
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Alta Colleges, Inc. 

W
O

L A
ttrition 

S
urvey

O
ctober 2005

M
arketing -

H
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L
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L
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A
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Alta Colleges, Inc. 

D
ear Tracy, 

A
ccording to our records, you have chosen to no longer attend W

estw
ood C

ollege O
nline. S

tudent satisfaction 
regarding our education and services is W

estw
ood’s top priority. W

e w
ould very m

uch appreciate your thoughts and 
feedback regarding your experience at W

estw
ood C

ollege O
nline. 

A
ttached is a short survey designed to better understand the reasons som

e students leave W
estw

ood C
ollege O

nline. 
Your input can help us identify potential w

ays to im
prove our program

s, and provide the best educational experience 
possible. 

W
e know

 that m
any students sim

ply take breaks in their education, and w
e hope you w

ill be returning to W
estw

ood 
C
ollege soon. If that’s the case, w

e w
ould still appreciate your participation in our satisfaction survey. 

Thanks for your help, 

 
President, W

estw
ood C

ollege O
nline 

C
lick here for survey 

The E
m

ail Invite and S
urvey

H
E
L
P-A

L
T
A
-000305

R
edacted by H

E
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Alta Colleges, Inc. 

S
election C

riteria


S

urvey w
as adm

inistered tw
ice in June and O

ctober 
of 2005


S

urvey Invitations w
ent to W

O
L S

tudent D
rops from

 
prior 3 m

onths


June S
urvey included drops from

 3/3/05 to 6/3/05


O
ctober S

urvey included drops from
 6/28/05 to 

9/28/05


Includes all drops


N
o filter on num

ber of term
s they have attended 

or program
 of study

H
E
L
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L
T
A
-000306
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Alta Colleges, Inc. 

B
reakdow

n of result num
bers

116 or 11.1%
 com

pleted surveys 
w

ere gathered

337 of em
ail invites 

w
ere opened

1045 em
ail survey invites w

ere sent

57 or 8.0%
 com

pleted surveys
w

ere gathered

148 of em
ail invites 

w
ere opened

715 em
ail survey invites w

ere sent

June 2005
O

ctober 2005

173 or 9.8%
 

total surveys 
w

ere gathered

H
E
L
P-A

L
T
A
-000307
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Alta Colleges, Inc. 

H
ow

 did you first learn of W
estw

ood 
O

nline?

0%
5%

10%
15%

20%
25%

30%
35%

40%

D
on't rem

em
ber

E
m

ployer

Friend or Fam
ily M

em
ber

Internet A
d

Internet S
earch E

ngine

M
ail

R
adio or P

rint A
d

S
tudent A

divsor or Teacher

TV
 A

d

O
ther

June-05
O

ct-05

H
E
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Alta Colleges, Inc. 

W
hen you 1

stapplied w
hich statem

ent 
describes your expectations about 
com

pleting your degree?

0%
10%
20%
30%
40%
50%
60%
70%
80%
90%

100%

I thought I definitely
w

ouldn’t com
plete

the program

I thought I m
ight or

m
ight not com

plete
the program

I thought I probably
w

ouldn’t com
plete

the program

I thought I’d definitely
com

plete the
program

I thought I’d probably
com

plete the
program

Ju
n

-05
O

ct-05

H
E
L
P-A

L
T
A
-000309
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Alta Colleges, Inc. 

W
hat is your program

 of study?

0.00%
2.00%

4.00%
6.00%

8.00%
10.00%

12.00%
14.00%

16.00%

Anim
ation

Business Adm
inistration--Accounting

Business Adm
inistration—

M
arketing

Com
puter Network Engineering

Com
puter Network M

anagem
ent

Crim
inal Justice

E-Business M
anagem

ent

Fashion M
erchandising

Gam
e Art Design

Graphic Design/M
ulti-M

edia

Gam
e Software Developm

ent

Inform
ation System

s Security

M
asters of Business Adm

inistration

Software Engineering

Visual Com
m

unications

W
eb Design

Jun-05
Oct-05

H
E
L
P-A

L
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A
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Alta Colleges, Inc. 

Total W
O

L D
rops by P

rogram
A

ugust Term

0%
10%

20%
30%

40%
50%

Anim
ation

BusAdm
 Act

BusAdm
 M

kt

C
om

puter Network Engr.

C
om

puter Network M
ng.

C
om

puter Prog/Soft. Tech.

C
rim

inal Justice

E-Business M
gm

t.

Fashion M
erchandising

G
am

e Art D
esign

G
am

e Software D
ev.

G
raphic D

esign and M
ulti.

Inform
ation System

s Security

Interior D
esign

Visual C
om

m
unication

W
eb D

esign

O
verall 

D
rop R

ate 
w

as 27%

H
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Alta Colleges, Inc. 

W
here did you begin w

ith W
estw

ood 
C

ollege?

B
egan at W

estw
ood O

nline

B
egan at G

round B
ased C

am
pus

June 2005
O

ctober 2005

95%

5%

98%

2%

H
E
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Alta Colleges, Inc. 

H
ow

 m
any term

s have you com
pleted 

w
ith W

estw
ood O

nline?

0% 5%
10%

15%
20%

25%
30%

35%
40%

0
1

2
3

4 to
 6

7 to
 10

11+

Ju
n

-05
O

ct-05

S
tudents appear to be 

dropping  at a significantly 
higher rate in 1

stterm
s; 

how
ever later term

s have 
grow

ing num
bers

H
E
L
P-A

L
T
A
-000313
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Alta Colleges, Inc. 

H
ow

 m
any term

s have you com
pleted 

w
ith W

estw
ood O

nline?
C

om
bined R

esults

0% 5%

10%

15%

20%

25%

30%

35%

0
1

2
3

4 to
 6

7 to
 10

11+

C
o

m
b

in
ed

 R
esu

lts

H
ow

 can w
e keep 

those students so 
close to finishing?

H
E
L
P-A

L
T
A
-000314
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Alta Colleges, Inc. 

D
o you plan to return to W

estw
ood 

C
ollege in the next 6 m

onths?
June 2005

O
ctober 2005

C
om

bined Total

N
ot sure

N
o

Yes
N

o

N
ot S

ure
Yes

Yes

N
ot S

ure

N
o

32%

53%

15%

15%

55%

30%

16%

50%

34%

45%
 to 50%

 
could possibly 
still be an 
opportunity

H
E
L
P-A

L
T
A
-000315
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Alta Colleges, Inc. 

D
o you have interest in returning to 

W
estw

ood O
nline in the future?

June

O
ctober

C
om

bined

N
o

N
ot S

ure
Yes

N
ot S

ure
Yes

N
o

N
o

N
ot S

ure
Yes

30%
28%

42%

28%
37%

35%

30%
30%

40%

%
 of no goes 

dow
n for 

future 
enrollm

ents

H
ow

 can w
e re-engage students 

w
ho still have interest?

H
E
L
P-A

L
T
A
-000316
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Alta Colleges, Inc. 

D
o you plan to enroll in another school 

in the next 6 m
onths?

(O
nly of those answ

ering no to previous question)

40%

28%

32%

40%

3
0

%

30%
28%

41%

31%

June 2005

O
ctober 2005

C
om

bined Total

N
o

Yes
N

ot S
ure

N
o N
o

N
ot S

ure

N
ot S

ure

Yes

Yes

A
ctual num

ber in survey 
lost to another school is 
com

bined 61.

H
E
L
P-A

L
T
A
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Alta Colleges, Inc. 

B
riefly describe w

hy you left W
estw

ood 
O

nline

C
ost

A
cadem

ic advisors –
com

m
unication 

lacking 

Financial A
id A

dvisors 
and D

epartm
ent –

poor com
m

unication 
and organization

O
verall un-organization 

of school

A
ccrediting/ 

credit transfer 
issues

P
lease see com

plete com
m

ents section in handout

M
A

JO
R

 
TH

EM
ES

H
E
L
P-A

L
T
A
-000318
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Alta Colleges, Inc. 

Factors C
ontributing To S

tudents 
C

hoice To D
rop  June 2005

0%
10%

20%
30%

40%
50%

60%
70%

80%
90%

100%

E
nrolled in other O

nline S
chool

E
nrolled at another cam

pus based school

Taking a break from
 school

C
ost of education w

as to high

FA
 S

taff w
as not helpful

U
nable to procrue expected FA

U
nable to procrue em

ployer tuition reim
bursem

ent

U
nrelated financial reasons

S
chool interferes w

ith job

Fam
ily responsibilites

P
rogram

 w
as not a good fit

C
ourses w

ere to difficult

U
nsatisfactory course content

D
issatisfied w

ith instruction

D
issatisfied w

ith enrollm
ent process

D
issatisfied w

ith custom
er service

D
issatisfied w

ith online environm
ent

O
ther reasons

M
ajor Factor

M
inor Factor

N
ot a Factor

Top M
ajor Factors:

•C
ost of E

ducation (49%
)

•D
issatisfied w

ith C
ustom

er 
S

ervice (38%
)

•FA S
taff not helpful (30%

)H
E
L
P-A

L
T
A
-000319
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Alta Colleges, Inc. 

Factors C
ontributing To S

tudents 
C

hoice To D
rop  O

ctober 2005

0%
10%

20%
30%

40%
50%

60%
70%

80%
90%

100%

E
nrolled in other O

nline S
chool

E
nrolled at another cam

pus based school

Taking a break from
 school

C
ost of education w

as to high

FA
 S

taff w
as not helpful

U
nable to procrue expected FA

U
nable to procrue em

ployer tuition reim
bursem

ent

U
nrelated financial reasons

S
chool interferes w

ith job

Fam
ily responsibilites

P
rogram

 w
as not a good fit

C
ourses w

ere to difficult

U
nsatisfactory course content

D
issatisfied w

ith instruction

D
issatisfied w

ith enrollm
ent process

D
issatisfied w

ith custom
er service

D
issatisfied w

ith online environm
ent

O
ther reasons

M
ajor Factor

M
inor Factor

N
ot a Factor

Top M
ajor Factors rem

ain:

•C
ost of E

ducation to high 
(increased to 59%

)

•FA S
taff not helpful 

(increased to 40%
) 

•D
issatisfied w

ith custom
er 

service (36%
)

H
E
L
P-A

L
T
A
-000320
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Alta Colleges, Inc. 

Trend of C
ontributing Factors

0%

10%

20%

30%

40%

50%

60%

C
o

st o
f

E
d

u
catio

n
F

A
 S

taff n
o

t
h

elp
fu

l
D

issatisfied
 w

/
C

u
sto

m
er S

ervice

Ju
n

-05
O

ct-05
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Alta Colleges, Inc. 

If Financial A
id w

as a m
ajor factor in 

your decision to w
ithdraw

 please 
com

m
ent…

M
y advisors w

ere very hard to 
contact, and i w

as sw
itched so 

often that m
y advisors w

ere not 
fam

iliar w
ith m

e, nor I w
ith them

. 
They never got back to m

e 
prom

ptly and several w
ere very 

abrupt and rude. I felt vulnerable as 
i had no understanding of w

hat w
as 

going on, or trust in w
ho w

as 
handling m

y affairs

Financial A
id advisors 

w
ere supposed to turn in 
loan paperw

ork, they 
dropped the ball and m

y 
loan offer expired. I 
couldn't get help or 
straight answ

ers.

Financial A
id w

as a 
m

ajor factor in m
y 

leaving W
estw

ood 
because they never did 

their paperw
ork in a 

tim
ely fashion. There 

w
ere papers that 

needed to be places 
and because Financial 

A
id w

as untim
ely in 

their filings of such 
docum

ents, I w
as 

unable to acquire 

financial aid

Financial A
id people w

ere 
very rude and unhelpful. I 
w

as not told every thing I 
need to know

 about the 
financial aid and alw

ays got 
papers from

 them
 late. They 

seem
ed no com

m
unication 

w
ith each other and m

ade 
things very frustrating.

M
y Financial A

id advisor w
as not 

professional or helpful. H
e did not 

return phone calls, he transferred m
y 

case to another advisor in the m
iddle 

of trying to get m
y financial aid 

straightened out and he never even let 
m

e know
 I w

as being transferred. E
ven 

now
 m

y financial aid is still not 
straightened out

M
ajor Them

e: Financial A
id Staff 

U
nhelpful and U

norganized

H
E
L
P-A

L
T
A
-000322
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Alta Colleges, Inc. 

R
ate how

 the follow
ing factors m

et your 
expectations:0%

10%
20%

30%
40%

50%

Classroom
 Discussion/interaction

Custom
er Serivce Provided by W

OL Staff

Difficulty of coursew
ork

Quality of Instructors

Quality of adm
issions rep

Technical Delivery and online access

The online environm
ent

W
eekly tim

e requirem
ents

Below
 Expectations

Exceeding Expectations

C
ustom

er 
S

ervice falls 
below

 
expectations

H
E
L
P-A

L
T
A
-000323
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Alta Colleges, Inc. 

W
illingness to be contacted…


B

oth surveys returned inform
ation of 

people w
anting to be contacted


Total of 83 students provided nam

e, phone 
num

ber


N
am

es and inform
ation w

ere passed on to 
W

O
L for contact and follow

-up


O
pportunity to re-engage and re-enroll drops

H
E
L
P-A

L
T
A
-000324

Document 14, Page 21



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Alta Colleges, Inc. 

A
dditional (positive) Feedback…

I really liked w
est w

ood online. W
est 

w
ood w

as a great learning experience 
and I look forw

ard to getting back in as 
soon as I can get caught up on som

e of 

the financial aspects of the school.

M
y adm

issions advisor w
as 

Jim
m

y R
ogers. I have never m

et 
a m

ore helpful and professional 
person than him

. H
e is 

W
O

N
D

E
R

FU
L. A

lso the teachers 
that I did have w

ere great. I 
learned a lot from

 them
 in the 

short tim
e I w

as in class.

A
cadem

ics great, staff friendly, 
custom

er server is poor. W
ish I could 

have got  m
ore help

G
reat education 
if you can get 
past the run 

around in 
financial aid.

I loved m
y classes, 

m
y instructors, and 

m
y advisors. I felt like 

the academ
ic part of 

m
y education w

as 
handled very 

professionally. It w
as 

the adm
inistrative 

personnel that really 
dropped the ball.

H
E
L
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A
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Alta Colleges, Inc. 

R
ecom

m
endations


C

ontinue deploying survey m
onthly and review

ing results once per 
term


Increase survey response rate


9.7%
 response rate (6.1%

 is average for W
O

L S
urvey)


O

ffer incentive pending approval


Future analysis on drop rates by specific program
s


R

eview
 other data sources already available and incorporate into analysis


Filter results by program

 selection going forw
ard to see if reasons stay the sam

e 


Im
plem

ent an exit survey upon students decision to drop via phone, 
in person or via em

ail to gauge students level of possibility for re-
engagem

ent.


D
evelop a “drop reason” field in P

eople S
oft (m

ay already be setup) 
to further m

onitor drop reasons.


S
hare results w

ith other W
O

L departm
ents and conduct 

brainstorm
ing sessions around im

proving the custom
er experienceH

E
L
P-A

L
T
A
-000326
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Alta Colleges, Inc. 

 

 

 

The Higher Education Opportunity act was approved by the Senate and House of 
Representatives on July 31, 2008.  The President signed the bill into law on august 14, 2008.  
Part of this law includes new timelines to monitor FFELP borrowers.  We were previously 
required to track our borrowers for the first two years of repayment and now we will be required 
to track them for three years. 

Below you will find our plans to handle this new change and make improvements to our 
business practices in the Default Management Department. 

 

 Increase in staffing.  We are currently staffed to handle two years of repayment.  The 
first time we will have three cohort years open at the same time will be in October 2009.  
We will begin our hiring campaign to include four new full time staff members and three 
new part time clerks in mid 2009. 

 New space.  The Default Management suite is finished with the exception of furniture, 
copier, mail machine, and cabling.  All of these items have been ordered and we are 
targeted to be up and running at the new location on November 19, 2008.  Our move in 
date is November 18, 2008.  Having all of the team in one area working in an open 
space environment will assist in keeping our numbers under control and increase the 
number of contacts we make and the aversions that we get processed.  The team will be 
more manageable when they are in one area and will be much more productive. 

 Drop campaign.  On December 1, 2008 we will begin to run monthly drop reports for all 
campuses and send out introductory letters to all dropped students.  These letters will 
introduce the team with contact information.  We will work together with admissions on 
the content of these letters to assist in the re-entry process.  We will also send the 
student grace period letters and make grace period phone calls.   

 New process flow.  We will no longer divide the work by campus group.  We will have 
specific core roles for each individual on the team.  Some will be managing the data and 
the mail room area while others will be on phone campaigns.  The mail clerks will also 
have specific tasks that they are responsible for each day.  Cross training will take place 
and there will always be two people on the team that knows what the other is doing and 
how to complete those tasks.  This is already in place.  The task assignment will change 
slightly once we move. 

 Skip Tracing.  We have pulled our entire skip tracing in house and we utilize a system 
that assists the team in finding people through several different skip engines.  We have 
become proficient at this and it is working quite well.  We will also obtain access to the 
admissions side of SRM to be able to identify where the borrower went to high school 
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and expand our search to Classmates.  Classmates will identify people that the 
borrowers went to high school with and we will contact those to see if they know the 
borrowers whereabouts.  SRM access will be set up by November 30, 2008. 

 Training on repayment options.  The entire team will be trained on repayment of student 
loans.  This will enable the team to be able to steer delinquent or dropped borrowers into 
repayment rather than only offering assistance in the forbearance and deferment areas.  
With the three year window opening up it is imperative that we guide our borrowers into 
repayment utilizing graduated and extended repayment options.  This training will be 
complete by January 1, 2009. 

 Exits.  We will bulk order supplies and put together exit packets for each campus.  The 
campus will bulk order these packets from us.  This will provide the graduate borrowers 
with the tools they need to stay on track and also let them know that we have a whole 
team of people ready to help them.  Most of the contents of these packets are provided 
by the GA’s.  The only item we will need to put in the packet is a one page slick with 
pictures of the default team and contact information. 

 Default Management link on our website.  This will include information on repayment, 
forbearance and deferments.  All of the forms the borrower might need will also be made 
available.  This will enable our borrowers to be able to go on line and download any 
forms they may need without waiting for the mail.  We will be checking to see if SLMA 
will accept e signature on the documents.  We will work together with marketing to make 
sure that this is developed professionally.  

 CLASS Default Management Activation.  CLASS has an area for default management 
and we will activate and begin to utilize it as our main database.  We have the capability 
to transfer information between our main servicer and CLASS via Common line and we 
want to utilize this to streamline our processes.  This initiative is in the early planning 
stages and we are unable to provide an accurate timeline until further research has been 
done.  
 
 
 

October 23, 2008 
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