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Our agenda for today

• Introduction to a Tool to Assess Online Learners

• Why PCC Assesses Online Learner Satisfaction

• PCC Success with Collecting and Sharing Data

• Improving the Online Learner Experience

• PCC Initiatives for Online Success

• How PCC’s Efforts Paid Off!
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Introduction to a tool to 
assess online learner 

satisfaction
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Student satisfaction 
is a key component of 

student success
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How satisfied are college students?

© Copyright 2024 Ruffalo Noel Levitz, LLC
2024 National Student Satisfaction and Priorities Report
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Versions available based on the institution type and the 
student populations being served

RNL Satisfaction-Priorities Surveys

Student Satisfaction 
Inventory (SSI): 

Students on-ground at 
four-year and two-year 

institutions

Adult Student 
Priorities Survey 

(ASPS): Adult 
Graduate and 

Undergrad

Priorities Survey for 
Online Learners 

(PSOL): Students in 
Online Learning 

Programs
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Understand the priorities of your currently enrolled online learners

Satisfaction within 
the context

of what is important 
to your students

Priorities Survey for Online Learners
• Comprehensive assessment across all class levels, including 

undergraduate and graduate populations.
• Captures experiences both inside & outside of the “classroom.”
• Completed during the academic year with an 

online administration.
• Ability to customize segments of the surveys.
• Results available in an interactive dashboard within three 

weeks with national benchmarks and ability to slice by 
demographic variables.

• Typically administered at least once every two years to track 
satisfaction shifts.

• Administered regularly by more than 150 institutions.

RNL.com/SatisfactionSurveys
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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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Very Unimportant

Very Important

Very SatisfiedVery Dissatisfied

Institutional 
Challenges

Institutional
Strengths

Matrix for prioritizing action
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RNL SPS Reporting: Executive Summary View
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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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Pima Online’s 
Experience



ABOUT PIMA COMMUNITY 
COLLEGE
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Established Institution: Founded in 1969, PCC is a public 

community college serving Pima County with five campuses and 
multiple learning centers throughout Tucson, Arizona. 

Diverse Academic Offerings: PCC provides approximately 150 

programs, including transfer degrees, occupational certificates, and 
workforce training. PCC provides 24 fully online degree and 

certificate programs.

Student Demographics: As of Fall 2024, the student body was 
56.1% female, with 49.7% identifying as Hispanic/Latino and 32% 

enrolled in 12 or more credits. More than half are aged 18-24.

Robust Online Enrollment: As of Fall 2024, nearly 47% of the 

college's total enrollment is online, with more than 7,000 students 
exclusively online.

Comprehensive Student Support: Online learners have access to 

various support services, including online tutoring, advising, 
coaching, and technical assistance. The college utilizes Brightspace 

(D2L) as its learning management system, and prospective students 
can get a glimpse of an online class by accessing the Orientation to 
Online Learning. 

https://coursemerchant.pima.edu/
https://coursemerchant.pima.edu/


WHY WE ASSESS 
ONLINE LEARNER 
SATISFACTION
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IMPORTANCE OF UNDERSTANDING OUR 
ONLINE LEARNERS’ NEEDS

❖Improving Student Success and Retention

❖Ensuring Equity and Access

❖Enhancing the Quality of Online Education

❖Informing Institutional Planning and Resource Allocation

❖Compliance and Accreditation

❖Adapting to Changing Online 

Learner Expectations
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https://blogs.iriss.org.uk/innovate/tag/focus/
https://creativecommons.org/licenses/by-nc/3.0/
https://creativecommons.org/licenses/by-nc/3.0/
https://creativecommons.org/licenses/by-nc/3.0/


CHALLENGES WITH UNDERSTANDING 
OUR ONLINE LEARNERS’ NEEDS

❖Lack of Face-to-Face Interaction

❖Diverse and Complex Learner 

Demographics

❖Low Participation in General College 

Surveys and Feedback Mechanisms

❖Privacy Concerns and Trust Issues
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This Photo by Unknown Author is licensed under CC BY

https://esheninger.blogspot.com/2017/09/
https://creativecommons.org/licenses/by/3.0/


PCC SUCCESS 
WITH 
COLLECTING & 
SHARING DATA



HOW PCC HAS BEEN SUCCESSFUL WITH 
COLLECTING ONLINE LEARNER FEEDBACK
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Incentives

Personalization 

& Rapport



LMS ANNOUNCEMENT EXAMPLES
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RESPONSE RATE OVER TIME
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INSTITUTIONAL 
STRENGTHS & 
CHALLENGES



SHARING RESULTS WITH STAKEHOLDERS

The Who’s 

Online Team

• Faculty, Leadership, 

Success Team

College Leadership

• Deans, Campus Administrators, 

Executive Leadership, 

Faculty Leadership

Student Affairs / Student Support 

• Advisors, counselors, admissions, 

enrollment, TRiO, etc.
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The How’s

• Survey administered in the spring 
semester

• Results are accessible soon after

• Presentations created and tailored to 
each stakeholder group

Presentation in late summer and fall 
semesters include:

• Survey responder demographics

• Basic info about the PSOL

• Survey item responses

• Qualitative responses

• Historical changes

• Next Steps / Highlights / 
Challenges

• Infographics
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https://my.visme.co/v/ojm84067-7qep8y


OTHER WAYS WE’VE COLLECTED ONLINE LEARNER 
FEEDBACK

FOCUS GROUPS

• Virtual focus 
groups

• Specific topic 
related to online 
learning

• Permission to 
record and/or 
permission to 
share comments
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PANEL DISCUSSIONS

• Annual PimaOnline 

Educators’ 

Conference (POEC)

• Recorded sessions so 

others can watch at a 

different time

• Offered virtually

ADDITIONAL SURVEYS

• Faculty requests for 

surveys related to 

online course 

experience

• LMS experience 

surveys (A series of 

2-minute surveys)

VIDEO SNIPPETS

• Online learners sent 

in a 2-minute video 

about their online 

experience or to 

share best practices 

and tips for online 

learning success

• Shared on our online 

student guide and in 

our Orientation to 

Online Learning  



IMPROVING THE 
ONLINE LEARNER 
EXPERIENCE



IMPROVING THE PCC ONLINE LEARNER EXPERIENCE

OUTSIDE OF THE CLASSROOM 

• LMS navigation bar changes

• More information upfront about 
how to “do” online learning and 
what it looks like for PCC learners

• More ways to connect with the 
PimaOnline team (visibility on 
college website), access in LMS, 
etc.

• Reduce feelings of isolation and 
increase sense of belonging and 
engagement
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INSIDE OF THE CLASSROOM 

• More videos embedded in online 

courses

• Time on Task information specific 

to course activities and learning

• Instructor awareness of more 

personalization and flexibility

• Better alignment between online 

course design and non-online 

course design

• Structure and organization is key!



PCC INITIATIVES 
FOR ONLINE 
SUCCESS



STRIVEOnline TITLE V GRANT

VIRTUAL

SUCCESS 

CENTER
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VIRTUAL 

COMMUNITIES

PEER 

MENTORING

EXPAND ONLINE 

SUCCESS COACH 

PROGRAM

ENHANCE DIGITAL MEDIA 

PRODUCTION CENTER

STUDENT SUPPORT 

PROMOTIONAL VIDEOS

IMPROVE PIMA 

ONLINE WEBSITEDATA DASHBOARDS
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VIRTUAL COMMUNITIES EXAMPLE
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EXAMPLE 
FROM 
PCC 
WEBSITE



HOW PCC’S 
EFFORTS PAID 
OFF!

This Photo by Unknown Author is licensed under CC BY-SA-NC

https://insightextractor.com/2019/07/19/four-tenets-for-effective-metrics-design/
https://creativecommons.org/licenses/by-nc-sa/3.0/
https://creativecommons.org/licenses/by-nc-sa/3.0/
https://creativecommons.org/licenses/by-nc-sa/3.0/
https://creativecommons.org/licenses/by-nc-sa/3.0/
https://creativecommons.org/licenses/by-nc-sa/3.0/


FALL TO SPRING RETENTION IMPROVEMENTS
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VFA Cohort Term Exclusively Online 
(VFA Cohort)

Persisted next Spring Percentage (%)

Fall 2017 2,115 368 17.40%

Fall 2018 1,781 391 21.95%

Fall 2019 2,202 467 21.21%

Fall 2020 2,405 739 30.73%

Fall 2021 2,341 697 29.77%

Fall 2022 2,834 858 30.28%

Fall 2023 2,655 997 37.55%

Fall 2024* 2,165 1,004 46.37%

Source: StAR data pull 2/2/2025



EXCLUSIVELY ONLINE SUCCESS RATE

37
Source: Pima Reports pulled 
4.17.2025

Success Percentage (%) Other Percentage (%) Total

Fall 2018 2,865 66.01% 1,475 33.99% 4,340

Fall 2019 3,236 65.32% 1,718 34.68% 4,954

Fall 2020 4,449 66.57% 2,234 33.43% 6,683

Fall 2021 4,172 66.56% 2,096 33.44% 6,268

Fall 2022 4,091 63.42% 2,360 36.58% 6,451

Fall 2023 4,576 65.19% 2,443 34.81% 7,019

Fall 2024 4,700 66.20% 2,400 33.80% 7,100
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Questions 
and Resources
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RNL.com/Satisfaction

Download the 2024 
National Student 
Satisfaction and 
Priorities Report



40All material in this presentation, including text and images, is the property of RNL. Permission is required to reproduce information.

Contact us with any questions.

Julie Bryant
Vice President for Student Success

RNL
Email: Julie.Bryant@RuffaloNL.com

Jacqie Allen, Ed.D.
Director, Online Student Success

Pima Community College
Email: jallen24@pima.edu
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