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 Plan 

1. Goal-principal purpose of plan 

(include how this relates to serving 

students or increasing student success or 

supporting LifeMap)  

Expand online chat to make it easier for students to find an increase usage. 

2. Objectives-what will be accomplished 

and measured 

We will track chat usage for the time slots offered and move sessions to high demand times or, ideally, be able to 

offer the service during all our regular student services hours. This may be dependent on the software implemented 

for chat as well as student demand. We will track the types of questions offered to determine if these are “just in 

time” questions that need to be answered via chat or if they can be handled through the advising e-mail.  

3. Measures and Findings – How 

specifically measures will be conducted. 

How will we know the objective has 

been achieved? 

The advisor conducting the chat will track usage during each chat session. The advisor will track the types of 

questions asked using a spreadsheet. We will see an increase in chat usage over the 2012-13 year.  

4. Action Plan – what is the 

implementation plan?   

We will first need to collaborate with OIT to implement the new software and receive training on the product. We 

have a tracking system in place we will continue to use as needed. We are not sure what data may be available from 

the software itself. We will adjust the times of the chat sessions each term to maximize student usage based on usage 

in the prior term. We will have a minimum of 3 trained advisors so we will be able to expand service hours. We will 

collaborate with the Deans of Students and Marketing and Strategic Communications to promote the service.  

5. Achievement Summary/Analysis-

What was learned from the assessment 

results?  What changes will you make in 

your initiative for the year to come? 

OIT did not purchase new software during the time of this plan. Please see below for a comprehensive report on 

Chat usage and recommendations as we continued with our existing system and offerings. 

6.  General Education Learning 

Outcome   

Not applicable 

7.  Strategic Plan Outcome   Build Pathways 

 

 

 

 

 



 

 

 

 

 

 

 

 

General Summary 
 

Advising Chat was not advertised at all this year (it was periodically advertised during the 2012-2013 academic year). Usage was generated through 

word-of-mouth referrals and independent discovery of the service. A review of the data shows that there does not appear to be a specific time of the 

day or day of the week that would be most beneficial for chat service. Rather, there appears to be specific times of the year where a live chat service 

would be beneficial to help students work through key processes like course registration or financial aid. The month-to-month data further supports 

this point. There are lulls throughout the year when students aren’t using the service at all. There are also months that students are using the service 

simply because there are important deadlines or processes that they are trying to complete at the time of their chat sessions. When compared with the 

2012-2013 data, the usage patterns still appear to follow the same overarching trends even when the service is advertised. 

 

Recommendations  

 Offer advising chat service as a compliment to existing advising services only during key periods throughout the academic year (registration, 

pre-financial aid priority deadline, etc.). Have chat offline during lulls (perhaps an auto-reply with a referral to 

advising@valenciacollege.edu, the email service?) 

 Offer the chat service in parallel to in-person advising hours (online “walk-in” service). 

 Adjust the number of advisors supporting chat based on the chat period. Some periods of time generate longer chat sessions, which would 

necessitate more advisors to manage the potential chat load. 

 Advertise the service as a “seasonal” service during the key periods, and target advertising to match the common chat concerns during each 

period of time. 

 



Overarching Trends in Usage 
 

Topics Covered 

Top 10 reasons students are speaking with an Advisor on Advising Chat… 

1 Financial aid (requirements, disbursement, etc.) 

2 Degree audit 

3 Course selection for current semester registration 

4 Degree planning 

5 Change of major 

6 Registration (how-to, time ticket, etc.) 

7 Course placement (1720 and non-1720) 

8 Application information (grad, FLVC) 

9 Steps to Enrollment/Readmission 

10 General Atlas questions 

 

Length of Session 

For most questions, chat sessions will last about 20-30 minutes. However, students with more specific financial aid or course selection questions will 

engage in chat sessions for around 40 minutes.  

 

 

Peak Usage Days 

There is no clear “peak time” for usage each week. Each semester saw a different day/time generate the most usage. However, there are peak times 

throughout the year where it would make more sense to offer the service. 

 

Frequency of Usage 

The vast majority of chat users are “one-time users.” This type of student has requested the chat service, and then used it once (up until now). There 

is a minority of students, though, that qualify as “occasional users.” This type of student has requested the chat service, and then used it more than 

once. Normally, they will use chat once every couple of months, or they will use chat during sequential sessions for follow up questions.   

  

 

 

 

 

 

 



Fall 2013 Usage Stats 
 

August 

 

Total chat sessions: 8 

Sessions by Day: Mon (2), Wed (6) 

Average length: 20 min 

 

Topics: Degree audit, registration, course 

selection, financial aid, grad app, Honors, 

change of major 

 

 

September 

 

Total chat sessions: 0 

Sessions by Day: N/A 

Average length: N/A 

 

Topics: N/A 

 

 

October 

 

Total chat sessions: 6 

Sessions by Day: Mon (1), Wed (5) 

Average length: 17 min 

 

Topics: Degree audit, financial aid, 

transfer plans, transient app 

 

 

November 

 

Total chat sessions: 3 

Sessions by Day: Mon (1), Thurs (2) 

Average length: 25 min 

 

Topics: Course selection, financial aid, 

change of major 

 

 

December 

 

Total chat sessions: 4 

Sessions by Day: Mon (1), Wed (3) 

Average length: 36.25 min 

 

Topics: noncompliance, course selection, 

dev ed changes, Dean’s List 

 

 

Overall Trends 

 

Most popular day: Wednesdays 

Most popular topics: Degree audit, 

financial aid, and course selection 

 

Students’ questions follow the academic 

calendar. There are questions about 

financial aid at the beginning of the 

semester and at the opening of registration, 

and there are questions about course 

selection during registration. 

 

 

 

 

 

 

 

 

 



Spring 2014 Usage Stats 
 

January 

 

Total chat sessions: 0 

Sessions by Day: N/A 

Average length: N/A 

 

Topics: N/A 

 

 

February 

 

Total chat sessions: 2 

Sessions by Day: Mon (1), Thurs (1) 

Average length: 15 min 

 

Topics: Financial aid disbursement 

 

 

March 

 

Total chat sessions: 1 

Sessions by Day: Mon (1) 

Average length: 40 min 

 

Topics: Readmission and sonography 

requirements 

 

 

April 

 

Total chat sessions: 4 

Sessions by Day: Mon (1), Wed (2), Thurs 

(1) 

Average length: 40 min 

 

Topics: change of major, registration, 

financial aid, steps to enrollment 

 

 

 

 

Overall Trends 

 

Most popular day: Mondays 

Most popular topics: Financial aid 

 

Students’ questions still follow the 

academic calendar. There are questions 

about financial aid disbursement in 

February, and questions about enrollment 

and registration right before summer 

classes begin.  

 

 

 

 

 

 

 

 

 

 



Summer 2014 Usage Stats 
 

May 

 

Total chat sessions: 0 

Sessions by Day: N/A 

Average length: N/A 

 

Topics: N/A 

 

 

June 

 

Total chat sessions: 1 

Sessions by Day: Thurs (1) 

Average length: 10 min 

 

Topics: PERT and financial aid 

 

 

July 

 

Total chat sessions: 0 

Sessions by Day: N/A 

Average length: N/A 

 

Topics: N/A 

 

 

 

 

 

 

Overall Trends 

 

Most popular day: Thursdays 

Most popular topics: Financial aid and 

PERT 

 

Usage was significantly low for the 

summer. Upgrades and changes in Atlas in 

May could have impacted service. 

However, usage last summer was much 

lower than the rest of the academic year, so 

this could be a usage pattern. 

 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 


