
THE 
STUDENT 
JOURNEY





PUTTING THE FOCUS ON STUDENT PERSONAS 
Never before have American colleges had to compete so fiercely for the attention of students. 
Institutes of higher learning are scrambling to attract students who are bombarded by a litany of 
sophisticated social media ads promising fast, easy educational opportunities. Simultaneously, there’s 
growing skepticism among young people about whether a traditional, expensive, and time-consuming 
degree program is necessary for their career goals.
  
Smaller schools such as Victor Valley College are greatly impacted by these challenges. Therefore, 
it is critical to customize your student communications strategy in order to reach your targets and get 
your message through.  

We recommend taking a closer look at who you are targeting. What kind of students are attracted to Victor 
Valley’s offerings? By recognizing the shared patterns of their needs, goals, and styles of communication, 
Victor Valley can customize its messaging and authentically grow student engagement. 

OUR MISSION 
Elder Tree’s mission was to identify distinct student segments that constitute Victor Valley College’s 
student body, based on reported motivations and mentalities. We conducted in-depth campus-wide 
surveys followed by thorough data analysis. Our research identified a diverse student body with 
shared goals, needs, concerns, and problem areas. 
 
With this research, Victor Valley administrators can tailor their communication strategies and launch 
exciting new engagement initiatives. This is an opportunity to personalize messaging and thereby 
enhance brand awareness and loyalty. 

BRAND DEMAND & STUDENT APPROACH 
Flat, traditional approaches for school-to-student communications simply don’t cut it anymore. There 
are too many institutional players on the field, too many real-life distractions vying for potential 
students’ attention, and too many alternatives such as online certifications offering a fast track to 
high-salaried positions. To cut through the clutter, Victor Valley must deploy a carefully considered, 
highly personalized messaging strategy based on a deep understanding of student group behaviors.  

Research demonstrates that consumers form tighter bonds with brands that convey insight and 
empathy into those consumers’ unique life circumstances. Through thoughtful, customized campaigns, 
Victor Valley will generate deeper levels of trust and brand loyalty for new and existing students.   

Imagine bolstered student satisfaction, higher rates of enrollment and retention, and academic success 
rates going up as students feel empowered by Victory Valley, a trusted partner on their journey to 
growth and success.  

INTRODUCTION
 VICTOR VALLEY STUDENTS — THE CURRENT ENVIRONMENT 
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As California educational mandates continue to get stricter, colleges must demonstrate measurable 
positive outcomes to secure vital program funding. Using the carefully researched information in this 
guide to convert information into action, Victor Valley will strategically position itself to obtain and/or 
maintain such funding and will increase student acquisition, diversity, retention, and success rates. 
 
The insights are here. We’ve laid the groundwork, digging into the needs of current and potential Victor 
Valley students and turning the data into actionable methods for individualized messaging content. 
Now we present this knowledge to Victor Valley in the sincere hopes it can be leveraged to maximize 
positive outcomes for all parties! 

Here are the unique student segments currently comprising Victor Valley College’s student population: 

NEED-BASED PERSONAS 

The Undecided 
Student Type: Taking general classes; may transfer later 

The High Achiever 
Student Type: Associate’s degree for transfer 

The Comeback Kid 
Student Type: Certificate; considering an AA or university degree 

The Career Switcher 
Student Type: Certificate

The Lifelong Learner
Student Type: Enrichment; may be interested in a certificate

The Student with a Learning Disability 
Student Type: Taking AS classes; may transfer later 

The ESL/EFL Student 
Student Type: Taking general classes; may transfer later

The Local  
Student Type: Associate’s degree for transfer 

CONTENT & 
     DISTRIBUTION
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BRAND DEMAND & STUDENT APPROACH 
Studying persona groups offers insight into Victor Valley students’ mindsets. In terms of marketing, 
segmentation helps your school reach distinct audiences in a more relatable manner. From an 
administrative perspective, defining and addressing groups increases the capacity to match students 
with the most helpful services for their needs. 

 
Meanwhile, the availability of data collection and analysis allows Victor Valley leadership to gauge the 
efficacy of applicable programs and services. Last but not least, addressing segments according to specific 
determinants allows Victor Valley staff to understand and define student goals and struggles, thus helping 
to foster achievement and positive outcomes via targeted, inclusive outreach and engagement.  

SOLUTIONS 
MEETING AND EXCEEDING STUDENT NEEDS
Imagine if a student’s educational needs were unseen or misunderstood. What would happen? They would 
struggle alone as their academic performance declined, their frustration increased, and ultimately their 
likelihood of achieving their goals withered.  
 
Now imagine the opposite! Victor Valley’s outreach and support teams have the power to reach individual 
students with timely, compelling messages that speak to their situations, helping them reach those goals. 
These vital communications, which range from information on financial aid to academic planning, social 
events, and mental wellness services, all can make a lasting, positive impression. This customized outreach 
effort not only builds upon the Victor Valley College brand, but also strengthens the bond with students.  
 
Victor Valley must be proactive in ensuring all students feel welcomed, respected, supported, and fairly 
treated across the spectrum of their diverse needs. This is a team effort requiring all college staff, faculty, 
and administrative members to participate. Employees from top to bottom must “buy-in” and take to heart 
the overarching mission to implement correct dialogues and tailored support structures aimed at enhancing 
the partnership with the student body. As this happens, the Victor Valley brand will realize a reputational 
boost as word spreads through the community that “this is a college that really cares!” 

PROBLEM 
     ANALYSIS
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DELIVERY
Finally, to deliver the high-quality support Victor Valley students need to succeed, 
we recommend three delivery systems of communication. Each highlights a 
different style of engagement: 

Influencer: This type of message delivery may be the most effective form of communication to 
Victor Valley students. Influencer messaging is immediately impactful because it comes from a 
trusted source. Students are more prone to listen to influencer guidance as they seek out the 
support they need. Some examples include Student/Peer communications, Direct Academic 
attention (Faculty, Tutors), and Announcements/Press from Administrative Leaders. 

Virtual: Students of all ages can benefit from Victor Valley’s virtual communications which 
may include emails, online school portals, and the Victor Valley College main website. While 
younger students may be more apt to engage with virtual messaging, older students are 
increasingly more comfortable with the new technologies. Virtual messages should ideally be 
concise, clear, relevant, and to the point to avoid disengagement. These online systems must 
be easy to navigate and free of glitches, errors, or process delays.
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Print communications: This message delivery is a viable and useful method of communication, 
but requires strategic placement or delivery plus distinctive, noteworthy designs. Excessive 
details should be avoided while graphics and content must be neat, straight, and relevant. 
Flyers, posters, bulletin boards, local ads, and direct mailers draw more attention when they 
convey actionable information versus simply visual or verbal gimmicks.

Next, we will move on to the second half of our report — an index of messages broken down by student 
persona type, messaging needs, and preferred delivery method.  

ESTABLISH TRUST AND MOVE FORWARD
Once you meet the basic needs of the Victor Valley student body and establish appropriate 
communication channels, the students will be more prone to positive engagement with the school and 
its services and programs. As they come to understand how Victor Valley prioritizes their well-being, 
students can move ever closer to achieving their full potential! 
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Student Type: Taking general classes;
may transfer later 

THE UNDECIDED

         JIM

PROFILE
Jim is a recent high school graduate who grew up in Victorville and lives locally. He heard about 
Victor Valley from friends at high school, so now he’s knocking out a few lower-level general ed 
classes as a part-time student. He’s optimistic and independent. He takes the bus to campus and 
loves to hang out at the library. Due to the bus schedule, Jim is limited by the classes that he can 
take. He would like to see more variety in class scheduling so he doesn’t have to stress out about 
catching the bus or missing out on socializing and connecting with other students after class.  
 
Jim might transfer to a California university at some point. For now, he’s uncertain and has no 
declared major nor definitive career plans. He works part-time but has no huge demands on his 
time. He could take more classes if he were inclined, but he’s lacking guidance, motivation, and 
accessibility. No one in Jim’s immediate family has ever been to college. 
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JIM SAYS:
• “I like taking classes I want without any pressure to pick a major.” 
• “More general education class options would be nice because I’m avoiding the hard stuff 

for now.”
• “I have no idea what I really want to do with my life and don’t know how to figure it out.”  
• “I should probably ask for help from the school as far as career planning.”  
• “I like the freedom of exploring different subjects before having to invest the time and 

money into one single major.” 

INFORMATION SOURCES
#1 - Teachers 
Counselors; email; school website

 

WHAT JIM SEEKS 
(SOCIO-EMOTIONAL NEEDS)
• Outreach by active student 

organizations who can make Jim feel 
part of the larger community 

• Explanation of all the free services and 
benefits offered by the school 

WHAT JIM NEEDS 
(SCHOOL SERVICES) 
• Better all-around communication and 

outreach, especially in light of Covid-19  
• Academic advisors with good follow through 

and guide him towards goal achievement 
• Faculty who gets to know Jim’s aptitudes 

and interests, so they can define academic 
objectives and help him decide on a major 
and a career path 

• Financial Aid staff who reach out to help him 
understand funding opportunities 

• Flexible scheduling 

EMAIL SUBJECT LINES BASED ON MESSAGING NEEDS: 
• Get a handle on college. 
• Not sure about college goals? Let’s make a game plan... 
• We’ll help you get wherever you want to go! 
• Tell us what you need for school. 
• How can we help you reach your dreams? 
• Let’s talk about your future.  
• Steer the ship of your destiny. 
• Victor Valley — your partner for the road ahead.  
• Invest in yourself at Victor Valley today. 

CALL-TO-ACTION: 
• Talk to an academic advisor today! 
• Your Victor Valley advisors can’t wait to hear from you! 
• Let Victor Valley get you on track for your goals. 
• Financial Aid is only one call away! 
• Check out our student services to help you stay on track. 

Student Type: Taking general classes;
may transfer later 
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Student Type: Associate’s degree for transfer

THE HIGH ACHIEVER

         VERÓNICA
PROFILE
Verónica is a recent high school graduate who lives with her parents 40 miles away from campus. 
She’s a full-time hybrid student taking courses for an Associate’s Degree in Science for Transfer 
in Business Administration. After completion, she’ll transfer to UC Davis for her Bachelor’s and 
perhaps MBA. She is goal-oriented and loves to read. She is paying her way through school 
through part-time work and federal aid.  
 
Verónica’s father went to Victor Valley and the college was close enough to home that she 
could save money on rent and commute to class, however it’s a long trip and she finds herself 
exhausted by the end of a full week of classes. She’s hanging in there and is motivated to 
finish but is exploring online course options to break up the drive and give her more freedom 
with her schedule.   
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VERÓNICA SAYS:
• “I’m careful with my money. I live with my parents and drive to campus, but it gets 

expensive because of gas costs.”  
• “Financial aid gets tricky. I worry that I’m missing out because I get overwhelmed 

sometimes. I wish I knew of more grants and scholarships that I could apply to. I’d be 
interested in financial aid workshops that are open to the student body to make the 
process easier and to reveal more opportunity.”  

• “Sometimes I hear important information from friends but would rather get it directly from 
the school.” 

• “Counselors are great but I still need extra guidance so I can transfer successfully.”  

INFORMATION SOURCES
#1 - Website 
Emails; offices; social media; teachers; word 
of mouth; financial aid/transfer workshops, 
student forum 

WHAT VERÓNICA SEEKS
(SOCIO-EMOTIONAL NEEDS) 
• The feeling of being included via 

outreach about online groups and 
meetings plus news about fun campus-
based events  

• A sense of community and caring that 
extends to students who live outside 
the area 

WHAT VERÓNICA NEEDS 
(SCHOOL SERVICES) 
• Comprehensive support that keeps her 

engaged and informed on class updates, 
changes, and online offerings 

• Counselors who can map out her 
transfer requirements so she is prepared 
for university 

• Proactive Financial Aid staff who reach 
out to help Verónica take advantage of 
funding opportunities both locally and 
statewide 

• Information on free resources to help 
her save money, including possible 
food vouchers, tutoring services, free 
transportation options, or ride shares on 
a student bulletin or online forum 

EMAIL SUBJECT LINES BASED ON MESSAGING NEEDS: 
• Full speed ahead to your university transfer!  
• Thank you for being a Victor Valley student! 
• We’d like to get to know you better… 
• Tell us what you need to succeed! 
• Save money with Victor Valley! 
• 10 ways Victor Valley’s got your back. 
• Check out these California Grants for transfer students like you!  

CALL-TO-ACTION: 
• Learn what Victor Valley can do for you! 
• Let Victor Valley advisors put you on the fast track for transfer success! 
• When money’s tight, Victor Valley can help. 
• See what’s happening this week, only at Victor Valley! 
• Free on Thursday? Come check out our Club Fair!   
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Student Type: Certificate; considering an AA or 
university degree

THE COMEBACK KID

        ROBIN

PROFILE
Robin may not be a “kid” but she’s ready for a comeback. A married mom in her early thirties, 
Robin is active, energetic, and ready to get back to school to finish her Certificate as an Athletic 
Trainer Aide. If all goes well, she might pursue an associate’s in Kinesiology and is even 
considering transferring to a UC.  
 
Robin is a homeowner with plenty of bills, so affordability is critical. Flexibility matters because 
of her family responsibilities. Prior to having kids, she did take some college classes focused on 
her family soon thereafter. Now she’s interested again in school but wants to start slowly. She 
needs to build up her qualifications to get a better position within the fitness industry ASAP.   
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ROBIN SAYS:
• “I want to take the courses I need to qualify for a better-paying position in my career field.” 
• “If all goes well with my certificate, I’d definitely be interested in pursuing more education 

so I can get promotions later.”  
• “I like the affordability of Victor Valley and know I can succeed with the right help at the 

right times.”  
• “Sometimes I feel overlooked since I’m older, but I need the same level of support as 

younger students because this is new to me.”

INFORMATION SOURCES
#1 - Email 
Teachers; website; offices  

WHAT ROBIN SEEKS
(SOCIO-EMOTIONAL NEEDS) 
• Active student groups involved in physical 

education and/or parenting activities  
• Events that make older students feel 

included and respected 

WHAT ROBIN NEEDS 
(SCHOOL SERVICES) 
• Comprehensive support that recognizes 

Robin’s status and unique needs as an 
older, “nontraditional” student who has 
been out of the loop for a while 

• Faculty who understand Robin’s work 
and family situation and can be flexible 
when needed 

• Academic Advisors who take time to 
explain educational paths, including 
options for transferring   

• Proactive Financial Aid staff who can 
find funding opportunities Robin may 
have overlooked  

EMAIL SUBJECT LINES BASED ON MESSAGING NEEDS: 
• Ready for no-nonsense educational options to get ahead? 
• Get where you’re going faster with Victor Valley. 
• Learn more, earn more.  
• Let’s put you on the fast track to promotion.  
• You’re never too old to learn something new.  
• Here’s why Victor Valley is the college for all ages! 

CALL-TO-ACTION: 
• Check out our new and improved services. 
• Put your Victor Valley team to work for you! 
• Don’t miss a chance to boost your career! 
• Find out what’s new for YOU at Victor Valley!  
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Student Type: Certificate 

PROFILE
Kiyomi is an economically disadvantaged single parent who works as a hostess. Her job was 
impacted by the pandemic, and she uses social aid to keep afloat. Kiyomi wants to earn more 
and do work that is more fulfilling, so she has decided to switch careers. Now she’s a part-time 
student in the Nursing program.  
 
Kiyomi knows she might need to work on a degree at some point but is taking things one day 
at a time. This is a scary time in her life but she’s doing what she feels is necessary to progress 
towards a better future for herself and her children. In her spare time, she loves being outdoors.  

 THE CAREER SWITCHER

       KIYOMI
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KIYOMI SAYS:
• “I need flexibility and love being able to make my own class schedule.” 
• “I’m always looking for resources that can help me get a better education so I can move 

up in my career.” 
• “Some of my classes feel slightly out of date. I want to learn the latest information to be competitive.”  
• “Financial aid is confusing. I have a hard time figuring out what I’m eligible for.” 

INFORMATION SOURCES
#1 - EOPS program 
School flyers, email, social media 

WHAT KIYOMI SEEKS
(SOCIO-EMOTIONAL NEEDS) 
• Connection to a network of peers who 

understand her life situation and can 
relate to her struggles and goals 

• Affordable, dependable childcare 
options for when she’s taking classes  

WHAT KIYOMI NEEDS 
(SCHOOL SERVICES) 
• Outreach from EOPS and CARE staff 

who can help Kiyomi with academic 
and financial support matters, including 
food vouchers, free tutoring options, and 
other ways to save money 

• Help to spruce up her resume, hone 
her interview skills, and discover best 
practices for the job search 

• Supportive Financial Aid staff who can 
help her determine viable best funding 
solutions now and for future educational 
pursuits 

• Advisors who can lay out options 
about advanced education such as an 
associate’s degree and beyond 

EMAIL SUBJECT LINES BASED ON MESSAGING NEEDS: 
• Victor Valley is with you all the way. 
• Find out how Victor Valley can help you change careers fast. 
• Total support on your journey to a new job. 
• It’s never too late to launch a new career. 
• Get certified for your dream job. 
• What’s next after certification? Let’s explore your options! 
• Never be afraid to dream big!

CALL-TO-ACTION: 
• We’re here to help when you need us. 
• Go on, ask us anything!  
• Don’t be shy — it’s our job to help! 
• Learn something new today — call us and let’s chat about your future! 
• Discover 5 ways to save more money with Victor Valley.   

13



Student Type: Enrichment; may be interested
 in a certificate

THE LIFELONG LEARNER

         JAVIER

PROFILE
Javier is a successful, semi-retired real estate agent who loves to constantly learn new things. 
He’s over 50 and occasionally takes classes but has no particular interest in pursuing a degree. 
He likes exploring new subjects but has taken courses in HVAC/R and construction because 
they’ve helped him be more knowledgeable about things in his line of work.  
 
Javier particularly enjoys small class settings and engaging with his teachers. In fact, he’s taught 
a few classes himself at a different community college. He’s financially secure, has a fair amount 
of free time, and likes to learn for the sake of learning as well as to enhance his understanding 
of housing topics.  
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Student Type: Enrichment; may be interested
 in a certificate

JAVIER SAYS: 
• “Ongoing education is important because when we stop learning we stop growing.” 
• “I take classes to learn things in a live, dynamic environment that goes beyond just reading books.”  
• “Small classes allow for more individual attention and opportunities for students to share 

their knowledge and experiences.”  
• “I don’t mind being an older student. I believe we’re lifetime students.”  

INFORMATION SOURCES
#1 - Course catalog 
Emails; mailers; offices 

WHAT JAVIER SEEKS 
(SOCIO-EMOTIONAL NEEDS)
• Connection to a network of peers his 

age with shared interests  
• Events that make older students feel 

included and respected 

WHAT JAVIER NEEDS 
(SCHOOL SERVICES) 
• Outreach to keep him updated on upcoming 

classes of interest, especially those that build 
upon what he’s already learned 

• Encouragement to explore the 
opportunities and benefits of completing a 
certificate or degree 

• Visually captivating marketing materials that 
appeal to his desire for live learning over 
solitary study, books, and online classes 

EMAIL SUBJECT LINES BASED ON MESSAGING NEEDS: 
• Learn something surprising! 
• We make learning worthwhile. 
• Find out what’s in store at Victor Valley! 
• Add your courses up to earn a certificate. 
• 5 advantages of earning a degree later in life 
• Don’t wait for Opportunity to knock… 
• Let’s add a new chapter to your success story. 
• Keep building upon your success! 

CALL-TO-ACTION: 
• Let’s connect and explore what we can do for you. 
• A 5-minute call could change your life. 
• Find out what’s next on your learning journey! 
• Put your Victor Valley crew to work today! 
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Student Type: Taking AS classes; may 
transfer later

PROFILE
Nathan is a budding video game designer in his mid-20s. As a person with a disability, he has 
special educational needs to help him achieve his academic goals. Currently, Nathan works a 
remote part-time job and carpools to Victor Valley where he’s enrolled in the Child Development 
AS program.  
 
Nathan is excited about his career options and wants to explore innovative ways to use 
technology to work with special needs children. Having experienced and overcome challenges 
himself, he believes he’ll make an effective and empathic teacher. He is sometimes frustrated 
with the college’s implementation of certain aspects of his access plan but is overall satisfied 
and eager to keep going.  

THE STUDENT WITH A LEARNING DISABILITY 

        NATHAN
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Student Type: Taking AS classes; may 
transfer later

NATHAN SAYS:
• “I don’t let my disability define me, but sometimes other people stereotype me because of it.” 
• “I know if I apply myself and have support along the way, I will reach my goals. Then I want 

to help others like me to do the same.”  
• “Sometimes in the race to be seen as inclusive, organizations forget about or only give 

token service to persons with disabilities. We each have specific, unique needs.”

INFORMATION SOURCES
#1 - Website 
Emails; offices; word of mouth 

WHAT NATHAN SEEKS
(SOCIO-EMOTIONAL NEEDS) 
• Organizations that support students with 

physical, behavioral, or learning disabilities 
• Positive interactions with compassionate 

employees who show respectful 
consideration of his needs 

WHAT NATHAN NEEDS 
(SCHOOL SERVICES) 
• Academic advisors who stay engaged 

with Nathan to ensure he is progressing 
on his academic roadmap  

• Supportive ACCESS staff who help him 
understand and obtain all services he 
qualifies for 

• Faculty who understand his unique 
learning needs and are able to stay 
flexible and work with him to ensure 
equitable treatment  

• Proactive Financial Aid staff who can 
take additional care to assist Nathan with 
all applicable needs and explain any 
overlooked scholarships or other funding 
he is eligible to receive  

EMAIL SUBJECT LINES BASED ON MESSAGING NEEDS: 
• We’re excited to have you at Victor Valley! 
• Learn more about Victor Valley’s ACCESS program features. 
• 5 Victor Valley ACCESS features you might have missed. 
• Everyone deserves access to an equitable education. 

CALL-TO-ACTION: 
• Get your AS degree on track!  
• Put your Victor Valley ACCESS team to work! 
• Get in touch to explore your service options. 
• Check out Victor Valley’s renewed commitment to DEI.  

THE STUDENT WITH A LEARNING DISABILITY 

        NATHAN
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Student Type: Taking general classes; may 
transfer later 

THE ESL/EFL STUDENT

         AYSE

PROFILE
Ayse’s family immigrated to the US two years ago, and she feels confident enough in her English 
proficiency to take general education college classes. She has a few credits from a school in 
her native country and wants to transfer those, if possible. Right now, she is unsure about her 
major but wants to earn a bachelor’s if she can afford it and is able to keep up her good grades.  
 
Ayse likes the affordability and convenience of taking classes at Victor Valley, but she is shy and 
hesitant to ask questions when she needs support. Her parents don’t know much about higher 
learning in the US and are paying for her classes out-of-pocket.    
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AYSE SAYS:
• “I like living in the US, but everything is very different to me. Sometimes things are confusing.” 
• “There is a lot of paperwork involved with financial aid and enrolling in classes. I have to 

use Google Translate a lot.”  
• “I want to be independent and do things on my own. But I don’t want to miss anything 

important that could help me.”  

INFORMATION SOURCES
#1 - Teachers 
Social media; students/friends; website  

WHAT AYSE SEEKS
(SOCIO-EMOTIONAL NEEDS) 
• Diverse student organizations that 

actively support students who have 
come from outside the US 

• Welcoming interactions with caring 
faculty and staff who understand that 
English is not Ayse’s native tongue 

WHAT AYSE NEEDS 
(SCHOOL SERVICES) 
• Academic advisors who can ensure 

Ayse’s prior credits get counted towards 
an associate’s or beyond if she transfers 
to a 4-year institution  

• Supportive Registration staff who help her 
sign up and understand her class schedule 

• Proactive Financial Aid staff who take 
extra care to explain funding options she 
could be eligible for 

• Faculty who recognize the language 
barrier and ask concept checking 
questions to ensure Ayse understands 
requirements and feels comfortable 
asking for assistance

EMAIL SUBJECT LINES BASED ON MESSAGING NEEDS: 
• Thanks for being part of the Victor Valley family. 
• Welcome to your educational adventure! 
• Don’t worry, Victor Valley has you covered. 
• 5 ways Victor Valley supports our ESL/EFL students. 

CALL-TO-ACTION: 
• Learn more about our ESL/EFL support services! 
• Transfer your credits fast! 
• Let’s talk about your future. 
• Need help planning your degree?   
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Student Type: Associate’s degree for transfer

PROFILE
Darrell grew up in Victorville and has been taking classes on and off for a few terms. He works 
full-time at a local grocery store and is interested in auto mechanics. He’s thinking about 
completing an Automotive Technology AS to qualify for a new job but isn’t sure he has the time, 
money, or academic aptitude necessary to succeed.  
 
Darrell is the first member of his immediate family to attend college. He’s a self-taught mechanic 
but knows a credential would help demonstrate his abilities to prospective employers in the 
area. In fact, he would not mind transferring to complete a bachelor’s if he had enough support 
and incentive.

 THE LOCAL

        DARRELL
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DARRELL SAYS:
• “I’m outgoing but feel awkward at a desk in class, so I like small, hands-on classes.” 
• “I get distracted by electives when I need to focus on building towards a certificate 

or associate’s.”  
• “Finances are an obstacle. I work but spend a lot on tools and need help finding scholarships.”  
• “Communication could be more straightforward. I am process-oriented but need things 

explained in a way I can understand. I’m not sure my counselors know what to do with me.”  

INFORMATION SOURCES
#1 - Teachers 
Friends; emails; flyers; counselors 

WHAT DARRELL SEEKS
(SOCIO-EMOTIONAL NEEDS) 
• Tutoring to keep him motivated and on 

track so he does not get discouraged 
• Active groups that share his passion for 

mechanical work and encourage him to 
keep studying  

WHAT DARRELL NEEDS 
(SCHOOL SERVICES) 
• Outreach from Financial Aid to break down 

where he can find scholarships and tips on 
applying for them 

• Information on FAFSA and other federal aid 
opportunities, including apprenticeships 

• Faculty who understand Darrell’s learning 
style, which involves hands-on learning and 
real-world application 

• Academic advisors able to lay out Darrell’s 
academic options and explain how he can 
complete a certificate or degree in the 
shortest amount of time possible, which 
includes registering for classes early enough  

EMAIL SUBJECT LINES BASED ON MESSAGING NEEDS: 
• Time to rev up your degree plan! 
• Let Victor Valley be your vehicle to a better future! 
• 5 ways to speed up your degree completion! 
• Turbocharge your academic plan today! 

CALL-TO-ACTION: 
• Ready to fuel up for academic success? 
• Call us for a tune-up to your academic plan. 
• It’s time to schedule your academic plan for maintenance. 
• When’s the last time you checked your academic goals? 
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CONCLUSION

Our avatars are composites based on diverse persona groups, and as such cannot fully express the 
wide range of issues and behaviors students may experience. There will always be additional layers 
of needs to consider, but these representations serve to personalize and highlight the unique needs, 
attitudes, and goals of the student population’s largest clusters.  
 
One thing all Victor Valley students have in common is the desire to learn something tangible that 
will benefit their lives and future. They also share similar general needs, including the need for high-
quality personalized student services that incorporate principles of diversity, equity, and inclusion in 
all their myriad forms.  
 
To maximize engagement with student audiences, we propose that leaders adopt the following actions: 

• Develop and utilize a variety of communications systems and combinations of 
messaging options that will resonate with each type of student. 

• Offer significant guidance and direction so that both self-advocating students and 
those less motivated can bring their ambitions to light. Without the full support 
of the administration and college services, the student will have a more arduous 
time reaching their full potential. 

• Collect the data that underscores the value of its success and the gaps in its 
strategies so that future cohorts will benefit from these new insights.

Victor Valley College enjoys a strong local reputation that can be enhanced through fostering a culture 
of excellence and empathy within the student body. To achieve this, all Victor Valley employees must 
stand ready to accept the mission to improve the Victor Valley student experience.  
 
Only when students perceive genuine effort and commitment will you see their engagement rise. 
They’re waiting for that positive change that will elevate their college experience and strengthen the 
campus community. Victor Valley stands poised and ready to meet and exceed those expectations! 
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Victor Valley has a long history of inclusivity. To continue fulfilling that objective, we advise 
differentiating between the subgroups of the student population in order to fully customize services. 
 
Whether they admit it or not, most students need and benefit from receiving such tailor-made support. 
The time and energy put in to provide this experience will pay off as student trust grows and they 
recognize how much Victor Valley is trying to help them achieve their goals. This creates a Win-Win 
situation... and an amazing ROI for Victor Valley!  
 
The key to getting (and keeping) students involved is to speak to their personalities while addressing 
the varied reasons why they are attending college in the first place. If the focus is only on outcomes 
without understanding the students’ psyches, it will be tough for Victor Valley to fully succeed in 
reaching those students in a genuine, meaningful way.  
 
Next we will move on to our appendix of messaging ideas involving each student type and their unique 
needs. Incorporating these personas and associated messaging approaches through Victor Valley’s 
support services will help students feel encouraged to view Victor Valley College as a key step on their 
career path. They will be more inclined to engage and more willing to share their dreams and entrust 
Victor Valley to help them achieve those dreams!

GETTING 
      STARTED
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Index of 
  Messages

The Undecided 
Student Type: Taking General Classes; May Transfer Later

SERVICES NEEDED:
• Better all-around communication and outreach, especially in light of Covid-19  
• Academic advisors who stay connected and guide him towards an identifying and 

achieving his goals 
• Faculty who gets to know the student’s aptitudes and interests, so they can define 

academic objectives and help him decide on a major and a career path 
• Financial Aid staff who reach out to help him understand funding opportunities 
• Outreach by student organizations who can make Jim feel part of the larger community 
• Explanation of all the free services and benefits offered by the school 

INFORMATION SOURCES: 
#1 - Teachers 
Counselors; email; school website 

CLEAR ADMINISTRATIVE SUPPORT:
All the support you could ask for.  
Crystal-clear support for all your academic needs. 
Get answers to your college questions. 
We’re eager to help! 
 
If you need (X), go to (Y) at (Z) 
Confused about (X)? Visit (Z) 
(Y) is here to solve your (X) problems 
Need info about (X)? (Y) has you covered. Go to (Z) now! 
 
X= Common student need  
Y= Student Service name 
Z= Location (Room # or Website Link) 

GUIDANCE:
College is more than just a class. 
Fresh on campus? We’d love to get to know you. 
Get guidance for your college path. 
Let Victor Valley guide you to a promising career! 
New to college? Victor Valley will teach you the ropes.
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FLEXIBLE SCHEDULE:
Make room for your education. 
Learning on your schedule.  
We fit any schedule.  
Victor Valley runs on your time.

LOW STRESS:
Accessible education.  
College made simpler.  
Learn what you need, when you want. 
Victor Valley — college at your speed. 

SUPPORTIVE LEADERSHIP:
Let’s plan your future! 
There’s always room for you at Victor Valley! 
We’re rooting for you at Victor Valley! 
Victor Valley and you — a partnership for success! 

TUTORING AVAILABILITY:
One-on-one tutoring to get you to the top! 
Tutoring done right.  
Your secret weapon to academic success!  
Victor Valley tutors are standing by. 
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Index of 
  Messages

The High Achiever 
Student Type: Associate’s degree for transfer

SERVICES NEEDED:
• Comprehensive support that keeps her engaged and informed on class updates, changes, and 

online offerings 
• Counselors who can map out her transfer requirements so she is prepared for university 
• Proactive Financial Aid staff who reach out to help the student take advantage of funding opportunities 
• Information on free resources to help her save money, including possible food vouchers, 

tutoring services, or free transportation options 
• Inclusivity via outreach about online groups and meetings plus news about fun campus-based events  
• A sense of community and caring that extends to students who live outside the area 

INFORMATION SOURCES: 
#1 - Website 
Emails; offices; social media; word of mouth 

AFFORDABLE FINANCIAL COMMITMENT: 
At Victor Valley, you can focus on learning instead of debt.   
Education shouldn’t require going into debt. 
You shouldn’t incur debt while working towards a career. 
Victor Valley: Your affordable option for education.

CLEAR ADMINISTRATIVE SUPPORT:  
All the support you could ask for.  
Individual support for all your academic needs. 
Free answers to all your college questions!  
Get answers to your college questions. 
Put your Victor Valley admin team to work! 
 
If you need (X), go to (Y) at (Z) 
Confused about (X)? Visit (Z) 
(Y) is here to solve your (X) problems 
Need info about (X)? (Y) has you covered. Go to (Z) now! 
 
X= Common student need  
Y= Student Service name 
Z= Location (Room # or Website Link) 
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DEGREE PAYOFF/SUCCESSFUL FUTURE: 
Big dreams begin at Victor Valley. 
Invest in yourself— start with Victor Valley. 
Student success is our success.  
Your best Return on Investment.  
Your success is ours, too! 

GUIDANCE: 
Helpful guidance about transfer options. 
Planning to transfer? Let us steer you in the right direction! 
Victor Valley gets you on track to transfer. 
Victor Valley — your stepping stone to higher ed! 
 

GUIDANCE FOR LONG-TERM GOALS: 
A legacy of launching students into long-term careers! 
Your future starts at Victor Valley.  
Your launchpad to a soaring career! 
Victor Valley — the perfect place to launch your future. 
 

MOVE ON QUICKLY: 
Get prepped for university here.  
Knock out your core classes. 
Victor Valley gives you the tools to transfer successfully.
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Index of 
  Messages

The Comeback Kid
Student Type: Certificate; considering an AA or university degree

SERVICES NEEDED:
• Comprehensive support that recognizes the student’s unique needs as an older, 

“nontraditional” student who has been out of the loop for a while 
• Faculty who understand her work and family situation and can be flexible when needed 
• Academic Advisors who take time to explain educational paths, including options for transferring   
• Proactive Financial Aid staff who can find funding opportunities she may have overlooked 
• Active student groups involved in sports and/or parenting activities  
• Events that make older students feel included and respected  

INFORMATION SOURCES: 
#1 - Email 
Teachers; website; offices 

ACCESSIBLE/ACCURATE INFORMATION:  
We take the guesswork out of your degree.  
Education is easier with Victor Valley.  
No nonsense, just clear-cut answers. 
Victor Valley — Get from Point A to Point B fast.

CLEAR ADMINISTRATIVE SUPPORT:  
Crystal-clear support to map your academic goals. 
Don’t miss an academic opportunity... 
Get answers to your college questions today!  
Put your Victor Valley admin team to work! 
 
If you need (X), go to (Y) at (Z) 
Confused about (X)? Visit (Z) 
(Y) is here to solve your (X) problems 
Need info about (X)? (Y) has you covered. Go to (Z) now! 
 
X= Common student need  
Y= Student Service name 
Z= Location (Room # or Website Link) 
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LOW STRESS:  . 
Victor Valley — just the right amount of college for your goals.   
College just got easier.  
Learn only what you need, only when you want. 
Customize your classes to meet your needs.

MESSAGING NEEDS:  
Your success is our mission. 
We’ll keep you on track. 
Let’s talk about your college goals. 
Victor Valley = School on your terms. 
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Index of 
  Messages

The Career Switcher  
Student Type: Certificate

SERVICES NEEDED:
• Outreach from EOPS and CARE staff who can help the student with academic and 

financial support matters, including food vouchers, free tutoring options, and other ways 
to save money 

• Help to build her resume and hone her interview skills while implementing best practices 
for the job search  

• Supportive Financial Aid staff who can help her determine viable best funding solutions 
now and for future educational pursuits 

• Advisors who can lay out options about advanced education such as an associate’s 
degree and beyond 

• Connection to a network of peers who understand her life situation and can relate to her 
struggles and goals 

• Affordable, dependable childcare options for when she’s taking classes  

INFORMATION SOURCES: 
#1 - EOPS program 
School flyers, email, social media 

ACCESSIBLE/ACCURATE INFORMATION: 
Education explained.  
Education is easier with Victor Valley.  
No nonsense, just clear-cut answers. 
Victor Valley — Get from Point A to Point B fast.  

AFFORDABLE FINANCIAL COMMITMENT:  
Affordable certification to launch your new career! 
College classes that fit your budget.  
We just made college affordable.  
Yes, you CAN afford to get certified! 

CLEAR ADMINISTRATIVE SUPPORT:  
All the support you could ask for.  
Don’t miss an academic opportunity... 
Free answers to all your college questions!  
Get answers to your college questions today!  
We’re eager to help! 
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If you need (X), go to (Y) at (Z) 
Confused about (X)? Visit (Z) 
(Y) is here to solve your (X) problems 
Need info about (X)? (Y) has you covered. Go to (Z) now! 
 
X= Common student need from Victor Valley administration 
(i.e. chemistry tutoring, transfer guidance, etc.) 
Y= Student Service name 
Z= Location (Room # or Website Link) 

DEGREE PAYOFF/SUCCESSFUL FUTURE: 
A new career is only a few short classes away. 
Get the education you need to build a brighter future. 
We’re here to help you secure the job of your dreams! 
Victor Valley — your gateway to a better-paying career.  

GUIDANCE:  
Let Victor Valley guide you to a promising NEW career! 
Crystal-clear support for all your certification needs. 
Free answers to all your college Certificate questions!  
Get answers to your college questions.  

MOVE ON QUICKLY:   
Get in and get certified! 
Qualify for a new career — fast! 
Your new career is only a few classes away.  
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Index of 
  Messages

The Lifelong Learner 
Student Type: Enrichment; may be interested in a certificate

SERVICES NEEDED:
• Outreach to keep him updated on upcoming classes of interest, especially those that 

build upon what he’s already learned 
• Encouragement to explore the opportunities and benefits of completing a certificate or degree 
• Visually captivating marketing materials that appeal to his desire for in person learning 

over solitary study or online classes 
• Connection to a network of peers his age with shared interests  
• Events that make older students feel included and respected 

INFORMATION SOURCES: 
#1 - Course catalog 
Emails; mailers; offices 

ACCESSIBLE/ACCURATE INFORMATION: 
Call us anytime!  
Friendly support for all your Victor Valley needs. 
We’ve got answers to all your questions!  
Victor Valley — your learning partner! 

CLEAR ADMINISTRATIVE SUPPORT:  
At Victor Valley, we’re always here to help! 
Don’t miss a chance to learn something amazing... 
Find out all the news at Victor Valley! 
Schedule an appointment with a counselor today! 
 
If you need (X), go to (Y) at (Z) 
Confused about (X)? Visit (Z) 
(Y) is here to solve your (X) problems 
Need info about (X)? (Y) has you covered. Go to (Z) now! 
 
X= Common student need  
Y= Student Service name 
Z= Location (Room # or Website Link) 
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MESSAGING NEEDS: 
Easy registration! 
Love learning? Great, because Victor Valley loves teaching! 
The classes you’ve been craving — only at Victor Valley!  
Let’s get learning. 

OUTREACH/COMMUNITY: 
Explore all that Victor Valley’s got to offer! 
Let’s meet for something exciting!
A world of learning awaits! 
We wouldn’t be Victor Valley without You!  
You’re invited! 
Victor Valley wants you!
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Index of 
  Messages

The Student with a Learning Disability  
Student Type: Taking AS classes; may transfer later

SERVICES NEEDED:
• Academic advisors who stay engaged with the student to ensure he is progressing on 

his academic roadmap  
• Supportive ACCESS staff who help him understand and obtain all services he qualifies for 
• Faculty who understand his unique learning needs and are able to stay flexible and work 

with him to ensure equitable treatment  
• Proactive Financial Aid staff who can take additional care to assist with all applicable 

needs and explain any overlooked scholarships or other funding he is eligible to receive 
• Organizations that support students with physical, behavioral, or learning disabilities 
• Positive interactions with compassionate employees who show respectful consideration 

of his needs  

INFORMATION SOURCES: 
#1 - Website 
Emails; offices; word of mouth  

AFFORDABLE FINANCIAL COMMITMENT: 
At Victor Valley, you can focus on learning instead of debt.   
Education shouldn’t require going into debt. 
You shouldn’t incur debt while working towards a career. 
Victor Valley: Your affordable option for education.

CLEAR ADMINISTRATIVE SUPPORT:  
Crystal-clear support to map your academic goals. 
Get answers to your college transfer questions. 
At Victor Valley, we’ve got you covered!  
You focus on classes; let us do the admin work. 
 
If you need (X), go to (Y) at (Z) 
Confused about (X)? Visit (Z) 
(Y) is here to solve your (X) problems 
Need info about (X)? (Y) has you covered. Go to (Z) now! 
 
X= Common student need  
Y= Student Service name 
Z= Location (Room # or Website Link) 
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FLEXIBLE SCHEDULE: 
Fit school into your life.  
Classes on your time.  
Learning on your busy schedule.  
We’ll find a way to fit your schedule.  
You’re busy. We’re flexible. Together we can do this! 
Victor Valley courses to match your hectic schedule.

GUIDANCE FOR LONG-TERM GOALS: 
A legacy of launching students into long-term careers! 
Let us steer your career in the right direction. 
Thinking ahead to an incredible tomorrow! 
Your future starts at Victor Valley.  
Your launchpad to a successful career! 
Victor Valley — the perfect place to launch your future. 
 
MESSAGING NEEDS:  
Your success is our mission. 
We’ll keep you on track. 
Let’s refine your college goals and make them a reality! 
Victor Valley = School on your terms. 

MOVE ON QUICKLY: 
Get prepped for university here.  
Knock out your core classes. 
Qualify for career advancement — fast! 
Victor Valley gives you the tools to transfer successfully. 

SUPPORTIVE STAFF:  
Victor Valley and you — a partnership for success! 
We’re pulling for you at Victor Valley! 
Let’s plan your future! 
There’s always room for you at Victor Valley! 
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Index of 
  Messages

The ESL/EFL Student 
Student Type: Taking general classes; may transfer later

SERVICES NEEDED:
• Academic advisors who can ensure prior credits get counted towards an associate’s or 

beyond if the student transfers to a 4-year institution 
• Supportive Registration staff who help her sign up and understand her class schedule 
• Proactive Financial Aid staff who take extra care to explain funding options and eligibility 
• Faculty who recognize the language barrier and ask concept checking questions to 

ensure she understands requirements and feels comfortable asking for assistance  
• Diverse student organizations that actively support students who migrated to the US  
• Welcoming interactions with caring faculty and staff who understand that English is not 

the student’s native tongue   

INFORMATION SOURCES:
#1 - Teachers 
Social media; students/friends; website  

AFFORDABLE FINANCIAL COMMITMENT:
At Victor Valley, you can focus on learning instead of debt.   
Education shouldn’t go hand in hand with debt. 
You shouldn’t incur debt while working towards a career. 
Victor Valley: Your affordable option for education.

CLEAR ADMINISTRATIVE SUPPORT:
Crystal-clear support to map your academic goals. 
Get answers to your college transfer questions. 
At Victor Valley, we’ve got you covered!  
You focus on classes; let us do the admin work. 
 
If you need (X), go to (Y) at (Z) 
Confused about (X)? Visit (Z) 
(Y) is here to solve your (X) problems 
Need info about (X)? (Y) has you covered. Go to (Z) now! 
 
X= Common student need  
Y= Student Service name 
Z= Location (Room # or Website Link) 
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GUIDANCE FOR LONG-TERM GOALS: 
A legacy of launching students into long-term careers! 
Take your first career step at Victor Valley.  
Thinking ahead to an incredible tomorrow! 
Your future starts at Victor Valley.  
Your launchpad to a soaring career! 
Victor Valley — the perfect place to launch your future. 

LOW STRESS:  
Accessible education.  
College just got easier.  
College made simpler.  
Customize your classes to meet your needs.  
Victor Valley — college at your speed. 

MESSAGING NEEDS:  
Your success is our mission. 
We’ll keep you on track. 
Invest in yourself at Victor Valley.  
Let’s refine your college goals. 
Victor Valley = School on your terms.  
 
SUPPORTIVE STAFF:  
Victor Valley and you — a partnership for success! 
We’re pulling for you at Victor Valley! 
Let’s plan your future! 
There’s always room for you at Victor Valley!   
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Index of 
  Messages

The local  
Student Type: Associate’s degree for transfer

SERVICES NEEDED:
• Outreach from Financial Aid on scholarships, deadlines, and tips for applying 
• Information on FAFSA and other federal aid opportunities, including apprenticeships 
• Faculty who understand the student’s learning style, which involves hands-on learning and 

real-world application 
• Academic advisors who lay out his academic options and explain how he can complete a 

certificate or degree in the shortest amount of time possible, which includes registering for 
classes early enough  

• Tutoring to keep him motivated and on track so he does not get discouraged 
• Campus groups that share his passion for mechanical work and encourage him to keep studying   

INFORMATION SOURCES:
#1 - Teachers
Friends; emails; flyers; counselors

ACCESSIBLE/ACCURATE INFORMATION:
Education explained.
Education is easier with Victor Valley.
No nonsense, just clear-cut answers.
Victor Valley — Get from Point A to Point B fast.

AFFORDABLE FINANCIAL COMMITMENT:
At Victor Valley, you can focus on learning instead of debt.
Education shouldn’t require going into debt.
You shouldn’t incur debt while working towards a career.
Victor Valley: Your affordable option for education.

CLEAR ADMINISTRATIVE SUPPORT:
Crystal-clear support to map your academic goals. 
Get answers to your college transfer questions. 
At Victor Valley, we’ve got you covered!  
You focus on classes; let us do the admin work. 

If you need (X), go to (Y) at (Z) 
Confused about (X)? Visit (Z) 
(Y) is here to solve your (X) problems 
Need info about (X)? (Y) has you covered. Go to (Z) now!  
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X= Common student need  
Y= Student Service name 
Z= Location (Room # or Website Link) 

DEGREE PAYOFF/SUCCESSFUL FUTURE:   
Get ahead faster with Victor Valley. 
Get the education you need to start a new future. 
We’re here to help you get ahead! 
Victor Valley — your gateway to a better-paying tomorrow. 

FLEXIBLE SCHEDULE:   
Adapt and overcome.   
Fit school into your life.  
Learning on your busy schedule.  
We’ll find a way to fit your schedule.  
You’re busy. We’re flexible. Together we can do this! 
Victor Valley courses to match your hectic schedule. 

GUIDANCE FOR LONG-TERM GOALS:    
A legacy of launching students into careers they love! 
Let us steer your career in the right direction. 
Thinking ahead to an incredible tomorrow! 
Your future starts at Victor Valley.  
Your launchpad to a soaring career! 
Victor Valley — the perfect place to launch your future. 

MESSAGING NEEDS:     
Your success is our mission. 
We’ll keep you on track. 
Let’s refine your college goals. 
Victor Valley = School on your terms.  

MOVE ON QUICKLY:     
Get prepped for university here.  
Knock out your core classes. 
Check out our certificate programs! 
Qualify for career advancement — fast! 
Victor Valley gives you the tools to transfer successfully. 
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