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Simple Steps for Maximum Impact: A Case Management Approach to Connecting with Transfer Students
Innovative Initiatives, Partnerships and Collaboration - Facilitated Discussion

Transfer students present unique needs and challenges to four-year institutions and, therefore, need specifically tailored proactive outreach for 
support services. USF’s Office of Academic Advocacy Transfer Team will share best practices in refining a rubric intended to stratify risk based 
on urgency and severity of needs, and a corresponding differentiated care pathway or communication protocol. In this facilitated discussion, 
participants will explore opportunities for incorporating a rubric and standardized outreach protocol at their respective institutions.
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Introductions
• University of South Florida – Office of Academic Advocacy

• Transfer Advocacy Team
• Anthea Henderson
• Andrew Mason, @ASMason_USF
• Carly Walters

• #TransferCaseMgmt
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Agenda
• Learning Outcomes
• Case Study

• Purpose
• Needs Assessment

• Rubric Creation
• Observations / Outcomes
• Facilitated Discussion
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Learning Outcomes
Attendees will…
• identify ways to coordinate outreach efforts which may positively impact 

transfer student success
• explore how to develop coordinated outreach and follow up efforts when 

working with such a multifaceted and unique population
• gain insight into improving or initiating their own standardized outreach 

protocol
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Case Study – Purpose
• To understand the benefits of the rubric for initial case triage and the 

standardized outreach protocol
• To establish better tracking and more consistent outreach to students
• To improve quality of services
• To better quantify outreach outcomes through a case management model 

that is sustained, strategic, integrated, proactive, and personalized (SSIPP) 
(Kalamkarian, Karp, & Ganga, 2017)
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Case Study – Purpose [cont.]
• To ensure that outreach is proactive and personalized
• To consider how a standardized outreach protocol could mitigate transfer 

shock and improve outcomes
• To determine the most effective timelines for when to push more 

communication
• To better understand how to eliminate the “guess work” out of how/when to 

communicate with transfer students
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Case Study – Needs 
Assessment
• Most of the emphasis has previously been on FTIC student success
• 58% of USF undergraduates are transfer students
• Transfer students present unique needs and challenges to four-year 

institutions
• Noted the greater sense of urgency when working with this population

• often facing unique academic, personal and social concerns
• significant impact on their academic success an timely graduation

8



Case Study – Needs 
Assessment [cont.]
• Transfer students are typically expected to complete their degree in four to 

six semesters
• narrow window for allowing students the opportunity to explore major 

options and develop resiliency to obstacles at a 4-year institution
• Transfer students often show up on our radars with a confluence of issues, 

not typically helped with a singular solution
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Rubric – Creation
• Refined an existing case management rubric

• stratify risk based on urgency and severity of needs
• more appropriately address the concerns unique to transfer students

• Developed corresponding differentiated care pathways and a 
communication protocol

• Created an outreach protocol based on a standardized rubric
• Implemented this modified rubric Fall 2018 semester
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Rubric – Low
• Student exhibits behaviors which may create concerns for their academic 

progression, if not addressed
• Poor class attendance
• Low/failing mid-term grades
• Major reselection with viable alternative
• Could benefit from better study skills, tutoring 
• Major/career incongruence
• Random failed classes
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Rubric – Medium
• Student experiences barriers that directly impact their academic 

performance, putting the student at risk of excess hours or attrition
• Moderate/persistent wellness concerns
• Transportation issues
• Employment conflicts
• Financial concerns
• Food insecurity
• Excess withdrawal attempt
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Rubric – Medium [cont.]
• Student experiences barriers that directly impact their academic 

performance, putting the student at risk of excess hours or attrition
• Personal conflicts
• Major reselection with limited alternative options
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Rubric – High
• Student has multiple complex issues that will lead to a separation from the 

university if not addressed
• Elevated wellness/medical concerns
• Poor grades while on academic probation
• Housing insecurity
• Death of family member
• International student at risk of losing sponsorship or status
• Victim of violent crime
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Sources of Interaction
• Predictive Factors

• Historical Data
• Live Data

• Referral via Archivum/Email
• Campus Partners
• Care Team
• Instructor Canvas Button

• Referral via Intake
• Student Self Referral
• Referral from University 

Community
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Risk Stratification – Predictive 
Factors
• Canvas Grade Reporting (live)
• Not Registered
• Canceled for Non-payment Reports
• Holds Queries
• Midterm Grades
• Withdrawal Attempts

• Academic Standing
• Academic Probation
• Number of Prior Institutions
• Civitas Predictive Analytics Platform 

(2014)
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Differentiated Care Pathways
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Coordinating Care
• Academic Advising
• Academic Success Center
• Career Services
• Financial Aid / Financial Education
• Housing & Residential Education
• Library Research Staff
• New Student Connections (PALS)
• Student Outreach Support / SOCAT
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Outreach Protocol – Original
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Indicator Initial Outreach Next Steps Continued Outreach Next Steps
Final 

Outreach
Last Steps

Low
Send email

Create Task in Archivum for 
continued outreach reminder

If student responds to email, 
delete Task

If origin of student concern 
was based on OAA 

research/outreach, create a 
referral to self

If after 5 days no response is 
received, send follow up email

Continue Task reminders in 
Archivum or manage referral 

outcome

If student responds to email, 
delete Task and open a 

Referral/ Case

If after 10 days no response is 
received, send final email

If student does not respond, 
close referral in Archivum

Medium

Send email

Create Task in Archivum for 
continued outreach reminder

If student responds to email, 
delete Task, and open a Case 

-Unless-

If origin of student concern 
was based on OAA 

research/outreach, create a 
referral to self

If after 3 days no response is 
received, send follow up email

If after an additional 2 days, 
no response is received, call 

student.

Continue Task reminders in 
Archivum or manage referral 

outcome

If student responds to email, 
delete Task, and open a 

Referral/ Case

Consult with Leslie to ensure 
thorough assessment

Look for campus partner 
connections in continued 

outreach

If after 5 days no response is 
received, send final email

If student finally responds, 
open a Case 

Make appropriate referral to 
SOCAT or campus partner 

based on lack of response and 
close referral in Archivum

High

Send email

Create Task in Archivum for 
continued outreach reminder

If student responds to email, 
delete Task, and open a Case 

-Unless-

If origin of student concern 
was based on OAA 

research/outreach, create 
referral to self

If after 2 days, no response is 
received, send follow up email

If after an additional day, no 
response is received, call 

student

Continue Task reminders in 
Archivum or manage referral 

outcome

If student responds to email, 
delete Task, and open a 

Referral/ Case

Consult with Leslie to ensure 
thorough assessment

Look for campus partner 
connections in continued 

outreach

If after 3 days no response, 
send another email.

If after an additional 2 days no 
response is received, make 

final phone call

If student finally responds, 
open a Case

Make appropriate referral to 
SOCAT or campus partner 
based on lack of response, 

and close referral in Archivum



Outreach Protocol – Modified
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Indicator Initial Outreach Next Steps Continued Outreach Next Steps
Final 

Outreach
Last Steps

Low
Send email

Create Task in Archivum for 
continued outreach reminder

If student responds to email, 
delete Task

If origin of student concern 
was based on OAA 

research/outreach, create a 
referral to self

If after 5 days no response is 
received, send follow up 

email

Continue Task reminders in 
Archivum or manage referral 

outcome

If student responds to email, 
delete Task and open a 

Referral/ Case

If after an additional 5 days 
no response is received, close 

referral in Archivum
N/A

Medium

Send email

Create Task in Archivum for 
continued outreach reminder

If student responds to email, 
delete Task, and open a Case 

-Unless-

If origin of student concern 
was based on OAA 

research/outreach, create a 
referral to self

If after 5 days no response is 
received, send follow up 

email

Continue Task reminders in 
Archivum or manage referral 

outcome

If student responds to email, 
delete Task, and open a 

Referral/ Case

Consult with Leslie to ensure 
thorough assessment

Look for campus partner 
connections in continued 

outreach

If after an additional 5 days, 
no response is received, make 

final phone call student

If student finally responds, 
open a Case 

Make appropriate referral to 
SOCAT or campus partner 

based on lack of response and 
close referral in Archivum

High

Send email

Create Task in Archivum for 
continued outreach reminder

If student responds to email, 
delete Task, and open a Case 

-Unless-

If origin of student concern 
was based on OAA 

research/outreach, create 
referral to self

If after 2 days, no response is 
received, send follow up 

email

Continue Task reminders in 
Archivum or manage referral 

outcome

If student responds to email, 
delete Task, and open a 

Referral/ Case

Consult with Leslie to ensure 
thorough assessment

Look for campus partner 
connections in continued 

outreach

If after an additional 3 days 
no response is received, make 

final phone call

If student finally responds, 
open a Case

Make appropriate referral to 
SOCAT or campus partner 
based on lack of response, 

and close referral in Archivum



Observations / Outcomes
• Scaled down is better – simple yet strategic
• Okay to close referrals with no resolution due to lack of response

• Students will reach back out when they are ready
• Modified structure allows more time, to better serve more students
• Important to manage self-care
• Performance-Based Metrics / Performance-Based Funding
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Facilitated Discussion
• What are some of your institution’s approaches to student outreach? What 

has worked/needs improvement?
• Has anyone used a standardized process for outreach?  What is unique 

about your approach?
• What challenges have you faced with transfer student outreach?
• If you have a standard outreach protocol, how could you improve it? If you 

don’t, how could you initiate a protocol for student outreach?
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Questions?
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Contact Information
• University of South Florida – Office of Academic Advocacy

• www.usf.edu/undergrad/academic-advocacy

• Transfer Advocacy Team
• Anthea Henderson, AHenderson1@usf.edu
• Andrew Mason, ASMason@usf.edu, @ASMason_USF
• Carly Walters, CJWalters@usf.edu
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