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Inspiring Your Community
to Keep Your Families Enrolled





■ Are you concerned about 
retention?

■ Is your school community 
focused on keeping your current 
families enrolled?

■ Have you inspired your faculty 
and staff to keep your families 
enrolled?

KEY
QUESTIONS



During this webinar, we will discuss 
effective strategies that you can 
implement to inspire your faculty and 
staff to keep your families enrolled.

OUR 
FOCUS



■ The mark of a great school

■ Reasons why families leave

■ Reasons why families stay

■ The real cost of attrition

■ Satisfaction matters

■ Leaders must lead

■ Roles of faculty and staff

■ Retention Early Alert System

■ Concluding thoughts

What to 
Expect
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From Higher 
Education
■ Vincent Tinto wrote, Leaving College, in 

1987 and revised it in 1994.

■ Tinto said that the key to effective 
retention is in a strong commitment to 
quality education and the building of a 
strong sense of inclusive educational and 
social community on campus.



The Mark of a Great School



“Great schools are known by engaged, 
committed families: the ones who come for 
the promise of an  exceptional educational 

community and stay because they can’t 
imagine inding anything else.”

—RICK NEWBERRY



Key Indicators
A strong retention rate of 90% or higher is 
a key ingredient of a great school which 
indicates that parents are willing to 
remain enrolled.

#1

Strong parent satisfaction scores on your 
annual survey indicates that parents are 
satisfied with the overall educational 
experience at your school.

#2

A high Net Promoter Score (NPS) of 50 or 
higher demonstrates that parents are 
willing to talk positively about your school 
to their friends.

#3



The retention rate should be measured overall, 
by division and by grade level. 

#1



A parent survey gives you the opportunity to 
measure satisfaction in many areas as well as to 

benchmark your data.

#2



Do you conduct an  
annual parent 

satisfaction survey 
at your school?

Poll





“Satis ied parents won’t leave, and they’ll tell 
others about their experience they’ve had at 

your school. The result is a healthy, sustained 
growth through a dedicated parent base and 

positive word-of-mouth -- the best form of 
advertising you can never buy.”

— RICK NEWBERRY



#3

A Net Promoter Score Survey is based on the 
question of how likely they will recommend your 

school to a friend in the community.



The NPS Survey 
begins with this 
main question. 
Based on their 
response, the 
parent is in one of 
these categories:

■ Promoter (9-10) 

■ Passive (7-8)

■ Detractor (0-6)



%Promoters - %Detractors = NPS

Net Promoter Score



Have you 
conducted a Net 
Promoter Score 

Survey during the 
past year?

Poll



Key Indicators

Retention
Rate

90%+
Satisfaction 

Scores

4.0+
Net Promoter 

Score

50+





Reasons Why Parents Leave



Out of Your Control
Moving
When families move to another area, this 
decision is out of your control. 

Needs of Child
Sometimes, you will decide that the school 
can’t serve the needs of their child.



Financial Reasons
Financial reasons are typically the 
number one reason why a parent 
chooses to leave your school. 

■ Can’t afford tuition
■ Job loss or change
■ Rising cost of tuition
■ Not enough financial aid

In some cases, parents will use financial 
reasons to mask the real reason why they 
are leaving your school (or vice versa).
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Opportunities
Parents and students will often make a 
decision to leave your school for 
opportunities somewhere else:

■ Arts
■ Athletics
■ College Placement
■ “Greener Grass”
■ Reputation 
■ Social issues/friendships
■ Specialized programs
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Dissatisfaction
Parents and students will look for 
another school when they are 
dissatisfied with their experiences. They 
will leave when their perceived values 
don’t match their educational 
experiences at your school.



Reasons Why Parents STAY



Satisfaction
Parents will most likely remain enrolled 
when they are satisfied with their child’s 
educational experiences.
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Connected to a 
Community
Parents and students will most likely 
remain enrolled when they are 
connected in a community.

■ Friendships (parents and students)

■ Faculty, staff and coaches

■ Teams, clubs, groups



Commitment to 
Your Mission
Parents and students will most likely 
remain enrolled when they believe in 
and are committed to your school’s 
mission and vision.
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What’s Best for 
Their Child
Parents will most likely remain 
enrolled when they believe that your 
school is providing the best 
educational experiences and 
opportunities for their child. 



Ability and 
Willingness to Pay
Parents will most likely keep their 
children enrolled when they have the 
ability and willingness to pay tuition.
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Perceived Value 
match Experience
Parents will most likely remain enrolled 
when the perceived value matches the 
actual educational experience. As a result, 
there is a commitment to stay and pay.

Perceived Value (PV) = Educational Experience (EE)



The Real Cost of Attrition



“It is more cost e ective to retain a 
family than it is to recruit a new 

replacement.”
Everyone



The Value of 
Your Families
Have you considered the value of the 
students enrolled at your school?

■ Opportunity to fulfill your mission

■ Opportunity make a life changing 
impact on the life of a student

■ Opportunity to gain revenue every 
year through graduation



The Value of a 
Kindergarten Student
What does a Kindergarten student 
represent?

■ Opportunity to fulfill your mission
■ A future student for every grade level
■ A future graduate and alumnus
■ A parent to share positive word of 

mouth
■ Tuition revenue for the next 12 years
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Lost Revenue as a 
result of attrition
If your tuition is $15,000/year, then this 
student will result in $180,000+ revenue 
for your school from 1st to 12th grade. If 
this student leaves...

■ After Kindergarten = lost $180,000+

■ After 5th Grade = lost $105,000+

■ After 8th Grade = lost $60,000+



Satisfaction MatterS



Parent satisfaction is the key to retention. 
The higher the satisfaction, the more likely a 

parent will keep their child enrolled.

Parent Satisfaction



Key Areas of 
Satisfaction

■ Academic programs
■ Arts, drama and music programs
■ Athletic programs
■ Class size
■ Coaches
■ College preparation and placement
■ Communication
■ Community
■ Customer service
■ Extracurricular activities
■ Faculty
■ Leadership
■ Safety and security



Leaders Must Lead



“Leadership is the pivotal force 
behind successful organizations.”

BENNIS AND NANUS, 
LEADERS:  STRATEGIES FOR TAKING CHARGE



“Leadership is not about a 
position or title. It’s about 

caring, about relationships, and 
about what you do.”

— KOUZES AND POSNER, THE LEADERSHIP CHALLENGE



Leadership
“Leaders have a desire to make 
something happen, to change 
the way things are, to create 
something that no one else 
have ever created before.”



Meet the five practices of
exemplary leadership®



“Modeling the way is essentially about 
earning the right and the respect to lead 

through direct individual involvement 
and action. People first follow the 

person, then the plan.”

Model the Way

#1



“Their own enthusiasm was 
catching; it spread from 

leader to constituents.” (p. 16)

Inspire a Shared Vision

#2



“Leaders are pioneers -- people who are 
willing to step out into the unknown. 

They search for opportunities to innovate, 
grow and improve.” (p. 17)

Challenge the Process

#3



“When leadership is a relationship founded 
on trust and confidence, people take risks, 

make changes, keep organizations and 
movements alive.” (p. 19)

Enable Others to Act

#4



“It’s part of the leaders job to show 
appreciation for people’s 

contributions and to create a 
culture of celebration.” (p. 19)

Encourage the Heart

#5



Leaders
Lead

Model the Way

Inspire a Shared Vision

Challenge the Process

Enable Others to Act

Encourage the Heart



Who is responsible 
for leading the 

retention strategy 
at your school?

Poll



The Head of School and the 
Administrative Team should lead the 
retention effort at your school. This is 
not the role of the admission director. 
Retention is more about what happens 
throughout the entire educational 
experience rather than a specific 
strategy that can be implemented.

Head of 
School and 
Admin Team



A retention team can also be 
instrumental in implementing the 
retention strategies to keep your 
current families enrolled.

Retention 
Team



Inspiring Faculty & Staff



Faculty & Staff 
are Key to your 
Strategy



Inspiring Retention

Your school’s retention plan should be the frequent focus of the 
leadership team. You should inspire your community to act.



Level of 
Agreement: 

Faculty and Staff 
at my school 

understand their 
role in the 

retention strategy.

Poll



How often do you 
discuss the 

retention strategy 
with your faculty 

and staff?

Poll



The primary role of the faculty and staff is to 
serve the school with excellence in their area 

of responsibility. A school will only be as 
good as those who are hired and retained. 

Leaders must hold faculty and staff 
accountable to excellence in their role.

Focus on Excellence

#1



“The brand on the outside is only as 
strong as the brand on the inside.”

Karl Speak, 
Beyond Marketing Thought



While we may not agree on everything, 
it is important that we are united in our 
purpose and message. We need to work 

together as a team.

Be United

#2



Memorizing an elevator speech is not 
the answer. However, your faculty and 
staff need direction about the overall 
message you are communicating to 
parents and students. The leadership 
must spend time with the faculty and 
staff discussing the messaging, which is 
rooted in the school’s identity.

United in 
Message



Faculty and staff have the opportunity to 
turn negative conversations and gossip 
into positive brand moments. It is 
important that they do not join in the 
negativity. They should redirect concerns 
to the appropriate leadership.Diffuse 

Negatives



The faculty and staff must work 
together on the same team. Silos and 
divisions will work against your school’s 
retention goals.

One
Team



The faculty and staff should take time 
to celebrate the successes of their 
colleagues, students, parents and 
alumni. This will build a positive 
culture and will reinforce the 
difference that is being made in the 
lives of students at the school.

Celebrate



The faculty and staff work to teach 
and serve within the context of a 
relationship which requires being 

effective communicators.

Relate and Communicate

#3



When faculty and staff take time to be 
personal, relationships are formed in 
the context of a community. Faculty 
and staff can be personal in many ways:

■ Birthday cards
■ Personal emails and text messages
■ Phone calls
■ Thanksgiving card

Be
Personal



The power of a personal note of 
encouragement about a child can go a 
long way in making a positive 
connection with a parent:

■ 50 faculty and staff each write 5 
positive notes a week.

■ This results in 250 positive notes a 
week and 13,000 for the entire year.

■ Every parent wants to hear positive 
feedback.

Positive 
Notes



Faculty and staff should intentionally 
communicate what students are 
learning in their specific class, group 
or team. 

Communicate



There are countless stories that could be 
shared about your school. Faculty and staff 
have a two-fold opportunity to tell stories to 

their students and parents while sharing 
stories with the administrative team.

Tell Stories

#4



Internal 
Storytelling

It is important for the faculty and staff 
to share stories of the school to their 
students and parents. Some stories 
include:

■ Alumni success stories

■ Stories about their colleagues

■ Stories about what to expect at the 
next grade level or division



Capture the 
Moment

Every class, team, group or club has 
moments that are worth sharing in a 
story. However, the marketing staff 
can’t be everywhere to capture all of 
the great stories.





■ What if every faculty and staff member 
at your school captured one moment 
every month in their area? 

■ What is one story that they can share 
from their area each month?
 

■ Three bullet points and a few pictures 
would make it possible to reinforce the 
story of the school to the internal market.
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Whether we like it or not, we have to 
serve our parents well. This requires that 

your faculty and staff are personable, 
responsive, and relational.

Be Service Minded

#5



Respond and 
Communicate

It is essential for your faculty and staff 
to respond to questions, concerns and 
issues that are raised by our parents.

Responding within 24 hours might not 
be good enough today. The goal 
should be to respond on the same day.



Commitment 
to Service

It is important to have a customer service 
approach when working with parents:

■ Take the time to listen

■ Respond to questions and issues

■ Always demonstrate care and concern

■ Hold employees accountable

■ Provide training

■ Treat your parents like celebrities



“You can develop a slick marketing 
campaign that includes a catchy 

slogan and a fabulous website, but if 
you and everyone involved with your 
[school] do not deliver the goods, you 

might as well throw the marketing 
materials in the wastebasket.”

DONNA CUTTING, 
THE CELEBRITY EXPERIENCE



Be 
Unforgettable

When you serve your parents or 
students in an exceptional way or do 
something that is memorable, this 
creates a moment that will be shared 
by word of mouth.



Being connected to a community is a 
critical component of a successful 

retention strategy.

Build Community

#6



Connectedness
Every faculty and staff member must 
work together to make sure that 
students and parents are connected in 
a community at your school.



Ambassadors
One of the roles of parent and student 
ambassadors is to work to build 
community and connections within 
your school.



New Families
Building community begins with your 
new families before their child begins 
class on the first day of school and 
continues throughout their first year 
and beyond.



You will most likely lose students in your 
transition grades. Consider how your 

faculty and staff can be involved in 
promoting the next level.

Focus on Transition Grades

#7



Virtual 
Transition 

Grade Events

Hold virtual grade level meetings to 
provide important information and to 
reinforce the value of continuing their 
child’s enrollment at the next level. 
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Faculty in 
Transition 

Grades

Remind the faculty in the transition 
grades to promote and reinforce the 
next level.



Email 
Messaging

Develop a series of emails to 
communicate key messages and 
stories about the next level. These 
emails should be sent frequently 
throughout the transition year.



An Example Eastern Christian took an intentional focus 
on retention from 8th to 9th grade.



Another Example
Nardin Academy took an intentional 
approach to retention in the following ways:

■ Personal contacts by principals
■ Transition grade preview event
■ Positive notes from faculty
■ Series of email messages/stories
■ Storytelling on social media
■ Faculty stories
■ Why Nardin? campaign



Every faculty and staff member must 
work within their sphere of influence to 

be intentional about retention. 

Intentional Retention

#8



Intentional 
Retention

Identify

Encourage

Reinforce

Promote



Identify
Faculty and staff should identify 
students and parents that are on the 
fence or there are issues that may 
affect their continuous enrollment.



Encourage
Faculty and staff should encourage 
students and parents to continue at 
your school. This encouragement 
comes through relationships that are 
developed over time.



Reinforce
Faculty and staff should reinforce 
the messages and stories about 
the school within their own 
sphere of influence.



Promote
Faculty and staff should promote 
the next grade level and division at 
your school.



Retention Early
Alert System



Implementing a Retention Early Alert 

System will provide an opportunity 

to proactively and intentionally 

address issues related to the 

continued enrollment of your 

families.

R.E.A.S.



Develop a spreadsheet of your 
students/families and identify any key 

indicators (predictors) that may affect their 
continued enrollment.

Key Indicators

#1
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Key 
Indicators 
(Predictors)

■ Academic performance

■ Connectedness in a group/community

■ Disciplinary issues

■ Dissatisfaction/Disgruntled

■ Family situation

■ Financial issues

■ Health issues

■ Involvement on a team

■ Potential relocation

■ Social issues



You will need to implement a system 
to grade your parents on the likelihood 

that they will continue their 
enrollment at your school.

Grade Your Parents

#2



Grading System

FIRM F = Parent/student will continue their enrollment at 
your school. There are no indicators of concern.

MODERATE M = Parent/student has one or more indicators of 
concern that may affect their continued enrollment.

SHAKY S = Parent/student have indicated that they likely 
won’t continue their enrollment.



Grades
■ The administration should manage 

the overall grading process. 

■ Faculty and staff should have input 
based on what they know about 
the family.

■ This information could be recorded 
in your school’s database or on a 
spreadsheet.



Plan interventions to work with at-risk 
families and students to explore solutions 

to keep them enrolled.

Plan Interventions

#3
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Interventions
Assign a point person to facilitate a 
conversation or interaction with the family 
to address the issue. Work to provide a 
solution to the issue by focusing on ways to 
keep the family enrolled.



One-Family-
at-a-Time

■ Retention comes down to relationships 
and conversations to find solutions. 

■ Hold personal meetings with the 
families graded “M” to deal with the 
specific issue(s) that may be affecting 
their continued enrollment.

■ An effective R.E.A.S. is dependent on this 
key step to reach one family at a time.



Implement Continuous Enrollment 
instead of the traditional, annual 

re-enrollment process.

CONTINUOUS ENROLLMENT

#9



Have you 
implemented 
Continuous 

Enrollment at your 
School?

Poll



Opt-In
Re-enrollment is the traditional 
process of asking your parents to 
opt-in annually by asking them to 
complete a process to return.



Opt-Out
Continuous Enrollment assumes that 
your families will return next year. 
Families choosing to leave are asked to 
opt-out while everyone else continues 
their enrollment and pays a deposit/fee.



Advantages
● Messaging is positive instead of 

planting seeds of doubt
● Eliminates a redundant process year 

after year
● Allows you to focus on families that 

choose to opt-out



Implement a strategy to provide 
feedback from your parents and 
employees throughout the year.

Feedback strategy

#10





Five annual 
Surveys

● New Parent Survey (Aug/Sept)
● Net Promoter Score Survey (Oct/Nov)
● Parent Satisfaction Survey (Spring)
● Employee Satisfaction Survey (Spring)
● Exit Survey (Summer)



Concluding Thoughts



Retention is 
Everyone’s Job

Retention must be the focus of every 
faculty and staff member at your school.



Leaders 
Must Lead 

the way

Model the Way

Inspire a Shared Vision

Challenge the Process

Enable Others to Act

Encourage the Heart



Inspiring Your 
Community

What do you need to do to inspire your 
school community to keep your 
families enrolled?



President of
Enrollment Catalyst

RICK NEWBERRY, Ph.D.

Questions?

rick.newberry@enrollmentcatalyst.com

mailto:rick.newberry@enrollmentcatalyst.com
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Thursday, April 22 
1:00 EDT

Awareness to 
Advocacy

Helping Prospective 
Parents Navigate the 

Buyer’s Journey





March 22 - May 3, 2021 

Thank you!


