Ruffalo Noel Levitz, LLC. 2021 National Student Satisfaction and Priorities Report
N = 89,261 students from 141 institutions
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Online learners

Summary satisfaction and re-enrollment scores

72% 74%

© Copyright 2021 Ruffalo Noel Levitz, LLC. 2021 National Student Satisfaction and Priorities Report
N = 89,261 students from 141 institutions
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Online learners

Top three strengths

Top strengths rated for online learners Importance Satisfaction

Registration for online courses is convenient. 93% 85%

Billing and payment procedures are convenient for me. 90% 81%

Adequate online library resources are provided. 89% 80%

Listed in order of importancePercentages indicate the proportions of “important”/“very important” and 
“satisfied”/“very satisfied” scores

© Copyright 2021 Ruffalo Noel Levitz, LLC. 2021 National Student Satisfaction and Priorities Report

N = 89,261 students from 141 institutions



19

Online learners

Top six challenges

Top challenges rated for online learners Importance Satisfaction

The quality of online instruction is excellent. 94% 70%

Student assignments are clearly defined in the syllabus. 93% 75%

Instructional materials are appropriate for program content. 93% 74%

Faculty are responsive to student needs. 93% 75%

Faculty provide timely feedback about student progress. 92% 72%

Tuition paid is a worthwhile investment. 91% 69%

Listed in order of importancePercentages indicate the proportions of “important”/“very important” and 
“satisfied”/“very satisfied” scores

© Copyright 2021 Ruffalo Noel Levitz, LLC. 2021 National Student Satisfaction and Priorities Report
N = 89,261 students from 141 institutions
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Systematic Assessment Cycle

Survey your studentsInform the campus

Review and 
share the results

Explore the data

Respond to the data 
with new initiatives
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Introducing Our Panelists



Granite State College

Concord, NH

Tiffany Doherty

Director of Student Affairs

Tiffany.Doherty@Granite.edu
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Granite State College

Our Mission

The mission of Granite State College is to expand access to public higher 
education to adults of all ages throughout the state of New Hampshire and 
beyond.

Our Offerings

• Associate’s, bachelor’s, and master’s degree programs   

• Certificate programs

– graduate 

– post-baccalaureate teacher certifications
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Granite State College

▪ 2957 Active Students Full 

Year 2020-2021

▪ Fall enrollment 1692

▪ Exclusively focused on serving adult 

students with supportive, high-

quality programs in high demand 

fields on behalf of the University 

System of New Hampshire

▪ Average age 34

▪ 100% online

▪ 90% employed while in school

▪ 85% transfer credits, including Prior 

Learning Assessment (PLA)
▪ Granite State College has used 

the PSOL for three years

▪ Prior to PSOL, we used a 

homegrown survey

KEY FOCUS OF USING THE RESULTS
▪ Allows us to benchmark against other similar institutions

▪ Allows us to triangulate with other data sources- i.e.: retention, graduation, end of term surveys, 

student outcome learning assessment data
▪ Particularly interested in our first-time students



University of Phoenix 

Phoenix, AZ

Alisa Fleming, Ph.D.

Director of Institutional Assessment

Alisa.Fleming@Phoenix.edu
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University of Phoenix

Our Mission

The mission of University of Phoenix is to provide access to higher education 

opportunities that enable students to develop the knowledge and skills necessary 

to achieve their professional goals, improve the performance of their 

organizations and provide leadership and service to their communities.

Our Offerings

• Associate’s, bachelor’s, master’s, and doctoral degree programs   

• Certificate programs

• Non-credit professional development courses 

Source: University of Phoenix 2019 Annual Academic Report



27

Our Students

University of Phoenix

Source: University of Phoenix 2019 Annual Academic Report



28

Survey Administrations
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Tips for sharing the 

results with key 
audiences
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Customizable Infographic 
for Satisfaction Surveys

Assists you with identifying 
important data points and 
sharing these data in an easy 
to read format.

For more information see: www.RuffaloNL.com/InfographicPSOL
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How the data is 

informing 
decision making
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Retention

Recruitment

Strategic 
Planning Accreditation

Four primary ways to use 
satisfaction data
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What has been 

accomplished
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Value of gathering 

online learner 
satisfaction
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The Impact of the 

Pandemic
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Anything Else to Share
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What questions 
do you have 

for us?
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Closing Thoughts
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Learn more about assessing your online learners

Use the Priorities Survey for Online Learners (PSOL)

• Visit with RNL at the exhibit booth during the conference

• Visit the RNL Website: www.RuffaloNL.com/PSOL

• Contact Julie Bryant or Shannon Cook to schedule a conversation

http://www.ruffalonl.com/PSOL


All m aterial in this presentation, including text and im ages, is the property of RNL. Perm ission is required to reproduce inform ation.

Thank you for joining
us today

Julie Bryant
Ruffalo Noel Levitz

Julie.Bryant@RuffaloNL.com

Tiffany.Doherty@Granite.edu

Shannon Cook
Ruffalo Noel Levitz

Shannon.Cook@RuffaloNL.com

Tiffany Doherty
Granite State College

Alisa Fleming, Ph.D.
University of Phoenix

Alisa.Fleming@Phoenix.edu
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