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Case study 4

Edith Cowan University (ECU)
Connect for Success (C4S) 

Context and purpose
Connect for Success (C4S) is a proactive, ECU-wide student retention and success initiative that 
systematically identifies students who may require additional support to undertake and complete 
their studies. Students are identified using predictive analytic models produced by ECU’s Enterprise 
Information Management (EIM) system. Students are then contacted and case-managed by Student 
Connect Officers if they choose to ‘opt-in’ to the initiative.

C4S aims to improve the success of students at ECU, and subsequently, retention and graduation 
rates. The program was developed after formative consultation with ECU staff. C4S has several key 
objectives:

• Improvement of the University-wide retention rate (1% per annum)

• Positively impact the retention rate of case-managed students

• Positively impact the success rate of case-managed students

• Positively impact the Weighted Average Mark (WAM) for case-managed students

• Positively impact the progress of students placed on formal interventions.

Scale of the activity
C4S was granted funding in September 2011. Project initiation began in January 2012 with first 
contacts with newly commencing students beginning Semester 1, 2012. C4S is being progressively 
rolled out supporting all commencing and continuing undergraduate and post graduate students from 
all faculties. The program has been funded for three years with extension of funding dependent upon 
outcomes. 

Organisational process 
C4S aims to case-manage all students who may require additional support to complete their studies 
at ECU. In the initial pilot phases of the project, only commencing undergraduate students were 
included in the project scope. Now that business processes have been developed, refined and 
streamlined all commencing and continuing students are supported by C4S.
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C4S is managed by the Student Services Centre with full support of Schools, Faculties and other 
Service Centres. Project progress and design is guided by the Project Board which includes the Deputy  
Vice-Chancellor Academic, Deputy-Vice Chancellor Teaching, Learning and International, an 
Executive Dean, the Director of the Student Services Centre, the Chief Financial Officer and the Chief 
Information Officer. The Senior User Group (working party) comprises of senior managers within the 
Student Services Centre, as well as senior managers from Faculties. This group works in conjunction 
with the Project Board to lead the roll-out of C4S at ECU.

Data available in ECU’s Enterprise Information Management (EIM) system (COGNOS) was used to 
develop statistical models in SPSS that provide an indication of each student’s possible need for 
support. Students identified by the C4S program are contacted by Student Connect Officers. Student 
Connect Officers are a specialist student support role responsible for addressing and resolving 
complex student issues and enquiries by implementing a wide range of high level support strategies. 
These include, but are not limited to, one-on-one student consultations, the implementation of action 
plans and interventions, referral to services internal and external to ECU and specialist visa advice 
for international students. 

Reports from the EIM are generated regularly and the students identified as most in need of support 
are contacted via email (using campaigns in the CRM, RightNow). The initial student email provides 
a hyperlink where students can nominate to opt in or out of the program. Students who opt into the 
program and those who do not reply to the email are contacted by a Student Connect Officer by 
telephone. An overview of the high level process is provided below. 

Outcomes and evaluation 
Regular evaluation of C4S is conducted to ensure the initiative is meeting the program Performance 
Indicators (PIs) as well as positively impacting relevant ECU Key Performance Indicators (KPIs).

It is anticipated the C4S initiative will directly impact ECU’s Retention KPI. Research indicates 
that with an aggressive retention strategy, university-wide retention rates can be increased by  
1% per annum. 
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Measure Target
Commencing Retention KPI 1% improvement over 2011 retention results. Target to be review 

for subsequent years. 

In addition the following PIs will be used to evaluate the effectiveness of the program at the end of 
each semester.

Measure Target
Percentage of contacted students 
who ‘opt into’ the service. 

30% 

Case-managed students WAM. Average WAM higher for students opting for support than those 
who opt out of the program.

Case-managed students’ retention 
rate.

Case-managed students’ retention rate higher than that of the 
students who opt out of the program.

Case-managed students’ progress 
rate.

Case-managed students’ progress rate higher than that of the 
students who opt out of the program.

Success of formal interventions for 
case-managed students.

No change or a positive change in a student’s Academic Progress 
Status.

Critical success factors
• Trained and knowledgeable Student Connect Officers

• Partnerships with institutional stakeholders 

• Knowledge of clear roles and boundaries with other ECU services

• Procedures that work (on a day-to-day basis)

• Strong executive support.

Challenges
• Institutional perspectives of ‘the program’

• Integrity of the data – interpretations and the manual activity at the beginning phases 

• Resourcing the program at peak times – for example during Orientation 

• Integration of systems at an institutional level – for example Callista and RightNow

• Student suspicion.

Website 
http://intranet.ecu.edu.au/staff/projects-and-initiatives/connect-for-success/overview

Contacts
• Dr Glenda Jackson, Director Student Services Centre

• Mrs Jackie Moffatt, Manager Student Liaison

• Mr Nick Martin, Manager Student Connect Team.

Key resources
• Communication scripts (Email and Telephone)

• Action Plans for students (custom space built in RightNow).
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Key dissemination
Jackson, G., & Read, M. (2012, June). Connect for Success: A proactive student identification and 

support program. Presented at the 15th International First Year in Higher Education Conference. 
Retrieved from http://fyhe.com.au/past_papers/papers12/Papers/9B.pdf

Artefact D

Type: Process 
Connect For Success (C4S) — RightNow

ECU’s C4S Program has a custom built space in their RightNow (CRM) interface to record the case 
notes of each contact made with respective students. Once a student has chosen to opt in, a case 
is created in RightNow, with the Case Summary being the front screen that gives an overview of 
the student details. The Contact Log provides a snapshot of every contact with a student, whilst 
the Contact Point/Notes and Action Plan screens provide the space for more detailed notes to be 
recorded. C4S also has the capability to book further appointment times with the student via an 
interface with TimeTrade (an appointment management system) and also quickly check other CRM 
enquiries the student has made via the system.

Alignment to the Social Justice Principles

This resource illustrates both the Self-determination and the Participation principles. The student 
has the option to opt-in or out of the contact activity and also participates in the development of an 
‘action plan’ becoming an active participant in their support pathway.

To access the de-identified RightNow screenshots please visit: 
https://safeguardingstudentlearning.net/?page_id=439
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Institutional profile*

Edith Cowan University (ECU) is a public university in Western Australia and was established in 1902, 
becoming a university in 1991. ECU has three campuses in the state: Joondalup, Mount Lawley and  
South West.

Total student enrolment 26,583
Undergraduate 17,833

Postgraduate 7,372 this is a high number compared to other institutions 

Domestic+ 80.1%

International+ 19.9%

Student demographics
Indigenous 1% this is average compared to other institutions

Regional/remote students+ 18.64%

Low SES+# 13.44%

Non-English speaking background+ 2.72%

Mature age (over 25 years) 
undergraduates

33% this is high compared to other institutions

Student study options
Undergraduate part-time 28% this is high compared to other institutions

Undergraduate external or mixed mode 14% this is high compared to other institutions

Postgraduate part-time 52% this is low compared to other institutions

Postgraduate external or mixed mode 31% this is average compared to other institutions

Student entry details
School-leavers 37% this is low compared to other institutions

Prior TAFE credits 13% this is high compared to other institutions

International undergraduates 3,842 this is big number compared to other institutions

International postgraduates 3,181 this is 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/ECU?studyType=UG&state=WA&actionSearch
=Search

+This profile information is from the Australian Government website MyUniversity with data collected for 
the 2011 year. ECU information is retrieved from http://www.myuniversity.gov.au/Edith-Cowan-University/
Statistics/2235 

#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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