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NEW STUDENT EXPERIENCES SURVEY
Measuring Student Experiences in the First Fall Term. 



Introduction

Palm Beach State College (PBSC) launched a New Student 
Experience Survey during the Fall 2018 term to ask students 
about their experiences becoming a student and as a new 
student at the College. The survey was intended to help gain a 
better understanding of how well the PBSC meeting students’ 
needs and to guide efforts to improve the student experience.

This newly developed survey was a different tool than Intake or 
New Student Experience surveys occasionally conducted in the 
past.



Response Rate
The survey targeted first time in college degree or certificate 

seeking students in their first or second semester at PBSC. A 

link to the survey was delivered by email to 5,965 students. 

The survey was open for approximately six weeks and 868 

responses were recorded between October 2 and November 

15, 2018. The response rate for this survey was 15%. 



The Net Promoter Score (NPS) determines the percentage of 

persons satisfied with a service or program. It is determined 

by subtracting the percentage of “Detractors” from the 

percentage of “Promoters”. It provides a goodness rating of 

likely promoters. This analysis will apply this method.

Promoters (score 6-7, the top box) are loyal enthusiasts or satisfied students 

and stakeholders.

Passives (score 4-5, the murky middle) are neutral or mildly satisfied 

unenthusiastic students/stakeholders who are vulnerable to competitive 

offerings.

Detractors (score 1-2-3, the naysayers) are unhappy students/stakeholders 

who can damage your brand and impede growth through negative word-of-

mouth.

Net Promoter Score



Service Interactions 

The Service Experience rating is 46%.  This measures 
students satisfaction with the ease to accomplish what they 
need to do, ease of interacting with the College, and quality 
of those interactions. 



Question 6-7 1-2-3 NPS

How satisfied are you with the ease with which you have 

been able to accomplish what you needed to do at the 

College?

55% 7% 48%

How satisfied are you with the ease with which you have 

been able to interact with the College?
54% 8% 46%

How satisfied are you thus far with the quality of your 

interactions with the College?
54% 9% 45%

Average
54% 8% 46%



Feel Connected

Overall there was a 36%  engagement rating. Only 38% of 
students report feeling connected to the College. Thirty-
seven percent indicate they have met with an instructor or 
staff member about their progress. 



Question 6-7 1-2-3 NPS

I have a best friend at the College 39% 44% -5%

I feel welcomed at the College 65% 7% 58%

I feel safe at PBSC 62% 8% 54%

I feel that the faculty and staff care about my growth and success at the College 55% 11% 44%

I feel connected to the College community 38% 23% 15%

I am experiencing intellectual growth at PBSC 57% 8% 49%

I have had the opportunity to be involved and participate in extracurricular 

activities and events at the College
42% 29% 13%

It is easy to approach and communicate with college faculty and staff 57% 10% 47%

I have at least one instructor or staff member who made me feel hopeful and 

excited about my future
67% 12% 55%

I feel the College will prepare me for a successful career and/or continued 

education.
69% 6% 63%

During my first few weeks at the College, I met with an instructor or staff 

member about my progress
37% 38% -1%

Average 53% 18% 36%



Technology Interactions 

The Technology User Experience rating is 60%.  This includes 
factors including how helpful, accessible, and the overall quality 
of technology interactions were in helping them to enroll. 

UX



Question 6-7 1-2-3 NPS

First, to what degree were the technologies you used in the 

process of becoming a student helpful in getting you 

successfully enrolled at the College?

65% 6% 59%

How accessible were those technologies? 69% 6% 63%

How did you feel about the quality of your interactions and 

engagement with those technologies? (Were they user 

friendly, easy to understand, etc.)

65% 6% 59%

Average 66% 6% 60%



Ninety-seven percent plan to return spring term.  Over have 
53% plan to enroll in 11 or fewer credits.  The great majority 
plan to transfer to a 4-year college or university.  Eleven 
percent are not  returning as they work full-time or lack the 
finances to stay enrolled.  Another 11%  indicate other.

Momentum



Service Satisfaction 

The satisfaction rating for services used by new students is 
64%.  This is the aggregate rating for 17 service areas used 
by students in the first 6-7 weeks of their first term.



The Enrollment Process

The satisfaction rating with various steps of the enrollment 
process was 58%.  This includes getting information, applying 
advising, financial aid, Panthernet, the website, etc.  



Question 6-7 1-2-3 NPS

Getting information 64% 10% 54%

Applying to the college 73% 7% 66%

Advising services 66% 13% 53%

Orientation services 68% 8% 60%

Registration services 67% 9% 58%

Financial aid services 60% 17% 43%

Testing services 59% 11% 48%

Career services 60% 7% 53%

PantherWeb (online student portal) 79% 5% 74%

The PBSC website 75% 5% 70%

Average
67% 9% 58%


