
Fostering a Culture of 
Feedback to Improve Student 
Success & Staff Engagement



• Approximately 23,000 students annually and growing
• Campuses/Centers in Wilmington, Castle Hayne, 

Burgaw, and Surf City
• Applicants from all 50 states
• 71% of students from New Hanover and Pender County
• 29% of students from outside service area
• Student to faculty ratio is 14:1 
• 230+ ways to earn a credential
• Average curriculum age: 23
• Average continuing education age: 37

CFCC Overview



VP, Student Services
○ Sr. Executive Assistant to the VP, Student Services
○ Senior Director of Financial Aid & Veterans Services
○ Dean of Enrollment Services

■ Admissions, Recruitment, & Sea Devil Support
■ Educational Partnerships
■ Registrar & FTE Compliance

○ Dean of Student Affairs
■ Athletics
■ Conduct & Title IX
■ Student Life

○ Dean of Student Support Services
■ Advising & Career Services
■ Counseling & Student Accessibility Services
■ Health Science Enrollment Center
■ Learning Lab & Tutoring Services
■ Nixon Center (Diversity Success Coordinator)
■ Upward Bound

○

CFCC Student Services Overview



Vision for Fostering a Culture of Feedback

Vision for Fostering a Culture of Feedback was developed to:

• Enhance Communication 
• Promote Continuous Improvement
• Improve the Student Experience & Success
• Increase Engagement 
• Facilitate Stronger Relationships
• Promote Innovation
• Stabilize Staffing



● Working Teams
● Bi-Monthly Staff Surveys
● Student Services Spotlight Series
● CFCC Student Services Spotify Playlist
● Monthly Meetings with Department Leads & Supervisors
● Monthly Meetings with Student Services Leadership
● Monthly Meetings with Student Services Senior Staff

Mechanisms to Building a Culture 
of Feedback



CFCC Student Services Bi-Monthly Staff 
Survey



Use of CFCC Student Services Bi-Monthly 
Staff Survey



CFCC Student Services Working Groups
Working Groups - Achieving the Dream: Holistic Student Supports Redesign 
Toolkit

• Admissions & Entry
• Orientation
• Advising & Planning
• Student Financial Security
• Integration of Student Supports & Success Strategies
• Use of data and adoption of technology

Working Groups - Membership & Leadership
• Cross-sectional membership from all departments within Student Services
• Staff completed a survey to indicate their working group(s) preferences
• All FT staff were required to participate in a working group; PT staff could 

choose to participate, but would have to do so during work hours
• Team leads were identified by senior staff, though senior staff did not participate 

in working groups
• Monthly meetings were held with team leads and VP



The Working Group 
Experience

Team Lead facilitated 
conversation and maintained 
tone.

Open forum for sharing ideas 
and resources between 
departments.

Asked to provide 2 ideas to 
implement before conclusion of 
project.
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Result:
• Partnership with Community 

Relations

• Series of Library and 
Tutoring videos

• 9 - 20 seconds each



Learning Lab

https://www.tiktok.com/@capefearcc/video/7306521970248633643

https://docs.google.com/file/d/1w46W5oMR85d4sRVsH2AR6y67gcYgn7Om/preview


Trends That Emerged

•Policy vs. Process
•Develop a working group to assess the major change 
process and determine how to reduce the number of 
students changing their major

• Onboarding Process - we need to assist students in making 
informed decisions at the point of application/admission 

• Continue working on ways to delineate between advising 
and registration



Team Recommendations & Actions
Withdrawal Process

• Streamlined the 
process for 
students & staff

• Moved withdrawal 
date to 75% of 
semester

• Increased “W” 
grades by 1%; 
however, dropped 
“F” grades by 2%



Team Recommendations & Actions

• Financial Literacy Website, Financial 
Resource Page & Events 

• Identified disconnect between 
support services and tutoring/library 
services

https://cfcc.edu/managing-your-personal-finances/
https://cfcc.edu/managing-your-personal-finances/


New Student Orientation

• Brought staff & faculty together 
institution-wide

• Allowed for a trial run of orientation
• Offered at two campuses vs. one

Team Recommendations & Actions
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• Working Groups allowed staff the opportunity 
to get to know one another and promoted 
collaboration division-wide

• All initiatives were student-focused
• Group conversations led to many policy and 

process changes
Cons:

• Monthly meetings were difficult for many 
front-line staff, particularly during peak times

• Groups were fairly large, so it was difficult for 
everyone to participate equally



M
O

V
IN

G
 F

O
R

W
A

R
D

Meetings
• Continue to host bi-monthly division meetings

• Possibly allow part of this time to be utilized for group meetings
• Continue to meet with departmental leads and senior staff monthly (both individually 

and as a group)

Social
• Revitalizing Student Services Social Committee & Social Opportunities
• Continue with Student Services Spotlight Series 
• Continue with Student Services Spotify Playlist
• Create Opportunities for Informal Meetings with VP/Deans (departmental lunches, 

informal chats, etc)

Working Groups
• Create groups of 8-10 staff members 
• Groups will meet quarterly, rather than monthly
• Groups will be given 1-2 charges, and asked 2-3 general questions

• Student Experience - what is working/not working
• Brainstorm - “Pie in the Sky”
• Staff Experience - what is working/not working

• Support staff will express interest in lead roles
• Directors and senior staff will not participate in working groups
• Team leads will present to senior staff quarterly
• Pull together speciality teams for process/policy initiatives, as needed (major changes, 

onboarding, etc)



Contact Us
Jackie Foster, Dean of Support Services
jfoster@cfcc.edu; 910.362.7019

Jeremy Gibbons, Dean of Enrollment Services
jgibbons@cfcc.edu; 910.362.7054

Beth Smedley, Director of Counseling & Student Accessibility Services
bsmedley@cfcc.edu; 910.362.7013

Sabrina Terry, Vice President of Student Services 
sterry@cfcc.edu; 910.362.7040
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