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Goals of this presentation
Goal #1: Overview our service-learning community partner 
assessment framework, process, and content, including the 
questions used.

Goal #2: Describe how our assessment results have been translated 
into actionable changes to operations and services within the VCU 
Division of Community Engagement.

Goal #3: Provide time for 
participants to discuss the 
assessment frameworks they
are using to build mutually-
beneficial community-
university partnerships.  



Goals of our community partner assessment
Goal #1: To deepen the university’s understanding of the impact of 
VCU service-learning classes on community partners. 

Goal #2: To develop and implement targeted, data-based strategies 
for improving the impact of VCU service-learning classes on 
community partners.

Goal #3: To evaluate the
impact of these 
improvements 
on the experiences of
VCU service-learning
community partners. 



3-Year Continuous Improvement Cycle
2016-2017 Data Collection. 
Collect data and analyze themes, determine points for intervention, design 
interventions. 

2017-2018 Develop & Pilot Interventions.
Develop and pilot strategic interventions,
identify metrics to assess impacts of
interventions.

2018-2019 Implement & Assess.
Full implementation of interventions,
assess impacts of strategic interventions, 
prepare for second round of broad data
collection (i.e., phone interviews with
random sample of service-learning 
community partners) in Summer 2019.



The Methodology 
Categorical Sampling & Phone Interviews

Currently >200 service-learning class sections/year.

In Feb-March 2017, used Service-Learning Office 
course designation records and the Banner 
Schedule of Courses to create a sample of 27 
service-learning classes that were offered during 
the 2016-2017 academic year that represented 
a variety of characteristics:

◇ undergraduate/graduate
◇ direct/indirect service
◇ academic discipline

In April 2017, verified 2016-2017 community 
partner(s) for each class in the sample via direct 
communication with faculty instructor.

In May-June 2017, conducted 30-minute semi-
structured phone interviews with the partners.



Sample Characteristics
Final Sample = 22 service-learning classes (1 community partner per class)*

*Of the 27 community partner organizations invited to participate,
22 completed phone interviews for a response rate of 82%.



Interview Questions
The VCU Service-Learning Office staff developed a 12-

question interview based on a review of literature on 
service-learning and community partner impact 
assessment, entitled Pelco & Elliott (2017) CPI: Service-
Learning Community Partner Impact Assessment*.

◇ History of partnership
- First-time [23%] vs. multiple year [73%]

partnership. No differences in responses.

◇ Organizational, social, and economic impact
of SL partnership (ratings & comments)
Based on the work of James & Logan (2016).

◇ Satisfaction with faculty interactions 
(rating & comments).

◇ Likelihood of recommending service-
learning (Net Promoter Score).

◇ Suggestions for better preparing students to
work in their organization (comments). *The CPI can be found on pages 29 to 33 of the Community Partner 

Impact Assessment Report.  The report is available online at 
https://scholarscompass.vcu.edu/community_resources/75/

https://scholarscompass.vcu.edu/community_resources/75/


ResultsOrganizational, social, and economic impacts
from Pelco & Elliott (2017) CPI: Service-Learning Community Partner Impact Assessment

1. Organizational: On a -5 to +5 scale, how would you rate the service-learning class 
as decreasing or increasing your ORGANIZATIONAL CAPACITY to fulfill its mission?

◇ Mean = +3.64(±1.18) and the Range = +1 to +5. 
◇ SL students increased the community partners’ organizational capacity 
by affecting the quantity, quality, and variety of services offered. 

2. Economic: On a -5 to +5 scale, how would you rate the service-learning class in 
being an economic COST or providing an economic BENEFIT to your organization?

◇Mean = +2.27(±2.05) and the Range = 0 to +5. 
◇ SL students impacted the economics of organization through (+)added 
services/programs, fundraising, in-kind donations, future hires, and (-) 
staff time, background checks, supplies.

3. Social: On a -5 to +5 scale, how would you rate the service-learning class in being a 
social COST or providing a social BENEFIT to your organization?

◇Mean = +3.14(±1.65) and the Range = 0 to +5. 
◇ SL students impacted the social functioning of the organization 
through (+) increasing the pool of sustained volunteers, increased 
visibility of their organization with students, networking with other 
faculty members, student impact on populations served and (-) impact 
on client populations of unreliable and/or disengaged volunteer/mentor.



ResultsSatisfaction with faculty interactions 
On a 0-to-10 rating scale where 
0=extremely dissatisfied and 10=extremely satisfied
the Mean = 9.09(±1.15) and the Range = 7 to 10. 

Key Faculty Qualities:
Advance planners, follows through in a timely manner, responsive 
and easy to reach, clear communicators, approachable, oriented 
towards partner needs, flexible. 

Net Promoter’s Score
“On a scale of 0 to 10, how likely are you to recommend this service-learning class to 
an organization that is similar to your own?’

Eighty-two percent (82%) of the community partners 
in this sample were “Promoters” (gave a rating of 9 
or 10) , 18% were ”Passives” (gave a rating of 7 or 8), 
and 0% were “Detractors” (gave a rating of 0 to 6). 

The resulting Net Promoter’s Score = 82

Caveats: Difficult for a partnership structured around a 15-week semester to have a 
large impact on an organization. Partners recommended that organizations should 
assess their capacity and fit for the service-learning class before signing on.

Net Promoter Score from 
http://www.medallia.com/net-promoter-score/



ResultsSuggestions for Preparing Students
”What suggestions do you have for how VCU can better prepare its 
students to succeed as volunteers with your organization?”

Cultural Humility. While partners expected students to be 
inexperienced, they suggested that information about the 
population they will be engaging with as well as discussions about 
how to respectfully and authentically engage across differences 
would be useful.  

Professional Development Skills. Partners reported that students 
could use help with general professional skills, such appropriate 
attire, being on time, following through on tasks, etc. Partners 
stressed that students should treat the experience as an informal 
job interview, and view themselves as professional colleagues. 

Leadership Skills. Some partners reported that students appeared 
hesitant to take initiative and feared failure. Partners suggested 
that trainings on what leadership looks like and reframing failure as 
an opportunity to learn would be helpful.

Career Development & Planning. Partners recognized that service-
learnings was a way for students to identify their career path. Some 
partners believed it would be helpful to assist students in 
identifying what they wanted to get out of their service-learning 
experience and how to relate it to their own career trajectory. 



Recommendations from the data
Support Partnerships. Develop, implement, and assess the impact of comprehensive 
strategies and/or resources that support service-learning faculty and community 
partners in relationship building.

Orient Students. Develop, 
implement, and assess the impact 
of strategies and/or resources for 
preparing students for service-
learning class service experiences.  

Break the Mold. Develop strategic 
partnerships that extend beyond the 
boundaries of one 15-week semester 
service-learning class. Explore 
interdisciplinary and multi-year 
curricular loops that better meet 
faculty, student, and community 
partner needs.



Moving from assessment to programming

THEME 1: Support Partnerships
We have created, piloted and evaluated a new two-hour 
Partnership Development Workshop. We offer 2 of these workshops 
per semester, and 20 partnerships have participated to date.

THEME 2: Orient Students
We already had developed online orientation videos 
+ optional quizzes (bit.ly/2CpYSki) for faculty to use with their 
service-learning students, but few instructors used them. We 
redoubled our efforts to advertise these video resources through 
once/semester reminder emails to all service-learning instructors. 

THEME 3: Break the Mold
Piloting an inter-institution and inter-disciplinary Faculty 
Collaboratory model with the University of Richmond 
(bit.ly/2yKVvRq) that engages multiple service-learning classes 
year-round with a large-scale community initiative that engages 
several community partners.

During the summer of 2017, the Service-Learning Office 
staff discussed how the main takeaway themes of the 
assessment could be translated into programming changes/ 
improvements that provided the most ‘juice for the squeeze’. 
Changes would be piloted and evaluated during the 2017-18 
and 2018-19 academic years.



Service-Learning Community Partner
Impact Assessment Report

Available online at https://scholarscompass.vcu.edu/community_resources/75/

This report includes a full copy of the
CPI: Service-Learning Community
Partner Impact Assessment Instrument
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Sample Agenda  
2-Hour Partnership Development Workshop 

  
            9:00 - 9:15   (15 minutes) Welcome and around-the-room introductions 
 
            9:15 - 9:30   (15 minutes) Overview of feedback from our community partners 
 
            9:30 - 9:45    (15 minutes) Partners select partnership priorities for the day’s work 
 
            9:45–10:15   (30 minutes) Team action planning for Priority #1 
 
           10:15-10:45   (30 minutes) Team action planning for Priority #2 
 
           10:45-11:00   (15 minutes) Wrap-up reflection and next steps. 
 
 

Sample Service-Learning Partnership Goal Clarification Sheet 
	

GOALS JUST 
STARTED 

ON OUR 
WAY 

ALREADY 
THERE 

Building clarity around the goals/objectives of the partnership.    

Aligning the service activities to the students’ learning objectives 
and skill levels. 
 

   

Orienting the students to the geographic community, the partner 
organization, and/or the clients served.  
 

   

 
Creating collaboration strategies for working with university students 
who are not meeting partner expectations. 

   

 
Other (specify): 

   

 
Other (specify): 

   

 
DIRECTIONS: 

1. Working independently, clarify the status of each partnership goal above by selecting one category per goal based on your 
current service-learning partnership. 

2. Discuss your completed Goal Clarification Sheet with your partner. 
3. Collaborate with your partner to identify two (2) goals as priorities to discuss today.  
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Service-Learning Partnership Development Action Plan  

	

GOAL: Use this template to describe a partnership improvement priority and to create an action plan around that priority. 
Use a separate planning sheet for each partnership improvement priority. 
 
Faculty Partner: ____________________________________ Course: ____________________ 
 
Community Partner: _________________________________ Organization: _______________________ 
 
Today’s Date: _______________________________________ 
 

Partnership Priority Description (describe as specifically as possible):  
 
 
 
Regarding this priority, what is going well? 

● 	
● 	
● 	

 
Regarding this priority, what could be improved? 

● 	
● 	
● 	

Action Steps Towards Improvement 
 

Description of Action Steps 
(What steps need to be completed next to improve this partnership priority?) 

 
Who will take the 
lead on this step? 

 
When will this step 

be completed? 
 
 
 
 
 

  

 
 
 
 
 

  

 
 
 
 
 

  

NOTE: Use back of sheet for additional notes and descriptions. 
 

Date for our next partnership meeting: ______________________ 
 

What task(s) will be completed by our next meeting: __________________________  
 


