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EXECUTIVE SUMMARY 

Overview 

El Camino College hired Interact Communications to explore the admissions and registration process 

experience firsthand. The research focused on discovering the message, service and total experience 

that potential students receive. Interact reviewed the communication and presentation of information 

at both the main campus and the Compton Center location. Specific items of focus included the 

telephone and email inquiry experience, and the ease of accessing information online. Research was 

conducted during the later part of the application and registration window for Fall 2016 (specifically, 

late August and early September 2016). 

 

Knowing Your Systems 

When it comes to communicating with new and potential students, first impressions are important. 

Not only are effective communications practices crucial to enrollment and retention efforts, they can 

also influence the general reputation of a college in comparison to its competitors.  

Facing competition from four-year institutions and private career colleges, it is common for a 

community college to tout its personal assistance, guidance and focus compared with a big local 

university, or to boast a richer campus life than the local “get-it-done-quick” corporate career 

institute. But accessibility doesn’t just mean simpler admissions process – it’s also the ease with 

which students can access the appropriate staff, services and information. 

Knowing how your communications plan is executed over the phone and online is key to developing 

an effective messaging strategy. The purpose of this research is to review the communications 

processes of El Camino College and examine its ability to respond to student inquiries.  

 

Methodology 

By “spoofing” the intake process from the perspective of individuals in the prospect stream, we 

gathered information on the quality, efficiency, and ultimately, the effectiveness of the college’s 

communications efforts. This information was used to make recommendations on how El Camino 

College might improve its own communication process. 

The study was conducted from the perspective of an English-speaking potential student. The 

researcher placed telephone calls, filled out online prospect forms and sent emails requesting 

admissions information to multiple student services contacts and phone numbers, using the contact 

numbers and emails provided on their respective websites.   

Adopting pre-determined personae, the researcher called El Camino College offices, seeking general 

information about the college as a potential student hoping to begin classes. These calls were made 

during fall registration, as well as just before and after the first day of classes. The researcher was 

undecided in their field of study, but exploring programs and determining registration protocol. The 

researcher recorded details about the conversations. 

The researcher also attempted to find information on each college’s website, from the perspective of a 

potential student; including entering the application portal as much as possible. 
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The following report is an analysis and summary of those contact attempts, a review of the materials 

utilized to gather information, identification of other issues noted as a result of the research.  

 

General Recommendations 

1) Promptly follow up on all prospective student inquiries 

 Ideally, all prospective contacts would be reported to the appropriate department for follow-up 

contact attempts as soon as possible, whether they are through phone calls, email, social media, 

face-to-face contacts or regular mail. All potential student contacts need to be followed up in a 

timely manner.  

2) Have a plan for handling prospective students with special needs 

 A review of protocol for inquiries from non-English-speaking, limited English-speaking, or disabled 

potential students is recommended, whether they come from phone calls, emails or other methods 

of contact.  

3) Always give your name and contact information, and request their information 

 Never talk to a prospective student in person or over the phone without first introducing yourself, 

providing your contact information (or the person that they should be contacting next), and finding 

out their name and contact information as the first thing you ask (not the last thing). 

 

Specific Recommendations 

1) Create an option for prospective students to be able to reach outreach personnel 
without spending excess time navigating phone trees that do not provide the option 
they need. This could also be implemented at the general phone tree level; not all 
students are familiar with the term outreach as it relates to college admission. 

2) Provide, more prominently, a savvy web space for prospective/future students with a 
plan to utilize available tools (prospect card and e-brochures).  

3) Remove access to dated and/or broken prospect and contact tools. 

4) Develop a set of response templates with a uniform look and feel utilizing more 
marketing language in the subject line and throughout the text. 

5) Give equal time to the development and look and feel of the marketing materials for 
each campus (ex. e-brochure output is much sleeker for El Camino College than for the 
Compton Center). 

6) Determine a system to periodically review email template and website content for 
broken links, and out-of-date or irrelevant information.  

7) Designate best practice for responding to specific inquiry emails in a timely manner, 
limiting entry points for better management. 
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CONTACT OVERVIEW 
  Phone Experience 

Summary 

 Reaching a person for Admissions at either campus is challenging when using the phone numbers 

published on the webpage and provided in email communication. 

 The general number for El Camino Campus and the Admissions number both connect to the 

same Admissions phone tree. A caller can spend between two and three minutes navigating the 

phone tree, only to end with more phone numbers, email addresses and voicemail options. 

 Each attempt to reach the El Camino Campus by phone resulted in either the system 

disconnecting the caller, or the caller being left with a choice to leave a voicemail or be 

disconnected. 

 One of the phone call attempts to the Compton Center was answered by a live person, who 

provided helpful advice and a referral for more information. 

 Dialing the 866-ELCAMINO (866-352-2646) toll-free number from the caller’s location resulted in a 

message that the call could not be completed (the caller was out of state). 

Customer service on this phone number is inconclusive. The researcher was unable to 

determined whether there is a prospective student option available when using the ELCAMINO 

line. 

 The published contact number for Admissions leads to a system which reads off more phone 

numbers and email addresses, rather than connecting the caller to a relevant staff member. This 

practice can create frustration for a prospective student – especially those with a tentative view of 

higher education. For all the effort it takes to drive an inquiry to your doorstep, it doesn’t make 

sense to have the door shut when they finally show up. 

 The Outreach Offices for both campuses provided an opportunity to bypass the phone trees. 

 

Threats 

 The current phone tree system is not serving the needs and expectations of prospects. This is cause 

for major concern, as individuals calling during business hours are highly motivated to enroll, IF 

they can get their specific questions answered. 

 The college could do a better job of communicating the precise steps and contacts for a potential 

student seeking information. This “first contact” often represents the prospect’s first impression of 

the college, and whether it seems like an organized, inviting place. 

 Prospective students, when unable to easily and simply reach someone to answer their questions, 

may create an overload at other points in the system (such as Financial Aid or Counseling), or 

simply may choose to attend elsewhere.  
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Opportunities 

 Create a linear path for prospective students which funnels them from the Outreach Offices to 

Admissions. Once they are accepted, inquiries can be handled in a simple, organized phone tree.  

Offer a connection to Outreach Services on the main college phone tree, or within the 

Admissions and Records phone tree. Currently, the only option related to becoming a student is 

Admissions and Records. There is no option for prospective students who may be “interested in 

attending El Camino College for the first time.” 

 Review and modify enrollment protocol for campuses and ensure that appropriate phone numbers 

and contact information are being publicized in the proper channels. Assign a student worker or 

other associate to verify all telephone numbers and other contact information. 

 

 

  Digital Experience 

Summary 

 The website is flat and does not provide differentiation for the eye to scan quickly in searching for 

critical information.  

 The application can easily be accessed with two clicks from both the ECC and Compton websites. 

This is great for getting applicants into the system. 

The El Camino College application link opens in a new tab, but the Compton Center link does 

not. Opening the application in a new tab should be the default response, so the applicant can 

reference the page they came from without starting over (most of the click-thru encountered 

for Compton Center opened the link in current tab instead of a new tab). 

 Both campus location sites have a designated area for Future Students, but the content in both 

places amounts to “nuts and bolts” checklists to apply, and the application link. Future students 

(prospectives) could be better serviced by tailoring this area more for to their needs and common 

questions (specifically, inquiries regarding semester timing and programs). The future students 

area could incorporate the use of marketing language. 

The organization of the information would benefit from a review of information from a student 

perspective. 

 Both campus locations support an outreach and school relations office and staff. This appears to be 

the best place to receive prospective student information, but this is not obvious to the prospect.   

 Prospect tools exist on both the El Camino College and Compton Center websites, but seem to be 

placed haphazardly. The following tools were observed: 

A prospect card for capturing prospective student information, complete with automated 

response email (powered by Web Advisor). 

“Ask El Camino” and “Ask Compton” automated response question bank. 

E-Brochure generated by “my-info-packet” and delivered immediately (Compton Center’s 

brochure again opens in same window, as opposed to a new tab). 
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 Tour request form for campus tours 

 Former ITT Tech student help form 

 Contact card (“Contact Us”) 

 Email responses to specific inquiries were not managed in a timely manner.  

Emails to various addresses at the El Camino campus never received a response. 

Emails to various addresses at the Compton Center had disparate results. One address 

provided an immediate auto response notifying the user that they would receive a response 

within two days, and provided some helpful links in an attempt to answer questions. Another 

address responded to the inquiry seven days later. 

 The MyECC portal is equipped with live chat functionality. This feature was useful and helpful, but is 

not currently designed to be a prospective student tool. 

 The mobile web experience is partially optimized on the main levels, and consistent with traditional 

online desktop experience in look and usability.  

 Some of the header images and office-hour tables do not render correctly. 

 

Threats 

 Prospective students or applicants who have sent time-sensitive messages and inquiries via email 

may not be able to matriculate, if they do not receive a timely response. 

 Website visitors may be frustrated by broken links and automated email responses. 

 Prospects may potentially be defecting to competitors with better established processes. 

 Visual clutter and disorganization may be leading to increased call volume. 

 

Opportunities 

 Prospects landing on the Admissions page could be given clear options: “Ready to Apply” or 

“Looking for Information,” for example. These would link them to relevant information, such as 

steps to apply, or connect them to the proper on-campus staff. 

 At least once a year, create a “known user” and test the system to make sure all communication 

links and promotional information is appearing correctly in marketing emails. 

 Create a system for timely response to direct/personal emails and always make sure to have an 

out-of-office notification if there is a chance that an email is not going to be returned within 48 

hours. 

 Periodically review the website, prospect emails and application emails to inspect for broken links 

and irrelevant or out-of-date information. 

 Refine the look and feel of email communication and the prospective student portals, including the 

prospect tool. Use marketing language to engage prospects. 

 Create a series of automatic email templates to stay top-of-mind with interested prospects coming 

in through the prospect tool.  
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  Registration Experience 

Summary 

 The Admissions process, once an application has been filed, is documented in an easy-to- 

understand checklist. 

 Instructions for logging in to MyECC are clearly communicated in the Welcome/Acceptance email, 

and MyECC links are prominently displayed both on the website and in the Welcome email.  

 The Live Chat option for issues with MyECC was available and helpful. 

 The residency classification email received featured a link which provided deadlines for 2014. It also 

contained other contact emails, but they were buried within the text and not linked. The email also 

contained language for Veteran Services and instructions to contact a Veterans Rep in Admissions 

(with no direct contact information provided). Additionally, the email should have included a “do not 

reply” message, assuming the sending address is not monitored. 

 

 

Threats 

 In some cases, the registrant was provided with dated information.  

 The online orientations caused issues for those using the Google Chrome browser. Though the 

college does provide a document addressing this, it wasn’t quickly discovered. 

 Applications can not be made to both the El Camino College main campus and Compton Center. If it 

is likely that students would take classes at both locations, this should be addressed.. 

 

Opportunities 

 Two of the emails received from separate admin addresses had the same subject line, but different 

content. Review accepted student messages side-by-side and identify ways to differentiate. Emails 

could also be designed for better readability and spacing. 

 Consider the usefulness and implementation of text notifications for registration notifications and/or 

other appointment scheduling. 
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APPENDIX A – CONTACT SUMMARY 
The following table summarizes contact points made with El Camino College; with a brief description of where the 

contact information was acquired and the results of the contact.  

Red Shaded Items  

indicate the interaction did not meet 

expectations. 

Green Shaded Items  

indicate the interaction exceeded 

expectations. 

Tan Shaded Items  

indicate that the interaction met basic 

expectations.  

(ex. a voicemail stating office is closed on 
the weekend) 

 

PHONE CALL ATTEMPTS 

CONTACT  
METHOD 

DATE TIME DESCRIPTION OUTCOME 

310-532-3670 
 
Google search & dial, footer 
of main web page, college 
navigator website 

Aug 
31 

10:50 
am 

phone tree lots of phone tree; finally hang up after 3:00 minutes of navigating phone tree 
and 2:00 minutes on hold waiting to talk to someone 

310-532-3670 
 

Sept 1 6:49 
pm 

phone tree message that switchboard is closed but reached Admissions menu options and 
voicemail for online application assistance personnel with different phone 

number and direct email to use for questions 

310-660-6034 
 
phone # listed in welcome 
email for registration help 
line 

Sept 6 6:42 
pm 

phone tree and 
recorded mes-

sage 

message that help line is now closed; call admissions and select an option; call 
transferred to admissions, after 1:08 automated message played that all rep-
resentatives were assisting others & to hold the line. Caller disconnected after 

waiting 2:00 minutes on hold 

310-660-3593 
 
phone # listed in welcome 
email for questions with 
online application 

Sept 6 6:36 
pm 

phone tree and 
recorded mes-

sage 

message stating that the number is available from 9:00 am to 6:30 pm 

310-900-1600 
 
Google search & dial, footer 
of main web page, college 
navigator website 

Sept 8 10:12  
am 

phone call general college phone tree with option 1 for Admission, recorded information 
regarding peak registration information and instructions to visit website, 1:36 

end of message with option to leave a voicemail 

310-900-1600 Sept 8 10:23 
am 

phone call general college phone tree with option 1 for Admission, recorded information 
regarding peak registration information and instructions to visit website, 1:20 

end of message with option to leave a voicemail 

310-900-1600 
 

Sept 9 9:30  
am 

phone call general college phone tree with option 1 for Admission, answered by a person 
after 2 rings, Compton Campus inquired about taking classes at both campus-
es; helpful gentleman answered saying classes at both is fine but to contact 
Financial Aid for further information on how that works; noted availability of 

late start classes also as an option 

310-660-3414 
 
number on bottom of admis-
sions website & on college 
board website 

Sept 9 9:42  
am 

phone call Admissions phone tree options, recorded message says  you must pick an 
option to reach a person; picking no option the message directs you to say 

online line but you remain on hold indefinitely 

310-660-3414 Sept 9 9:46  
am 

phone call Admissions phone tree options, recorded message says  you must pick an 
option to reach a person; selected option 5; immediately given option to leave 

voicemail or hold the line, no answer after an additional minute on hold 

310-660-3414 Sept 9 9:50  
am 

phone call Admissions phone tree options, recorded message says  you must pick an 
option to reach a person; pressed 0 to see if that would produce personal 

interaction, instead returned to start of Admissions phone tree, selected option 
3 for online application assistance, immediately received direction to leave a 

voicemail 

866-352-2646 
(866-ELCAMINO) 
 

Sept 
10 

7:21 
pm 

phone call 
 

automated system message stating “you have dialed a number which cannot 
be reached from your calling area” 

310-660-3487 Sept 
10 

8:44  
pm 

phone call encountered a voicemail box after 4 rings that was specifically for the office 
called – no phone trees or long recorded messages 

310-900-1600 Sept 5:09  phone call office closed 



in
te
ra
ct
co
m
.c
om

	

EL CAMINO COLLEGE PROSPECT INTAKE REVIEW        8 

 12 pm 

310-532-3670 
 

Sept 
12 

5:12 
pm 

phone call main line; press 1 for admissions, phone tree, press 3  for online application 
line; leave a message. 

310-660-3487 
 
Outreach Office 

Sept 
19 

8:19  
am 

phone call 2 rings, call answered by helpful professional female; answered all questions 
and encouraged to call back anytime and gave office hours to reach someone 

	
	

DIGITAL ATTEMPTS 

CONTACT  
METHOD 

DATE TIME DESCRIPTION OUTCOME 

admissionshelp@ 
elcamino.edu 
 
address listed on 
college board web-
site 

Aug 31 11:17 
am 

email sent sent email requesting general information including inquiry if registration is 
past; no response after 18 days 

OpenCCC Sept 5 9:37 
pm 

email received 
account creation 

bounce auto-email to confirm creation of account and encouragement to 
apply 

staffname@ 
elcamino.edu 

Sept 5 9:45 
pm 

email received 
title ix survey 

auto email to complete Athletic Interest Survey 

admissions@ 
elcamino.edu 

Sept 5 9:45 
pm 

email received standard welcome email with application confirmation number & notification 
that student ID number would arrive via email in 1-3 days. 

myECC chat  Sept 6 6:55 
pm 

online chat  
support box for 
myECC Online 

inquired about student ID number prior to receiving email; notified that the 
individual couldn’t be found in the system; requested to provide SSN but 
declined as it was not supplied during application; inquired if registration 
still available for fall and requested admission phone number; chat rep 

provided link to steps for becoming a student 

colladmin@ 
elcamino.edu 

Sept 7 12:04 
am 

email received Notification of non-resident status and information on how to petition for 
reclassification 

colladmin@ 
elcamino.edu 

Sept 7 12:04 
am 

email received Notification of Student ID number and instruction on how to log-in to 
myECC portal to complete additional steps to registration 

admissions@ 
elcamino.edu 

Sept 7 11:17 
am 

email sent inquiring about fee payment timing; no response after 11 days 

COMAdmissions 
@elcamino.edu 

Sept 8 10:16 
am 

email sent inquiring about registration at both campuses and payment of fees  
received automated response saying to allow 24-48 hrs for assistance;  

no response after 10 days 

COMAdmissions 
@elcamino.edu 

Sept 8 10:18 
am 

email sent inquiring about still being able to make application for fall 
received automated response saying to allow 24-48 hrs for assistance;  

no response after 10 days 

comoutreach 
@elcamino.edu 

Sept 8 10:32 
am 

email sent inquiring about still being able to make application for fall 
(response received Sept 15, 2016; 7 days later although the respondent did 

provide direct phone numbers & direct email in correspondence) 

http://www.elcamino.
edu/about/questiona
dm.html 

Sept 10 7:34 attempt to send 
email via online 

form 

found contact form while searching for toll free number; form attempted to 
send message to admissionshelp@elcamino.edu by launching user default  

mail program but message was unable to be sent. Clicking on the bottom of 
the form produced this result: 

“OU Campus version 9 is no longer in service. If you were directed here via 
a direct edit link, you can update the direct edit link by re-publishing this 
page. Contact your web team for assistance re-publishing this page. More 

information can be found here https://ousupport.zendesk.com/hc/en-
us/articles/212146483.” 

http://www.elcamino.
edu/studentservices/
outreach/ 

Sept 10 7:57 
pm 

prospect form completed prospect form on college’s Outreach & School Relations page 
received standard immediate response email from colladmin@elcamino.edu 
with instructions, links and phone number/email address of outreach office 

http://www.elcamino.
edu/welcome/futurest
udents/starthere.asp 

Sept 11 12:44 
pm 

web form option to create personalized e-brochure, received immediate email re-
sponse with requested pdf 

http://www.compton.
edu/studentservices/
onlinetools/ 

Sept 11 12:55 
pm 

web form option to create personalized e-brochure, received immediate email re-
sponse with requested pdf 
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APPENDIX B – PROSPECT TOOLS 
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CONTACT US CARD ACCESS (must use default machine email to send; received error on send attempt) 

http://www.elcamino.edu/about/contact.asp 
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E-BROCHURE (easy to use; difficult to locate) 

http://www.elcamino.edu/welcome/futurestudents/starthere.asp to 

http://my-info-packet.com/instantinfo/student_entry.jsp?college=El+Camino+College  OR 

http://www.compton.edu/studentservices/onlinetools/ to 

http://my-info-packet.com/instantinfo/student_entry.jsp?college=El+Camino+College+Compton+Center 
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APPENDIX C – EMAIL RECORD 

The following is written record of email exchange attempts between researcher and El Camino College points of 

contact.  

Sent 8/31 10:17 am 
 
Recipient: 
admissionshelp@elcamino.edu 
 

Subject: 
El Camino College Admissions 
Inquiry 

Hello, 
I'm wondering if you can help me. Is it too late to start classes this fall? 
If so, when should I begin applying for Spring? 
Do you have housing close to campus & are there any meal plans 
available? 
Where should I go to find a job on campus? 
 
Thank you, 
Andie 

No response as of 9/18/2016  

Sent 9/7 10:17 am 
 
Recipient: 
admissions@elcamino.edu 
 

Subject: 
Fee payment 

Hello -  
I've found some classes to register for since my acceptance into the 
college.  
I'm concerned about the timing of payment for the courses. 
Once registered, when is the payment required and what happens if 
you are unable to pay it? 
 
Thank you, 

No response as of 9/18/2016 

Sent 9/8 9:16 am 
 
Recipient:  
COMAdmissions@elcamino.edu 
 

Subject: 
Course Registration 

Hello, 
I've applied and been accepted. I'm wondering if I can take classes at 
both campuses? 2 classes at the Compton Center would fit better in 
my schedule. 
Also, do you know I'm concerned about the timing of payment for the 
courses. 
Once registered, when is the payment required and what happens if 
you are unable to pay it? 
 
Thank you, 

Thank you for your interest in the El Camino College Compton Center. Someone will respond to your email 
within 24 – 48 hours. 
  
Admissions & Records – Summer 2016 Office Hours (June 6, 2016 – July 31, 2016) 
Monday – Thursday: 8:00am - 6:30pm 
Friday: Closed 
 
All new and returning students who have skipped one or more semesters must re-apply by submitting an online 
application. For tips on how to apply, please visit our web-
site: http://www.compton.edu/studentservices/admissionandrecords/ 
  
Additional services and assistance: 
Residency: http://www.compton.edu/studentservices/admissionandrecords/residency.aspx 
Transcript requests: http://www.compton.edu/studentservices/admissionandrecords/transcripts.aspx 
Counseling: http://www.compton.edu/studentservices/supportservices/counseling/ or call 310-900-1600, ext. 
2084 
Financial Aid: http://www.compton.edu/studentservices/financialaid/ or call 310-900-1600, ext. 2935 
High School Outreach: http://www.compton.edu/studentservices/outreach-and-relations-with-schools/ or 
call (310) 600-1900 ext. 2768 
  
Best, 
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Admissions and Records 
El Camino College Compton Center  
1111 E. Artesia Blvd. 
Compton, CA 90221 
p (310) 900-1600 ext. 2050 
f  (310) 605-1455 
www.compton.edu 
 

Sent 9/8 9:18 am 
 
Recipient:  
COMAdmissions@elcamino.edu 
 

Subject: 
Compton Center Admission  
Inquiry 
 

Hello, 
I'm wondering if you can help me. Is it too late to start classes this fall? 
If so, when should I begin applying for Spring? 
Do you have housing close to campus & are there any meal plans 
available? 
Where should I go to find a job on campus? 
Thank you, 
Andie 

Same automated message as received in response to Course Registration email above stating someone would 
respond within 48 hours. No response as of 9/18/2016 

Sent 9/8 9:16 am 
 
Recipient:  
comoutreach@elcamino.edu 
 

Subject: 
Compton Center Prospective 
Student 

Hello, 
I'm wondering if you can help me. Is it too late to start classes this fall? 
If so, when should I begin applying for Spring? 
Do you have housing close to campus & are there any meal plans 
available? 
Where should I go to find a job on campus? 
Thank you, 
Andie 

Response received 9/15/2016 [7 days after contact made] 
 
If you want to take fall classes you still can however, it would be at the local Compton High Schools and Lyn-
wood High Schools.  Otherwise your best bet would be to attend in Winter 2017.  You can apply for winter and 
spring right now, and housing wise we don’t have dorms but you can look at apartments and see what you can 
find.  In addition, for jobs I recommend going to our Student Life office or Financial Aid, they can direct in re-
gards to jobs. 
  
  
Best, 
[Name] Outreach Advisor  
Compton Center 
Direct phone; cell phone 
college email provided 
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APPENDIX D – APPLY & REGISTER 

Application experience and supporting email and chat correspondence   

www.elcamino.edu from August 26, 2016 
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Title IX Survey 
(header clipped to remove sender information) 
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Welcome to El Camino College 
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Class Schedule – Registration all but submitted on September 7, 2016 
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STEPS TO COMPLETE ORIENTATION – NEEDED THE “STEP 3” INSTRUCTION TO ACCESS 

http://www.elcamino.edu/studentservices/co/matriculation.asp  

“Having difficulty with the online orientation? Seeing a blank screen? “ LINK 
http://www.elcamino.edu/studentservices/co/Accessing%20the%20Online%20Orientation%20throug

h%20Google%20Chrome.pdf 

  

 

 

 

 

 

	


