
Real Choice Ohio
The Three R’s of Returning Students To Your District:
Recruitment, Re-Entry and (Financial) Return



Who are we?  

• Founded in 2010 to help districts build public confidence and trust across their community

• Completed more than 2,000 research projects to understand and improve stakeholder 
engagement 

• Partner with 300+ districts nationally to train, implement, track and improve customer 
service
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Shift #1

“Our schools are failing…”



Shift #2

School choice



Impact Of These Shifts
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Enrollment in 
charter schools is 
up 62% in the last 

five years

Teacher attrition is 
at 8% nationally (2/3 

leave before 
retirement)

Enrollment in 
teacher-prep 

programs down 
40% since 2010



Ohio hit hard - a decade of change

6Source: Thomas B. Fordham Institute, 2016; National Alliance for Public Charter Schools, 2018

2004-05 
Ohio charter 
school enrollment

2014-15
Ohio charter 
school enrollment

Total Ohio
school population

59K 122K 7%

https://edexcellence.net/articles/a-deep-dive-into-ohio%E2%80%99s-charter-school-enrollment-data
https://www.publiccharters.org/sites/default/files/documents/2018-03/FINAL%20Estimated%20Public%20Charter%20School%20Enrollment%2C%202017-18.pdf


Why Are Families Leaving?
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Family Exit Research Findings

28 states offer some form of 
Private School Voucher Programs

Interdistrict, open enrollment 
policies are the most wide-spread 
school choice programs

Nearly 1 in 4 families leave for 
involuntary reasons

The remaining 3 in 4 families cited 
reasons tied to school experiences 
or perceptions as the most 
prominent driver for exiting the 
district



Root Cause Revisited
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■ It’s helpful for districts to consider what is within their control.

 

School quality and culture
Curriculum quality 

Teacher quality
School safety and security

Programming related
Facility quality

District transportation
District schedule

Technology resources

Family moved/relocated

Health-related issues

Within Control Outside Control

Somewhere in between
School or class size, Different learning environment, school location/proximity to work, overemphasis on testing 



Theory of Action: Create a Continuous Improvement Cycle
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Conduct 
Family Exit 

Survey

Analyze 
Results

Identify 
Opportunities 

for 
Improvement

Monitor 
Progress

Declining 
Student 

Enrollment 

ReactiveProactive

Conduct 
School Quality 

Survey

Analyze 
Results

Identify 
Opportunities 

for 
Improvement

Monitor 
Progress

Desire 
Increase in 

Student 
Enrollment 



The Proactive Approach: 
Establish Your District as the Choice Option by Creating an Exceptional Customer Experience
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Establish 
the mindset

Understand 
the customer 
journey

Establish a 
global 
perspective

Intervene 
through 

training and 
support

Track your 
progress



Establish The Mindset
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▪ How would you describe your district’s 
current mindset?

▪ What barriers do you face in creating a 
customer service mindset?



Understand The Customer Journey
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▪ How are your customers trying to reach you?

▪ How easily do they find the right person?

▪ How quickly is each department, school, and/or 
individual responding to customers?

▪ How accurate, complete, and courteous was their 
response?

▪ How satisfied are your customers after they 
interact with their child’s school?



What The Data Tells Us
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Two key performance indicators have statistically significant correlations to the 
average customer experience feedback score:

First Reply 
Time

Dialogue 
Age



Success Stories

Cabinet

Student 
Services

Staff 
Support

Safety and Security
Transportation
Food Services

School Leadership
Communications

Human Resources
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Additional Resources
 

RESEARCH
 

STRATEGIES & THINKING
 

Get helpful hints and strategies for better customer service and community engagement

Visit www.k12insight.com/resources, or call 703-542-9600.

PD + TRAINING
 

http://www.k12insight.com/resources


16https://tinyurl.com/ohiocx

https://tinyurl.com/ohiocx
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DEPARTMENT BREAKOUTS



Streamlining Human 
Resource Inquiries

Boosting Employee 
Retention and Morale

Human Resources



Ensuring School SafetyStop Bullying

Safety and Security



Responding to 
Community Concerns 

from Social Media

Fielding 1,000+ 
Questions in August

Transportation



Reverse Declining 
Enrollment

Communications

Reverse Declining 
Enrollment



School Leadership

Community EngagementRebuilding Community 
Trust

Improving Family 
Satisfaction

Starting Strong with 
Entry Planning



Food Services

Managing Feedback



SUCCESS STORIES



CHALLENGE: Boosting Employee Retention and Morale

Dr. Kelly Monson
Chief Continuous Improvement Officer

“Pairing the employee engagement survey with Let’s Talk! gave us an 

authentic way to understand and fully engage with our employees and 

other stakeholders. Now, we use it throughout the school year to 

engage teachers and staff, and really all of our stakeholders.”

Read the full case study here: 

https://www.k12insight.com/rockford-schools-case-study/ 

Rockford Public Schools 205

K12 Insight’s Impact

Rockford leveraged multiple 

K12 Insight solutions including 

Let’s Talk!, managed projects, 

and Making Feedback Matter 

workshops to drive a 

district-wide improvement in 

customer experience. 

https://www.k12insight.com/rockford-schools-case-study/
http://www3.rps205.com/Pages/default.aspx


CHALLENGE: Streamlining Human Resource Inquiries

Gwyn Touchet
Executive Director of Human Resources

With the help of K12 Insight, the district launched Talent Connection, an online portal 

that helps administrators listen to listen to their internal “customers,” respond faster 

and create a more responsive, engaging and supportive work environment.

Read the full case study here: [Coming Soon]

Fort Bend ISD

“In the years that Fort Bend 

ISD’s HR department has been 

using Let’s Talk! there has been 

a change in the department’s 

reputation, both among internal 

customers and externally with 

families. The frustration on our 

customers’ part, from long 

response times or 

misinformation has subsided. 

We’re able to provide an 

exceptional experience, and our 

customers view our 

department more positively 

now.”

https://www.fortbendisd.com/Page/1169


CHALLENGE: Stop Bullying

Laura Boss
Public Information Officer

“The benefit of having this is huge. We have generations of users and they all respond 

differently, so we’re not just making them talk to us through one channel.”

Read the full case study here: 

https://www.k12insight.com/temecula-valley-USD-case-study/ 

Temecula Valley Unified School District

K12 Insight’s Impact

Two potential student suicide 

attempts intervened. 100+ 

bullying incidents or safety 

concerns reported.

https://www.k12insight.com/temecula-valley-USD-case-study/
http://www.tvusd.k12.ca.us/


CHALLENGE: Ensuring School Safety

Justin Elbert
Community Relations & Education 

Foundation Manager

“Students are our eyes and ears. They know their friends and their community better 

than we ever could, and we needed to find a way to tap into that.”

Read the full case study here: 

https://www.k12insight.com/klein-independent-case-study/ 

Klein Independent School District

K12 Insight’s Impact

The district plans to expand 

Keep Klein Safe by training 

more staff and increasing the 

number of topics that it 

features, including specific 

initiatives for digital citizenship 

and mental health.

https://www.k12insight.com/klein-independent-case-study/
https://www.kleinisd.net/


CHALLENGE: Fielding 1,000+ Questions in August

Donna Grattino
Director of Transportation

“When we do our rounds, the feedback is ‘thank you.’ Parents appreciate that we are 

getting back to them sooner. We have data. And we are able to use those metrics to 

speak to how much we’ve improved and that we’re being proactive about it.“

Read the full article here: Driving change: helping school transportation leaders 

engage their communities  

Douglas County School District

K12 Insight’s Impact
In 2016, community members rated 

the quality of responses they received 

from the transportation department, 

on average, as a 6.4 out of 10. In 

2017, after less than a year using 

Let’s Talk!, the average customer 

rating improved to 8.4 out of 10.

https://www.k12insight.com/trusted/driving-change-helping-school-transportation-leaders-engage-communities-2/
https://www.k12insight.com/trusted/driving-change-helping-school-transportation-leaders-engage-communities-2/
https://www.dcsdk12.org/transportation/find-your-bus-route


CHALLENGE: Responding to Community Concerns from Social Media

Kaden Jacobs
Director of Communications and 

Community Engagement

“Reducing the number of people who need to review each inquiry allows the

district to be more efficient.”

Read the full case study here: 

https://www.k12insight.com/richmond-county-case-study/ 

Richmond County School System

K12 Insight’s Impact
Since integrating Let’s Talk!, 

department officials say the 

perception has changed. “I don’t think 

we had one negative transportation 

story or even a story about 

transportation this year.” 10 percent 

of Let’s Talk! dialogues RCSS 

received in last year were 

compliments.

https://www.k12insight.com/richmond-county-case-study/
https://www.rcboe.org/


CHALLENGE: Reverse Declining Enrollment

Deidra Powell
Chief Communications Officer

“Listening is a big deal. When you discount a parent and make them not feel valued–or 

that their voice is not being heard–that’s when things can get in not such a good 

place.”

Webinar: Recording

Blog Post: Beating the competition with customer service 

Santa Ana Unified School District

K12 Insight’s Impact
Helped Santa Ana reverse declining 

enrollment trend and increased 

enrollments two years in a row.

https://go.k12insight.com/5-star-customer-service-webinar.html?campaign=cx-webinar&medium=trustedblog&source=trusted
https://www.k12insight.com/trusted/santa-ana-customer-service-in-schools/
https://www.sausd.us/letstalk


CHALLENGE: Reverse Declining Enrollment

Kimberly Smith
Director of Public Relations

“Every time we have come to K12 Insight with an idea they immediately work to put it 

into action.”

Read the full case study here: https://www.k12insight.com/alief-isd-case-study/ 

Alief Independent School District

K12 Insight’s Impact
“We get immediate feedback on how 

we can improve, and it makes our 

stakeholders feel like their opinion 

matters and that we care. We’re 

creating a caring culture, a customer 

service-oriented culture, which is a 

rarity in public education.”

https://www.k12insight.com/alief-isd-case-study/
https://www.aliefisd.net/


CHALLENGE: Rebuilding Community Trust

Dr. Curtis Jones 
Jr.

Superintendent

“School districts have to maintain an open dialog with their community. Let’s Talk! 

helps us do that effectively. It’s a good tool for becoming a better community partner.”

Read the full case study here: https://www.k12insight.com/bibb-county-case-study/ 

Bibb County School District

K12 Insight’s Impact
Less than 24 hour response time for 

community issues. Over 150 

questions/month through the 

platform.

https://www.k12insight.com/bibb-county-case-study/
https://www.bcsdk12.net/Domain/7948


CHALLENGE: Improving Family Satisfaction

Dr. Wendy 
Robinson

Superintendent

“We need to be schools of choice—and we need to recognize that our schools are 

among many options available to parents.“

Read the full article here: Why customer satisfaction is a competitive advantage for 

K12 schools

Ft. Wayne Community Schools

K12 Insight’s Impact
[K12 Insight’s] technology makes it 

possible to solicit community 

feedback through a button on our 

school district website. Every 

comment is automatically routed to 

the right staff member to issue a 

response, usually within 48 hours.

https://www.districtadministration.com/article/turn-your-district-customer-service-machine
https://www.districtadministration.com/article/turn-your-district-customer-service-machine
https://www.fwcs.k12.in.us/


CHALLENGE: Starting Strong with Entry Planning

Dr. Charles Dupre
Superintendent

“I was in my first year as a superintendent. When I came in, there was a lot of bad 

blood in the district. Let's Talk! helped me restore faith and trust in the local school 

system. It's hard to envision my job as superintendent without K12 Insight.”

Read the full article here: Texas district embraces ‘always on’ community 

conversation to ‘listen, learn, lead’ 

Ft. Bend ISD

K12 Insight’s Impact
FBISD used Let's Talk! to create Chat 

with Charles, a way for community 

members to engage within the 

superintendent and for the 

superintendent to use community 

feedback in entry planning. In three 

years, the district expanded its use of 

Let's Talk! into several departments.

https://www.districtadministration.com/article/texas-district-embraces-%E2%80%98always-on%E2%80%99-community-conversation-%E2%80%98listen-learn-lead%E2%80%99
https://www.districtadministration.com/article/texas-district-embraces-%E2%80%98always-on%E2%80%99-community-conversation-%E2%80%98listen-learn-lead%E2%80%99
https://www.fortbendisd.com/lets-talk


CHALLENGE: Community Engagement

Dr. Bret Champion
Superintendent

“In the absence of knowledge, people create theories. Let’s Talk! allows us to penetrate 

those theories with knowledge.”

Read the full case study here: 

https://www.k12insight.com/klein-independent-case-study/ 

Klein Independent School District

K12 Insight’s Impact

Let’s Talk! used to solicit 

feedback from parents on 

strategic planning and zoning 

issues. Administrators say the 

safety application is proof of 

the software’s ability to 

amplify the student voice.

https://www.k12insight.com/klein-independent-case-study/
https://www.kleinisd.net/


CHALLENGE: Managing Feedback

Tim Simmons
Chief Communications Officer

“[Before K12 Insight], when parents called the transportation or food services 

departments it wasn’t always clear what was said or who followed up. Looking at 

these conversations after the fact, you could see that two or three people might have 

worked on that same concern without even knowing it. Sometimes, the only way we 

knew an issue got resolved was that no one was complaining anymore.”

Read the full article here: 

https://www.k12insight.com/trusted/wake-county-rethinks-school-customer-service

/ 

Wake County Public Schools

K12 Insight’s Impact

Across the district, three 

dozen central services 

departments currently use 

Let’s Talk! to track and 

manage community feedback.

https://www.k12insight.com/trusted/wake-county-rethinks-school-customer-service/
https://www.k12insight.com/trusted/wake-county-rethinks-school-customer-service/
https://www.wcpss.net/Page/23510


Follow us on Twitter: @k12insight

Learn more: 
www.k12insight.com


