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Introduction

In 2018, Palm Beach State College (PBSC) launched a five-year strategic plan, Panther 
Strong 2023, setting an aggressive goal to become a nationally recognized leader in 
advancing student success. This plan established specific strategies to strengthen 
community connections, align offerings to meet workforce needs; attract, retain, and 
graduate students in accelerated ways.

The College subsequently conducted a Survey of Stakeholders during the Fall 2018 
term to assess current strengths and opportunities for improvement. This survey was 
a first-time effort to evaluate the knowledge, awareness, attitudes, interactions and 
engagement of the College’s key stakeholders. A survey link was emailed to 941 
contacts and successfully delivered to 843 of them. 

The survey remained open for about one month, 102 responses were recorded 
between October 23 and November 22, 2018, for a response rate of 12%.  



Respondents described themselves primarily as: 

community leaders (19%)

executive leaders (17%)

members of local business organizations (14%)

elected or appointed officials/civic leaders (11%)

members of PBSC business advisory councils (10%)

There were also a smaller number of education partners (7%), PBSC 
graduates (7%), PBSC donors (4%) and others (9%).



Net Promoter Score

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.



<<

ENGAGEMENT

Participated

Interacted

95% participated in one or more College 
activities

92% visited at least one campus in past year

37% of stakeholders have attended PBSC

89% of immediate family members 
attended PBSC

Visited

Attended



>> Strengths

Attributes

Word of 
Mouth

Familiarity

AWARENESS

30% indicate they are very familiar with 
PBSC programs; 23% rated a 1-2-3, for a 7% 
net promoter score.

Highest rated attributes — affordability, 
overall value for cost, diverse students, and 
small class sizes.

Lower rated attributes — quality programs, 
qualified faculty, reputation of the college 
and flexible enrollment options

81% would recommend PBSC



Question Importance
How 

Well
Gap

Instructors who are well qualified in their fields 99% 79% -20%

Quality education 98% 78% -20%

Overall value for the cost 91% 90% -1%

Flexible enrollment options (e.g., online, 

compressed terms, weekends)
91% 78% -13%

Affordability 89% 87% -2%

Credits transfer easily 89% 80% -9%

Flexible schedules (days, times, etc.) 86% 76% -10%

Reputation of the college 82% 69% -13%

Variety of programs and degree options 81% 76% -5%

Continuing education programs 70% 82% +12%

Diverse student base 60% 80% +20%

Small class sizes 42% 62% +20%
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Needs
Met

Impact

Responsive

Accessible

NET PROMOTER on SATISFACTION
81% are satisfied as a whole with PBSC

76% give PBSC a top box rating of 6 or 7 
based on all they have seen or heard

68% say that PBSC meets the needs of the 
area

75% say PBSC leadership is accessible

71% indicate PBSC is responsive to 
community and business needs

70% feel PBSC contributes significantly to the 
counties economic development



Proposed Learning Outcomes

Respondents rated how well they believe that five proposed learning outcomes 

capture the knowledge, skills or abilities PBSC students should be able to demonstrate 

upon degree completion using a scale from 1 to 7, where 1 means not at all well and 7 

means very well. Overall, the stakeholders generally did not believe the proposed 

outcomes capture very well what the students should have learned by graduation.

Question 6-7 1-2-3 NPS

Communications: Students can effectively articulate in written, oral, and 

nonverbal formats while responding to the needs of various audiences.
67% 4% 63%

Critical Thinking: Students can apply evaluative, creative, and reflective 

thinking to form justifiable conclusions.
60% 2% 58%

Information Literacy: Students can ethically and effectively locate, 

evaluate, and use information to create and share knowledge.
68% 0% 68%

Science, Technology, Engineering and Mathematics (STEM): 
Students can employ a variety of quantitative or scientific methods or 

technology to analyze and apply information, design and evaluate processes, 

draw conclusions, and propose solutions related to S.T.E.M. content.

70% 2% 68%

Socio-Cultural Understanding: Students can explore diverse socio-

cultural perspectives, evaluate the impact of the arts, and demonstrate social 

responsibility.

77% 2% 75%


