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WHY IS THIS IMPORTANT?

The Purpose

Students receive the same level of counseling services whether it 
be in-person or online, streamlining the student experience.
Students enrolled with only online courses should also have 

access to fully online student support services.
A permanent, robust online counseling services delivery model 

beyond a pandemic environment will employ best practices, 
function intentionally to serve students, and utilize data. 

This is a significant step towards equity, as we work to ensure that 
all of our students have access to support services.  



INTENDED 
OBJECTIVES

Identify best practices in California 
community college online counseling

Propose improved online 
counseling services

Formalize counseling department 
online services delivery model

Develop training documents that 
support the delivery model



ACCOMPLISHED 
DELIVERABLES

compiled resources and documents for 
both training and support in the 
implementation (Page 6 and 11-15)

survey of online counseling practices at 
California community colleges; (Page 17)
clarification of department processes 
that outline our counseling delivery 
model for online services; (Page 2-4)
provided recommendations for 
improvements based on best 
practices identified; (Page 8-10)
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EXTRA: comparative analysis of all 115 
California community college counseling 
department web pages to review service 
offerings and best practice examples; 
(Page 17)

https://docs.google.com/document/d/1OX-T6FFOSSx771g4x6TY11-CvkCktKXD1MXqR6LyRf4/edit?usp=sharing


using Zoom as the 
method for video 
conferencing

using ESARS as 
a method for 
scheduling

using Cranium as 
the method for 
video conferencing
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WHAT IS EVERYONE ELSE DOING?

The comparative analysis was purely the review of 
department web pages as reflected on the internet 
during that time frame and individual colleges were not 
contacted for clarification as a part of this process. It is 
important to note the analysis only reviewed 
information available on the web pages and some 
colleges required student portal log-in thus limiting the 
scope of general access. Based on this comparative 
analysis, out of the total 115 California community 
college Counseling Department web pages visited 
(Calbright College not included), the following was 
clearly observed: 

Additional observations included: 
28 colleges are using Cranium as the method for scheduling
21 colleges are using other tools such as Starfish and EAB Navigate for scheduling
97 colleges clearly offer some form of same day, first come, first served Drop-in service
53 colleges clearly offer some form of email option for counselor-level questions
22 colleges listed business hours that extended for remote only services or identified specific in-person time 
frames within listed business hours
21 colleges listed business hours that had specific full “remote only” days
6 colleges had regular weekend services being offered

Comparative Analysis  Feb. 2-27, 2022



WHAT ARE OTHERS WILLING TO 
TELL US?

A survey conducted to 
examine the best 
practices in online 
counseling services at 
our California 
community colleges. The 
survey focused largely 
on service modality 
(such as platforms and 
tech tools) and 
processes (such as 
scheduling and handling 
queues). Surveys were 
individually emailed to 
either the Department 
Chair, Dean, or VPSS of 
each 115 California 
Community College 
(Calbright College not 
included). 

CCC Counseling Online Services Survey  Mar 8 - Apr 7, 2022



Pre-Covid (prior to March 2020), what online counseling services were already 
provided?

4141  41

99  9

3131  31

88  8

22  2

44  4

22  2

11  1

11  1

Check all that apply

Email-Based Counseling

Virtual Online Drop-in

Online/Video Counseling Appointments

Other: Phone

Other: Cranium Cafe

Other: Minimal/Piloting

Other: None

Other: Online Form

Other: Live Help/Chat System
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N = 57



"Please share 
the successes 
your counseling 
services 
department has 
experienced, 
lessons learned 
and/or best 
practices you 
would 
recommend."



"What have been the issues/roadblocks with 
successful implementation of online counseling 
services?"



"What additional resources would your counseling department 
need in order to provide what you consider a robust online 
counseling services model at your college?"
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More full-time
 counselors

More adjunct
 counselors

More classified office
 support

More hourly
 student/staff support

New or upgraded
 software

New or upgraded
 hardware

Campus Space - for
 student online access
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Other:
Data on student needs
Institutional Support
eSARS improvements 
(differentiated appt types)
Designated IT Support (2)
Maintain 1 hour appt and 3-day 
drop-in
Reliable Internet for students
Telecommuting policy

N = 57
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https://docs.google.com/document/d/1OX-T6FFOSSx771g4x6TY11-CvkCktKXD1MXqR6LyRf4/edit?usp=sharing


WHERE WERE WE THEN?

Students schedule via in-person, phone or email 
(limited to business hours)
The primary modality of services was in-person, with 
phone by request (*unadvertised pilot of online/Zoom 
appointments were just being started)
eCounseling was our primary "online-based" service
Drop-in services only serviced in-person or when 
requested by phone
Forms and process were not yet developed for 
electronic submissions



Students schedule via ESARS 
(available at all hours), in-person, 
phone or email
Students get to CHOOSE the 
modality of their appointment 
(online or in-person)
Drop-in services combine both in-
person and online in a single 
queue

WHERE ARE WE NOW?



WHERE ARE WE GOING?

Identify barriers keeping students from accessing services
If we have the services to offer, how do we get to all the 
students? 

Develop more support documents and videos on how to 
use our services
Continue to utilize data to inform our services
Review the recommendations of best practices to adopt



FALL 2019
1550 Appointments

2 of which was online

DATA-DRIVEN

FALL 2022
2221 Appointments

1448 of which was online

*Note this is only in reference to FULL appointments and does not take into 
account students serviced through Drop-in and eCounseling

70% of our appointments allow for the student 
to CHOOSE their modality

30% of our appointments are preset for online

773 students scheduled appointments on-
campus. Even with the option to choose to 
come on campus or online they 
overwhelmingly chose to take online 
appointments instead.

100% of our appointments were in-person and 
at this time we had just initiated a pilot to start 
offering online appointments. It was an 
unadvertised option to only offer working 
students who were unable to come on-campus 
during business hours and only three 
counselors had been identified to offer this type 
of service.



THANK 
YOU FOR 
YOUR TIME!

My-Linh Nguyen, Ph.D
Counseling Department Chair

Cuyamaca College
my-linh.nguyen@gcccd.edu


