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Background 

After its second year, in order to improve the quality of its products, services and the 
satisfaction of the participants, the CCP administered a survey to be completed by 
individuals who had utilized those products and services. The following is a reporting of 
the methods and findings of the survey, including a discussion of the implications for the 
work of the CCP as well as potential future areas for research.  

The Survey 

The College Connections Project Feedback Survey was implemented online through email 
notification. A total of 793 individuals were contacted and invited to take part in the survey, 
with the enticement of a $30 gift card to Amazon.com. In addition to the initial email survey 
invitation, two reminder email invitations were sent to participants before the close of the 
survey. 86 completed the survey, representing a response rate of just under 10%. The 
somewhat low response is not a concern, because there is no evidence to suggest that it 
biases the sample.  

The survey was designed to answer questions in two areas: details of the services utilized, 
and satisfaction with those services. The services themselves were divided into five 
categories: workshop attendance, one-on-one college application assistance, CUNY 
assessment test prep, and college application fee waiver. The workshops were likewise 
distinguished by location. Participant satisfaction was measured in seven questions, four of 
which were measured on a five point Likert scale to differentiate the degree of support to 
each assertion. These measured satisfaction with program staff, assistance provided, 
benefits gained and willingness to recommend the program. The final three questions were 
free response questions regarding impact on college-going process, areas of improvement, 
and feedback for staff members. 

Results 

The results of the survey are encouraging. Overall, the feedback from participants was 
extremely positive, in spite of the fact that the CCP is a very young program that has had 
little time to develop its services. An overwhelming majority of the survey responses –
approximately 95% – were positive in each of the four questions measuring satisfaction. 
Even more encouraging is the fact that the most positive of the choices on the five-item 
scale, strongly agree, made up approximately 70% of the responses overall1. The graphs 
below demonstrate the consistency across all four questions, with only a mild drop evident 
in the question about benefits of the program. 

                                                        
1 Six individuals’ multiple-choice answers were judged to be erroneous by the author and were marked as non-responses 
to avoid corrupting the data. The criteria used to identify these six was a direct and irreconcilable contradiction of the 
multiple-choice answers by those in the free response section.  



            

As can be seen in the first graph above, over 95% of respondents agreed that the CCP staff 
was courteous, respectful, and approachable. Similarly 97% reported being satisfied with 
the assistance provided by the CCP, as can be seen in the second graph above. 

          



The third graph shows that over 93% of respondents agree that they benefited from CCP 
activities, while the fourth shows that 87% expressed a willingness to recommend the CCP 
to friends who are interested in college-related information and services. When taken 
together these overwhelmingly positive responses clearly demonstrate that the CCP’s work 
is to the satisfaction and benefit of its participants.  

The free-response section tells a similar story. There are clear consistencies among the 
answers to each of the three questions. The most common responses, by far, were those 
that described the CCP and its staff positively. The first question asks participants about 
CCP’s impact on their understanding of the college process and educational planning 
decisions. In their own words, 49 of the respondents stated or implied that the program 
had benefited them in this way. In contrast, only 8 respondents replied in the negative to 
this question, and 2 gave a mixed response. Examples of the responses include: 

“Before taking this workshop I wasn't sure how I would even start.  They 
provided the information I needed to figure out what it would actually 
take to go back to school after having a career and what I need to 
consider in order to be successful.” 

“The representative gave good insight into the options for financial aid.” 

“They are such wonderful and patient people. They didn't give up on me. 
They encouraged me to go to college and helped me every step from 
financial aid to actually applying to college.” 

“They helped me in understanding the value of a college education.” 

“No, I was already knowledgeable.” 

The second-free response question asked for recommendations for ways the CCP could 
better serve individuals seeking information on college-going and financial aid. 26 of the 
respondents stated that they saw no areas in need of improvement. In most of these cases 
the response included praise for the services and staff, such as: 

“I feel that they did a great job explaining every little detail. I don't think 
it gets any better!” 

“Keep doing what you're doing. It helped me more than you know.” 

“The CCP staff member that assisted me was, among other things, very 
knowledgeable courteous, professional and informative.” 

In addition, several respondents made concrete suggestions. Five suggested that the CCP 
expand the number of available spaces or conduct outreach or advertising to attract more 
participants. Five respondents recommended that CCP expand follow-up efforts with 
former participants, and four more suggested increasing the amount of information 
available on financial aid. 

The third free-response question asked participants for feedback about individual CCP staff 
members, including constructive comments. 50 of the respondents replied with praise for 



the staff, including 33 who singled out individual staff members in their positive remarks. 
The comments highlighted both the staff members’ professional and personal qualities as 
helpful. In contrast, just one of the respondents was critical of the staff.  

Respondents utilization rate of each of the five principal services ranged from 36% to 
52.3% of the respondents. Financial aid application assistance was the most utilized in the 
sample, and CUNY assessment test prep was the least.  

 

The distribution of participants across workshop locations is shown below.  

 

 

Future Recommendations 

The decidedly positive results of the survey reflect well on the CCP and its staff, while at the 
same time limiting the utility of the survey to guide program development. Without 
sufficient criticism it is difficult to identify areas for improvement. While some suggestions 
were made, they were diverse and only loosely related to one another. It would be 
impossible to identify development priorities with this data alone.  

While the survey design may have limited utility for professional development purposes, 
these limitations highlight the requirements for future evaluation of the program. First 
among these requirements is a sampling method that minimizes bias. The use of email 
invitations may not capture an entirely representative sample of the true population of 
participants. It is possible that those participants whose experience was positive would be 
more likely to take the time to complete the survey. Contrarily, dissatisfied participants 
may be especially motivated to voice their grievances. The fact that we cannot predict the 
form this bias will take makes the design of a future evaluation critical. However, the 
overwhelmingly positive levels of satisfaction create margin enough to eliminate concerns 
about this survey’s overall results. 



In addition to a strengthened method for gathering survey data, it is recommended that a 
future evaluation undertake a formative analysis of the CCP to inform program 
development. Formative analyses are especially useful for programs that are compensatory. 
This is because the social need addressed, in this case the lack of knowledge of colleges and 
educational planning, is likely multifaceted and associated with other forms of social 
disadvantage. What’s more, the implicit goals of the CCP go beyond the provision of 
services to fill the knowledge gap. The premise that increased knowledge can lead to higher 
levels of college enrollment, preparedness and eventual success is at the core of the 
organization’s mission. Any additional obstacle to these long-term goals in the lives of 
participants must therefore be considered to be important contextual information for the 
CCP. Since it works in an environment where the connections between need, services and 
goals are so complex, this type of analysis can yield valuable insight into how a program’s 
activities and priorities fit into both the larger picture and the particular realities of 
individuals’ lives. 

Finally, it is also recommended that the CCP study potential ways to undertake an impact 
analysis. This can be accomplished as part of a formative evaluation or separately, but 
should be undertaken as an impact evaluation can be a critical tool in the development of a 
program. While there is every reason to believe that the positive responses described here 
are evidence of a well-functioning program, even the most positive survey responses may 
contain considerable margin for improvement. Since the target population of the CCP is 
primarily low-income it is likely that the provision of social services it is accustomed to 
receiving is of a mixed quality. That the CCP stands out from the pack is highly 
commendable, but is not evidence of perfection. There may be numerous ways in which the 
program may evolve in order to build upon its successes to deliver even greater results in 
the future. In order to do so, it is crucial to identify objective and reliable ways to measure 
the success of the program to serve both as a benchmark and as a tool to distinguish 
between cases with low, medium and high levels of success, thereby enabling greater 
institutional capacity for reflection and improvement.  

In the interim, the CCP staff and stakeholders should be proud of these results. They 
represent a noteworthy positive contribution to the educational trajectory of the 
participants, and should be seen as success worth celebrating. 
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