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“It is not going to take you very long to see an impact, and I think that’s what we
need now at community colleges.”

How WITCC built one coordinated
texting model across nine teams



“I felt that each department was doing their own thing. We were assuming that
the students were going to read email all day long and pick up everything that
they needed.”

“What I said when I went to vet products is, make me think that I’m sending this
message from my iPhone to this person. I wanted that experience to be smooth
on both ends.”

IT owns the capability;
departments own the conversation

“It’s easy to get the product, and it functions for what you want right now, but
that doesn’t mean that it doesn’t have new capability to move beyond that.”
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One map of every message a student receives

“Now, with one solution in place, we can trace the number of messages that a
single student is getting, how often they’re coming, and who is responsible for
sending them.”
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“It used to be, how many today are just going to show up out of the blue? Now it’s so
nice to say, this is actually how many are coming. You can make the experience better
for everyone.”

“If they get a text, there’s an action connected to it, and I think that’s important, too.”

“The phone rang off the hook that day here at the institution, because everybody thought
it was a giant scam. We learned very quickly that we definitely have to be careful of what
we’re asking.”

“When it gets to that point where you’re still giving that information, and you haven’t
got to what it is yet, then that’s where you have to kick in as the human side of it and be
that person.”



“Most of the time, the suggestions that are being offered aren’t to add more, or do more, or
cost more. It is: use what we already gave to you, and use it more effectively.”

“If you get a text, and I have the information behind that person, of the program, who they
are, and what they’re doing, my answer might be very tailored instead of that general
web summary.”

“Formulate the teams of how you’re going to do it, and each team will be able to start
working pretty quickly.”


