
To Withdraw or 
Not To Withdraw??
A Technology-Driven Campus-Wide Approach to 
Students’ End-of-Semester Decision Making



Remote Learning Challenges

• COVID

• Increased demand for advising services

• Faculty and advisor reports

• Blackboard usage data

• Increased requests for tech support

• Late semester critical changes to deadlines and policies

• CUNY/State budget crisis
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Solution:

• Calling campaigns

• Early Alert

• Hobson’s CRM/text messaging

• Zoom Support Room

• Registration Forms

• Decision Trees

Centralizing Advising Initiatives



Calling Campaigns: Campus-wide Collaboration

• Campus wide approach to student 

success

• Teams Virtual Support Center

• Power Automate Student Follow 

Up Form 

• Hobson’s Connect for Script and 

List Distribution 



Calling Campaigns: Campus-wide Collaboration



Early Alert: AA & EM Collaboration 
• Reopened Early Alert during last 

10 days semester

• Report students who will earn a 

WU or F grade in course 

• Updated messaging to student to 

align with withdrawal deadline an 

CR/NC policy 



Hobsons CRM/Text Messaging 



CR/NC Zoom Support Room:

• Collaborative effort across all academic advising units

• Staffed during entire CR/NC opt-in period

• Shared guidelines/training

• Shared Teams site for questions/scheduling

• Advertised on Lehman’s homepage, CR/NC website, and in all 

communications
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Decision Trees:

• More advanced utilization of MS Forms

• Built-in logic displays specific questions/advice in response to student 

input

• Utilized to guide students through independent end-of-term decisions 

regarding their academic record

• Withdrawal

• CR/NC



Decision Trees:



Outcomes:

• Over 10,000 calls made

• 1300 end-of-semester alerts triggered

• Hundreds of thousands of behavioral nudges

• 300 visits to CR/NC Zoom Support Room

• 5,000+ forms submitted

• Nearly 2,000 decisions assisted via the Decision Trees



Outcomes:

• Enrollment revenue targets met during FY ‘21

• Surpassed targets for Summer and Fall ‘20

• Surpassed readmission target by 20% for Spring ‘21

• Reduced WU, F and D grades in comparison to previous semesters



Lehman’s New Advising Landscape
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• Create a proactive and unified approach to 

withdrawal and CR/NC interventions

• Leverage Blackboard usage data for early 

interventions

• Expand use of DegreeWorks data in 

behavioral nudging campaigns

• Collaborate for a successful EAB 

implementation

• Understanding how CPL can be used as 

ongoing part of student success strategies


