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Case study 3

Curtin

Curtin University
JumpSTART

Context and purpose
The JumpSTART program takes a proactive approach to contacting students who are identified as  
‘at-risk’ of either failing a unit, or leaving university prematurely. JumpSTART deals with a myriad 
of issues including transitional matters not directly related to study (such as family and work 
commitments), academic adjustment issues (e.g. Expectations and motivation) and various  
intra-personal concerns. Advisors from the Student Transition and Retention Team (START), in 
collaboration with academic staff, contact students who meet the following indicators:

• Not attending required classes by Week 3, or other key classes later in the semester

• Submitting the first major assignment late, or not at all

• Failing any major assignments, or 

• any other key indicators as deemed appropriate by the Faculty.

START members are able to assist students with a range of issues or queries – essentially the goals 
are to:

• Clarify what issues may be affecting the student’s study

• Inform the student about the services that Curtin has available which could assist them to make 
the most of their learning experience while at University

• Connect the student to any relevant services or, if possible, resolve any issues or concerns the 
student may have at point of contact.

START aims to see higher pass rates and lower fail rates with students they successfully contact 
compared to those that they are unable to have a conversation with. START members also help inform 
students of the correct administrative procures for withdrawing from units. Previous experience at 
Curtin indicates that at the beginning of semester some students have no intention of completing the 
unit but do not realise that there are specific administrative protocols to undertake to avoid financial 
penalties.

Scale of the activity
The scale of project has varied since early piloting activity in 2010. In Semester 1, 2011 the program 
was expanded to ten first year units across the campus and in 2012 it is anticipated that the 
implementation of Starfish Retention Solutions software — an early warning student tracking system 
— will assist in revising future JumpSTART activities.
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Organisational process
Currently the JumpSTART Program targets first year, first semester undergraduate students in selected 
first year units. The units selected are chosen in collaboration with the Faculty Deans and have so far 
been made up of common core units. It is noted that if students are struggling in these core units then 
this may be indicative that they are having similar academic issues in other units.

Key stakeholders in the JumpSTART program include:

• Faculty Deans of Teaching & Learning 

• Unit Coordinators of the selected units 

• Administrative staff of the selected units 

• Curtin Information Technology Services (CITS) 

• Student Mentors 

• START Student Advisors. 

Initially trialled in 2010 in a total of six units, the program was expanded to fifteen units in 2011. Prior 
to the Starfish implementation JumpSTART operated using Microsoft Excel to record and track all 
student data and contact information. The student data is manually compiled by START staff from two 
central databases; ‘Student One’ for the administrative data and ‘Blackboard’ for the academic data. 
Senior student mentors are hired on a casual basis and trained by the START Advisors to make the 
initial outreach calls. Students requiring additional assistance or information are assigned to a START 
Advisor for further support. Trying to expand JumpSTART into a greater number of units across the 
University without any dedicated technology to support the program has proved to be a significant 
challenge in regards to staff resources. Consequently, the program has been reduced in 2012 in order 
to sustain the program and to accommodate the implementation of the Starfish software activities.

Starfish comprises of two main systems: Starfish EARLY ALERT makes it possible for instructors, 
advisors and campus staff to help at-risk students by identifying and flagging them through the 
program’s integration with course management systems and specific institutional systems;  
Starfish CONNECT facilitates contact between students and their teaching staff or advisors by 
providing a personalised rolodex of everyone who can assist the student, and allowing students to 
make online appointments with staff. 

 It is anticipated Starfish will replace the use of Microsoft Excel and automatically integrate with 
the relevant Curtin databases reducing the manual processes involved in JumpSTART. The Starfish 
trial will take place during semester two 2012 and if successful it is anticipated JumpSTART will be 
integrated across the institution.

Outcomes and evaluation 
At the end of Jumpstart’s 2010 pilot semester results of the program indicated that the students 
contacted experienced higher pass rates and lower fail rates. A survey sent to students who were 
contacted through JumpSTART at the end of 2010 indicated that students responded very negatively 
to being contacted. The final results for the semester were also poor with the statistics showing that 
students who student advisors managed to successfully contact actually experienced higher fail 
rates than those that were not contacted.

In 2011 significant revisions to the program were made, including reassessing the indicators used to 
identify at-risk students, retrieving the data from more accurate sources and importantly, revising the 
communication scripts for the program to reflect a more inclusive tone, rather than exclusive. From 
semester one, 2011 the program started to yield more positive results. See the table following for the 
combined statistics for all the units that JumpSTART operated in for 2011. 
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Pass Fail Withdrawn Other
Students contacted (772) 267 

(34.6%)
315 

(40.8%)
179 

(23.2%)
11 

(1.4%)

Students not contacted (697) 205 
(29.4%)

360 
(51.7%)

122 
(17.5%)

10 
(1.4%)

2011 JumpSTART statistics

Surveys were sent to students following semester one, 2011 and the results were significantly better 
with 93.9% of respondents agreeing that JumpSTART is a positive initiative that is useful in assisting 
first year students with an assortment of issues. Positive feedback from surveys sent to the Unit 
Coordinators participating in JumpSTART indicated that the program had been of benefit and had 
enabled them to follow-up with students that they would not ordinarily have had the time to do. 

Critical success factors
• Support and engagement of Unit Coordinators and Faculty Deans 

• Highly trained and confident senior mentors to make the outgoing calls to students

• Ongoing support of Curtin’s IT Services Team 

• Availability of START Student Advisors 

• The language of program communications to be inclusive, rather than exclusive. 

Challenges
• Lack of dedicated technology to support the program’s expansion 

• Retrieving the at-risk student data from Unit Coordinators in a timely manner 

• Calling students in a timely manner 

• Retrieving accurate data from Unit Coordinators

• Maintaining the integrity of the data stored on the Excel spread sheets despite several callers 
making changes to them.

Website
JumpSTART program http://unilife.curtin.edu.au/staff/jumpstart_program.htm

Contacts
• Ms Jade Habib, START Student Advisor

• Dr Jim Elliot, Associate Director Student Transition.

Key resources
• Email Action Plans for students

• Phone scripts 

• Survey sent to students as part of evaluation of the program

• PowerPoint Presentation about JumpSTART in first lecture/class

• Student handouts given out to students in their first lecture/class.

Curtin
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Dissemination
Elliott, J. ( 2011, December). JumpSTART: The Challenges faced by Curtin University when implementing 

a program targeting ‘at-risk’ student. Paper presented at The Australia and New Zealand Student 
Services Association Biennial Conference. Retrieved from http://anzssa.epicconferences.com.au/
program.htm

Artefact C

Type: Promotion and Marketing 
JumpSTART advertising material: PowerPoint and handout

At the beginning of the semester (in the first or second week of lectures) students in a particular 
first year foundation course receive a brief overview of the JumpSTART program and the services 
available to them as university students. This overview of the project, as well as a handout for all 
students, are presented in lecture time. Information with the PowerPoint slide assists the lecturer in 
articulating JumpSTARTs purpose: 

When reading this slide please ensure that you emphasise that as Curtin students they 
have a wealth of services available to them. Many students have a negative view of 
what ‘support services’ entail, so please address this by saying that support services 
encompass a wide range of services including our new gym facilities, Curtin Volunteers!, 
and our Health Service – not just our Counselling service as some students may think. 
Curtin’s support services are not just services for people with ‘problems’ – they are for 
everyone! 

It is students’ responsibility to ensure that they use as many of these services as possible 
to enhance their university life experience!!

Inform students that START is the area on campus that helps students make a smooth 
transition into University study. The call is a non-invasive, friendly contact to see how the 
student is going with their study and to see if there is any info that START can provide 
them with in regards to Curtin’s support services or any other areas. 

If students have any questions about the program, or would like any general info they are 
welcome to contact START on the contact details at the bottom of the slide. 

Alignment to the Social Justice Principles

These resources exemplify both the Access and the Rights principles making information about the 
service and specific expectations explicit to the student early in the teaching period.

Curtin
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JumpSTART PowerPoint

JumpSTART

The JumpSTART program is designed to reach out to new students who may not know 
of these services, or know how to access them.

If you: 
• Do not regularly attend classes for the first three weeks of semester
• Do not complete the SUCCESS English Test
• Do not register for the SUCCESS classes (if required to do so)
• Do not submit; or fail the Assignment Outline with less than 50%

Then you will receive a friendly email and call from someone at the Student Transition 
and Retention Team (START) to see if there is any info that they can provide you with. 

The calls are confidential and you have the right not to participate if you wish. 

START: Building 102, start@curtin.edu.au or ph 9266 2662

To access both the PowerPoint and the handout please visit:  
https://safeguardingstudentlearning.net/?page_id=436
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Institutional profile*

Curtin University is an Australian public university and was established in 1967, becoming a university 
in 1987. Curtin has its main campus in Perth (Bentley), Western Australia (WA) with other WA campuses 
including Albany, Armadale, Geraldton, Kalgoorlie, Midland and Port Headland plus offshore campuses in 
Singapore and Malaysia.

Total student enrolment 43,620
Undergraduate 32,554

Postgraduate  9,899

Domestic+  60.3%

International+  39.7%

Student demographics
Indigenous 2% this is high compared with other institutions

Regional/remote students+ 14.28%

Low SES+# 11.33%

Non-English speaking background+ 4.27%

Mature age (over 25 years) 
undergraduates

20% this is average compared to other institutions

Student study options
Undergraduate part-time 19% this is average compared to other institutions

Undergraduate external or mixed mode 4% this is average compared to other institutions

Postgraduate part-time 56% this is low compared to other institutions

Postgraduate external or mixed mode 26% this is average compared to other institutions

Student entry details
School-leavers 48% this is average compared to other institutions

Prior TAFE credits 7% this is average compared to other institutions

International undergraduates 14,080 this is a very big number compared to other 
institutions

International postgraduates 3592 this is a big number compared to other institutions

*Except for items marked with ‘+’ all profile information is from The Good Universities Guide (2012). 
Retrieved from http://gooduniguide.com.au/ratings/compare/CURTIN?studyType=UG&state=WA&action 
Search=Search

+This profile information is from the Australian Government website MyUniversity with data collected for the 
2011 year. Curtin University information is retrieved from http://www.myuniversity.gov.au/Curtin-University-
of-Technology/Statistics/2236

#Currently in Australia the SES of higher education students is determined by the geographic area or 
postcode of the student’s home. The Australian Bureau of Statistics (ABS) Socio-Economic Indexes for 
Areas (SEIFA) Index of Education and Occupation (IEO) is used to rank postcodes. The postcodes that 
comprise the bottom 25% of the population aged between 15 to 64 years at the date of the latest census, 
based on this ranking, are considered low SES postcodes. Students who have home locations in these low 
SES postcodes are counted as ‘low SES’ students.

Source: Department of Education, Employment and Workplace Relations. (2009). Measuring the  
Socio-economic Status of Higher Education Students. Discussion Paper. Retrieved from  
http://www.innovation.gov.au/HigherEducation/Documents/LowSES_Discussionpaper.rtf
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