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Moorpark College

• Medium-sized college in 
southeastern Ventura County

• Opened in 1967 

• Emphasis on four-year transfer

• Baccalaureate degree program 
in Biotechnology

• FALL 2024
• 14,650 TOTAL STUDENTS
• 6,306   Hispanic
• 5,073   White Non-Hispanic
• 1,381   Multi-Ethnicity
• 1,335   Asian
• 271      African-American
• 187      Unknown
• 38        Pacific Islander
• 30        Filipino
• 29        American Indian/ 
Alaskan Native



Overview

• Gradually build two-way texting capacity after initial 
successes

• Effort meets students where they are with mobile phones

• Allows for types of immediate response student expect 



Two-way texting in Counseling
First year: Fall 24 to Summer 25

• Texting counseling link generates more than 10,000 
conversations

• Service reduces walk-in counseling demand

• Opens up time for more counseling appointments



Uses the 
college’s 
counseling 
number for 
texting

Familiar, 
common 
language

Emojis

“You are 
creating a new 
service.”



Call Center
• Student Staff training, includes FERPA 
• Simple Texting, Student Success Checklist, and 
Appointment scheduling software

• Print outs for texting etiquette, ‘what if’ scenarios and 
how to handle 
• Templates for quick responses and consistent feedback 
to students

• Phone #’s, pleasantries, Introduction, Intake form



Call Center
• Answer questions.

• Lots of referrals
o Questions about financial 

aid, FAFSA issue
o How to sign up for classes 

• Student crew responded with 
information, links, send to 
Admissions or Financial Aid

• Refer to live counselor 



Counselors
• Basic Simple Texting breakdown, texting templates

• Department's decision on how to navigate student 
traffic

• Sent to counselors who were assigned to specific 
time slots  

• Counselor would have an hour or two in schedule 
when on texting call



Takeaways

“If you can link it, you can share it.”

Categorizing questions – Top 3
• Adding and dropping classes
• Prerequisites and clearances
• 4-year transfer process



Results

• Fall semester: 4,346 conversations

• Spring semester: 6,015 conversations

• 20 days over the summer 1,200 conversations

• All initiated by students



Things counselors liked
• Full monitors at work stations 
• Ability to easily access information
• Record of conversation

Dislikes
• Most counselors adopted; some avoided system 
• Some prefer drop-in hours or phone calls

Benefits
• Program allows staff notes to contexualize student 
• Program cut number of drop-in students, added appointments





Course-Embedded Tutors reach out
Math and writing classes test the waters

• 38 Math and Writing sections had course-
embedded tutors Fall 2023

• Additional training how to support a faculty 
member in specific course

• Tutors reached out to course sections during 
semester

• Offered study tips, academic support, and 
encouraged meetings

• Many had texting hours to respond to 
anything that came in. 



Course Embedded Tutor results
• 7,200 text messages
• 1,100 initiated by the student
• Year over year 761 percent increase in course-embedded 
tutor visits

• Passing rates increased 10.5 percent in Math & 16.4 
percent in English

• Hispanic students saw the greatest increase in passing 
rates in math

• Expanding effort: Spring 2025 43 courses covered



How this started

Spring 2022 communications study by Jamie Whittington-Studer

Among the conclusions

1. We were spamming students with 
too much email and one-way text

2. They prefer two-way text over 
phone calls for important matters



Started small and built

• Created two-way text messaging programs pilot programs in 
Fall 2022. Effort led by IE Dean Oleg Bespalov.

• Measured key metrics, such as matriculation, retention and 
academic success.

• Selected Simple Texting, a platform with experience in higher 
education and other community colleges.
 

• Started with students placed on academic notice.



Goal: 
Appointments with counselor to discuss academic standing.

Project: 
• Three counseling support specialists
• 64 students who had ignored previous outreach: 

phone calls, emails, and student portal messages.
 

• 48-hour period.

• Almost one third of those students responded. 
• 90 percent of those successfully booked an 

appointment with a counselor to begin steps. 











Current texting efforts
• Learning Center – Course 
Embedded Tutors

• Financial Aid

• EOPS – exploring

• First Year Experience

• Admissions and Records

• Outreach 



Issues

• Not every counselor adopts the program

• Spam re-emerges in text; students opt out

• Tragedy of the commons remains our biggest problem

• Dean Jodi Dickey is now implementing controls



Benefits

• Helps with quality control.

• System captures 
conversation. 

• Students avoid chatbots

• People get a human being



Questions? 

Mike Hoffman

Moorpark College

mhoffman@vcccd.edu

mailto:mhoffman@vcccd.edu
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