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Executive Summary

The Challenge
 
When the pandemic shut down college campuses in March of 2020, students struggled to gain their 
footing as they were faced with challenges ranging from school, work and family to health concerns 
and financial issues. Institutions wanted to help, but with budgets stretched thin and COVID-19 wreaking 
havoc, finding additional funding proved to be a barrier. Government funding would eventually come, 
but not fast enough to address the immediate impact felt by students. With 20+ years of coaching 
expertise and organization-wide experience operating fully remotely, InsideTrack worked quickly to 
develop and launch a coaching solution to help students in crisis. The organization partnered with 
two nonprofit funders — ECMC Foundation and Strada Education Network — to fund the Emergency 
Coaching Network, allowing schools to provide an additional layer of student support at no cost. In 
September 2020, coaches began working directly with students and institutions across the country.

The Program
 
The Emergency Coaching Network was created and launched with two main goals:

Over the course of the program, 20 different colleges and universities joined the Emergency Coaching 
Network. Students at participating institutions had access to direct, personalized coaching from specially 
trained InsideTrack coaches.

These coaches worked one-on-one with students via phone, text and email. If a student’s issue was deemed 
to be a crisis situation — domestic violence or suicidal ideation, for example — the student’s issue was 
escalated to our Crisis Support Services team. 

The Emergency Coaching Network also gave institutions tools and resources to better support struggling 
students. Leadership and student support staff from network institutions promoted emergency coaching on 
their campuses, attended trainings, participated in idea-sharing webinars, and adjusted their own supports 
based on insights learned from coaching their students.

  Students

To provide direct emergency coaching 
services to students who opt-in to 
receive extra support 

1   Institutions

To support institutions who were also 
facing unprecedented challenges during 
the pandemic

2
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Managing School

Transition to Online

Food Insecurity

Stress and Health

Childcare/Caregiving 

10% Finances/ 
5% Shelter/ 
4% Other

Reasons for 
Seeking Support

62%

19%

46%

17%

39%

~19%

Student Impact Surveys

• Transition to online
learning

• Managing school
• Finances
• Childcare/Caregiving

Top Physical Needs Improved

Top Emotional Needs Improved

• Confidence

• Hope

• Planning

• Focus

Students indicated improvement 
in meeting all areas of need, with 

the most significant improvements 
in these critical areas:

The Impact
A post-program, third-party evaluation by Cicero Social Impact showed that InsideTrack’s Emergency Coaching 
Network created a significant impact on the diverse student and academic institution staff who participated. 

Program Outcomes

Retention rate for students 
who participated in Emergency 

Coaching:

7878%%

Students Supported

1,001,0000++
More than 1,000 students 

were supported, with needs 
ranging from managing 
school work to seeking 

shelter or financial support.

Participating Institutions and Organizations
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The 
Challenge
Joining forces to create positive 
student impact during a global 
pandemic 
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Pandemic-sized Student Needs Require 
Innovative and Immediate Solutions

FINANCIALLY STRESSED
Worried about employment and 
the ability to cover tuition and 
living expenses.

UNENGAGED
Feeling lost without their 
on-campus support systems.

ANXIOUS
Dealing with the negative mental 
health effects of the pandemic.

DISRUPTED
Forced to transition from 
on-campus to online learning 
overnight.

UNCERTAIN
Concerned about being able to 
finish necessary courses and 
programs.

DISCONNECTED
Unable or unsure how to access 
campus resources.

1 3

54 6

2

As COVID-19 gripped the world in March of 2020, campuses rapidly shut down in response. 
On top of the existing challenges they already faced, students now found themselves:

Institutions wanted to do more to help, but with already tight budgets stretched to the breaking point, finding 
additional funding during the pandemic proved to be a major barrier. So how could InsideTrack help?

EMERGENCY COACHING NETWORK
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March 2020
COVID-19 shuts 
down most 
college 
campuses

InsideTrack fast-tracks 
program design to provide 
no-cost student support, 
and begins seeking funders

Program fully funded 
by ECMC Foundation 
and Strada Education 
Network

First institutional 
partners were 
onboard, with several 
others close behind

Coaches began 
working directly 
with students

April-June 2020 July 2020 August 2020 September 2020

“InsideTrack is delivering urgently 
needed support to students and 
assisting the institutions who serve 
them in building long-term support 
capacity.”

Peter J. Taylor

President, ECMC Foundation

“InsideTrack’s Emergency Coaching 
Network shows what can be 
accomplished when we keep the focus 
on students during tumultuous times 
and provide the support they need to 
overcome barriers to education while 
also helping institutions identify and 
address those obstacles.”

Stephen Moret

President and CEO, Strada Education Network

Maximizing our strengths to rapidly 
adapt to needs on the ground

Emergency Coaching Timeline

With 20+ years of coaching expertise, organization-wide experience working fully remotely, and over 100 
existing partners, InsideTrack was poised to understand where students were struggling and advocate for 
their needs. 

Knowing that time was of the essence, our in-house teams identified how to quickly launch a coaching 
solution with minimal burden to already overwhelmed institutions. We partnered with two nonprofit 
funders — ECMC Foundation and Strada Education Network — and by July 2020, the program was fully 
funded, alleviating costs for both students and institutions. The Emergency Coaching Network was 
operational one month later, and the first institutional partners joined the network. By September 2020, 
coaches began working directly with students and institutions nationwide.
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Amy is a real learner, but her name and all 
identifying details have been changed to 
protect her anonymity.

competitive program, 
especially since she had 
worked so hard to get 
accepted. Amy remained in 
school and now says she’s 
feeling stronger. She texts 
with her coach once a 
week, saying that it helps to 
know someone is in her 
corner. Amy has started her 
clinical experience with a 
renewed pride in her skills 
and greater resilience.

Amy, an allied health 
program student, needed 
support with a multitude of 
stressors, including trouble 
paying bills, accessing 
needed medication, and 
managing the loss of a 
close personal relationship. 
In addition, her car needed 
repairs, and she needed to 
get to her upcoming clinical 
placements. Working with a 
coach, Amy clarified her 
priorities and made 
concrete plans to address 
her needs. Her top priority 
was holding her spot in her 

Meet Amy

The students behind 
the statistics
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Creating a network of 
support for students and 
institutions 

The 
Program
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The Emergency Coaching Network was created 
and launched with two main goals:

To provide opt-in, direct emergency coaching services to 
students

To support institutions through training, community 
network support, and shared insights

Ambitious Initiative 
Provides No-cost 
Student Support

Direct Student Coaching

Generous funding from ECMC and Strada Education Network 
allowed the Emergency Coaching Network to provide on-demand 
coaching support to struggling students — at no cost to 
either the students or the schools they were attending. 

When it launched in the fall of 2020, the plan was for the 
program to last one year. As the pandemic continued to 
disrupt, the program was extended to run an additional 
four months, operating through the end of 2021. 

Over the course of the program, 20 different colleges and universities joined the Emergency Coaching 
Network. Students at participating institutions had access to direct, personalized coaching, as needed, from 
specially trained InsideTrack coaches. 

Network institutions made their students aware of the service via several channels, including notices on 
school websites and via emails. The Emergency Coaching Network used an opt-in approach, so students 
reached in when they needed help. Since the student had to initiate contact, the program was more student-
driven. Coaches came alongside students when they most needed help and were ready to engage with 
support exactly when students needed it. To access the service, students could go to a centralized landing 
page or scan a QR code on their phone to connect with a coach.

Coaches worked one-on-one with students via phone, text and email. Students were able to work with 
their coach as many times as needed. If a student's situation was deemed a crisis — for example, domestic 
violence or suicidal ideation — the issue was escalated to our Crisis Support Services team.

In addition, a formal, third-party 
evaluation was planned, designed to 
ensure a deeper understanding of the 
full impact of this ambitious new 
support program. 

Key Program Metrics

Implementing a student-centered response

Serve 1,000 students across 20 
institutions

Set up the program for scale to be 
consistently launched in two 
weeks, rather than the typical 
eight-week direct coaching setup

Track whether coached students 
were more likely to enroll in the 
next term (a measure of retention)

2

1
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Much like the pandemic itself, the Emergency 
Coaching Network program adapted as time went 
by, making changes to address challenges as  
they arose.

Number of studeNts receiviNg support: Student 
in-reach rates were originally projected to support 
up to 5,000 students during the course of the grant, 
which would have meant a range of 3,300 to 4,000 
by the end of April 2021. Actual numbers, however, 
were much lower, resulting in fewer than 1,000 
unique student reach-in by mid-May; the average 
student required nearly three times the projected 
resources to support them. In addition, we have 
received feedback from partners validating that 
the additional student support bandwidth has been 
crucial when their school staff was spread thin 
during this difficult time.

exploriNg optioNs beyoNd reachiNg-iN: The 
primary model used with the Emergency Coaching 
Network required students to reach in and 
seek assistance. The number of students who 

self-selected for coaching was lower than expected. 
While continuing to accept students who reached in 
this way, we added three proactive strategies to our 
support. 

1. Before the fall term, we conducted proactive 
summer outreach to those students who had 
previously reached out

2. We partnered with a new school that provided us a 
roster of students we could proactively communicate 
with over the summer

3. As institutions moved back to “normal” operating 
circumstances, we facilitated additional partner 
convenings and consultative support 

adjustiNg the program Name: At just over the 
halfway point, the program was renamed the 
On-Demand Coaching Network in response to 
student feedback that they sometimes opted 
themselves out because they didn't see their issue 
as a true emergency.

Challenges along the way

Throughout the program, InsideTrack also presented webinars that brought 
student support professionals together to share the ideas that worked and 
discuss best practices. A monthly newsletter featuring coaching insights, 
student stories, program updates and more kept staff at schools across 
the network connected during a time of upheaval and uncertainty.

Coaches shared insights 
with each participating 
school — letting them 
know what challenges 
and barriers their 
students were dealing 
with. Ultimately, this 
allows the institution 
to address issues that 
help their entire student 
population.

Coaching insights

• Enhancing their ability to assess their 
students’ acute needs

• Understanding how to de-escalate 
heightened situations

• Learning how to manage feelings of 
compassion fatigue among frontline 
members of the student services 
team

Support for Staff 
and Institutions

Each network institution was a valued thought partner who participated 
in leadership training offered by InsideTrack, which covered topics 
such as Compassion Fatigue and Self-Care, Building a Student’s 
Motivation, De-Escalating Student Frustrations, and Assessing a 
Student’s Current Reality. By participating in these trainings, campus 
student-support staff gained valuable expertise, including: 

Leadership training and resource support

EMERGENCY COACHING NETWORK
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Thomas is a real learner, but his name and 
all identifying details have been changed to 
protect his anonymity.

EMERGENCY COACHING NETWORK

Thomas, a law student, 
found himself needing safe 
housing and food for his 
young daughter and 
himself. His coach 
suggested that he reach out 
to a local organization that 
provides short-term 
funding to students with 
emergency situations at 
home. His coach also 
helped him identify several 
food pantry locations, 
including one on campus. 
Thomas met with his coach 
weekly, providing updates 
on his search to stabilize 

Meet Thomas
his living situation and 
using his coach as an 
accountability partner to 
keep him moving forward 
with his school work. He 
also applied for and 
received support that 
provided greater stability 
for his daughter and 
himself.

The students behind 
the statistics
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The 
Impact
Measuring successful student 
outcomes and positive 
training feedback 

EMERGENCY COACHING NETWORK
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Program Outcomes

Retention rate for students 
who participated in 

Emergency Coaching:

“It means everything. It means 
a lot to have this other layer of 
professionalism available for 
our students.” 

— Director of Student Services,
participating four-year public 
college 

Emergency 
Coaching Network 
Creates Significant 
Impact for Students 
and Staff
From the 20 institutions that joined 
the network, more than 1,000 
students were supported with 
many reaching out for help more 
than once. Here are some additional 
program statistics of note:

Conducting the post-program evaluation

Cicero Social Impact conducted an independent evaluation of the 
Emergency Coaching Network results. 

methodology: Student surveys and interviews were conducted before 
and after the coaching experience. Staff surveys and interviews were 
conducted before and after delivering technical assistance training 
sessions.  InsideTrack provided student data in collaboration with partner 
institutions. Cicero handled analysis and report creation. Responses 
were cleaned and then qualifying pre and post-surveys were matched 
using masked identifiers. Wilcoxon signed-rank testing was performed 
on matched pre-post samples as a non-parametric alternative to paired 
t-testing. The sample size was 294 total completions with a matched 
sample of 45 responses. Statistical significance was measured at the 90% 
confidence level.

results: Cicero's evaluation proved that InsideTrack's innovative 
Emergency Coaching Network significantly impacted the diverse students 
and academic institution staff who participated. The following section 
assesses the impact of the Emergency Coaching Network through the 
experience of both students and academic institution staff.

Across nearly every measure, for both groups of participants, the 
program yields positive improvement and feedback.

56% of the students required crisis 
coaching from the InsideTrack Crisis 

Support Services team

17% of the students needed support 
for additional issues that surfaced 
during their work with the Crisis 

Support Services team

56%

17%

In total, 1,037 unique coaching 
topics came up during the length 

of the program

In addition to their coaching time, 
the InsideTrack coaching team 
spent 431 hours off the phones 

doing research or advocating for 
resources

431
HOURS

1,037
TOPICS

78%

EMERGENCY COACHING NETWORK
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Who were the students seeking support?

Direct Student Support

In terms of race and ethnicity, first-generation 
status, employment, Pell Grant eligibility, 
and year in school, Emergency Coaching 
served diverse student populations.

Before we get into the detailed program results, let’s 
first take a look at the students who received support.

2.2 Average GPA
(Institution Data, n=1272)

EMPLOYMENT STATUS

RACE AND ETHNICITY FIRST GENERATION STATUS

YEAR-IN-SCHOOL DISTRIBUTION

PELL ELIGIBILITY

26% Unsure

13% Non-eligible

61% PELL Eligible

N/A

First-gen
college

Not
first-gen

76%

10%

14%

Previously shared InsideTrack data showed self-identification by student 
to be 54% first-generation, 14% Hispanic or Latino, 63% female.

Freshman

SophomoreJunior

Senior

Grad/
Other

31%

25%12%

16%

17%

Full time (30+
Hours/wk)

Part time

Not working,
looking

Not working,
not looking

Disabled or
unable to work

Other

19%

34%

24%

12%

6%

5%

American Indian/
Alaska Native

Asian
Hispanic/Latino

White
Black or African

American

Unknown

2%
3%

5%

15%
15%

60%

Unknown

EMERGENCY COACHING NETWORK
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Why were students seeking support?

The pandemic was a time of unprecedented uncertainty. 
Overnight, students had to leave their campuses and continue 
their schooling online. Jobs disappeared, causing financial 
issues. Students with children found themselves without 
childcare. And there was always the concern that family, 
friends or students themselves would become ill with COVID-19. 
As the months wore on, the situation was ever-changing, 
with campuses and businesses slowly re-opening. Even 
with vaccinations, additional variants broke through and 
caused disruption. Students often had to put their education 
on the back burner. For those who continued, challenges 
sometimes became too much and they needed help. 

Student impact — how were physical and emotional needs improved?

Student surveys sent out before and after coaching sessions were used to measure student impact in two 
key areas: top physical needs improved and top emotional needs improved. 

Top emotional needs improved

Students indicated improvement in being able to 
meet all eight areas of emotional needs after their 
coaching experience: confidence, hope, planning, 
focus, self-efficacy, resiliency, happiness and 
belonging.

Top physical needs improved

The student needs showing the largest and most 
statistically significant improvement were:

The student needs showing the largest and most 
statistically significant improvement were:

Across the seven areas of physical needs, the range 
of how students perceived their improved ability to 

meet those needs was approximately 5% to 10%

Across the eight areas of emotional needs, the range 
of how students perceived their improved ability to 

meet those needs was approximately 4% to 11%

Students indicated improvement in being able to meet 
all seven areas of physical needs after their coaching 
experience: Transition to online learning, managing 
school, finances, childcare/caregiving, shelter, food, 
stress and health.

REASONS FOR SEEKING SUPPORT

Student Support Results

Transitioning to 
online learning ConfidenceManaging school PlanningHope

Managing
School

Transition to
Online

Food

Stress and
Health

Childcare/
Caregiving

Finances

Shelter

Other

62%

46%

39%

19%

17%

10%

5%

4%

EMERGENCY COACHING NETWORK
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Student impact — how 
satisfied were students with 
their coaching experience?

Students were also asked to answer a single-
question Net Promoter Score (NPS) survey, 
with a number from -100 to +100. NPS is a 
metric used in customer experience programs 
to measure customer sentiment. According to
Bain & Company, the source
of the NPS system, any
score above 20 is considered 
“favorable” and a score 
above 50 is “excellent.” 

Program Satisfaction
Students were very satisfied with their Emergency Coaching Network experience: 

90%70%

“Not only did [my coach] and I discuss great 
strategies for dealing with the issues I was 
facing, but I also felt like [my coach] really took 
the time to listen to me and validate the feelings I 
was having.”

- Student Survey Feedback61
NPS Score

Would strongly recommend the program to other 
students struggling with similar physical and/or 

emotional challenges

Agree that their coach was a helpful support for 
their needs

EMERGENCY COACHING NETWORK
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Effects on enrollment 
and graduation

Coaching supports a positive 
impact on retention

Students were asked to self-report on their ability 
to finish the semester and graduate. In these areas, 
students reported small improvements.

However, enrollment data from partner institutions 
shows that 78% of students who attended 
Emergency Coaching Network coaching sessions 
between August 2020 and December 2021 enrolled 
in the Fall 2021 semester. For context, this happened 
in a very challenging environment where national 
levels for retention — both at two-year and four-year 
institutions — are trending down. The Emergency 
Coaching Network retention rate of 78% is well 
above the national four-year retention rate of 61%.*

Effect on retention

Among students who participated 
in coaching at some point during 
their college career, 78% persisted 
through the Fall 2021 semester. This 
is a strong indicator that Emergency 
Coaching is helping students to 
continue in their education, despite 
the challenges they may be facing.

Best contextual proxy - overall Fall ‘20 to Fall 
‘21 persistence (or equivalent) for partners who 
shared this information ranged from 53% to 78%

*Source: IES, National Center for Education 
Statistics, “Undergraduate Retention 
and Graduation Rates” (2021)(2018-19)* (2018-19)* (n=1272)

4-Year Public
Institutions

2-Year Public
Institutions

Coached
Students

61% 63%

78%

Student Likeliness to:
n (before) = 187, n (after) = 107

Finish 
Semester

Extremely Unlikely Neutral Extremely Likely

= Before = After

Graduate

78%
Retention rate for students 

who participated in 
Emergency Coaching:

EMERGENCY COACHING NETWORK
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During the 16-month duration of the Emergency Coaching Network, experts from 
InsideTrack put on six different trainings for staff members at partner schools 
— five sessions in the fall of 2020 and four sessions in the spring of 2021 (with 
Compassion Fatigue and Self-Care being replaced by Trauma-Informed Student 
Support during the second round of trainings). Total attendance for all training 
sessions was 284, with the bulk of the attendees (33%) coming from academic 
areas within the partner schools. 

Institutional Staff Support Results

Who attended the Emergency Coaching Network trainings?

Staff members from network institutions were also asked to answer a single-question 
Net Promoter Score (NPS) survey, with a number from -100 to +100. NPS is a metric used 
in customer experience programs to measure customer sentiment. According to Bain & 
Company, the source of the NPS system, any score above 20 is considered “favorable” 
and a score above 50 is “excellent.” 

Knowledge and Ability Improvement: 

Technical assistance trainings made a clear 
positive impact on participants — both in 
the level of comfort they have dealing with 
students who need extra support, and 
knowledge about various topics related to 
student wellness.

• Per knowledge assessments (quizzes), 
participants’ knowledge improved by  
17% to 29% across the training sessions

• Participants also self-reported statistically 
significant gains in their knowledge and 
level of comfort supporting students

Training satisfaction: Participating staff members improved knowledge and ability

68
NPS Score

Training Satisfaction: 

Staff that participated in the technical assistance training were 
overall very satisfied: 

• Across all six training sessions, 75% of 
participants would strongly recommend 
the program to their peers

75%
Recommend

284
Staff Attendees

TRAINING ATTENDED ROLE/DEPARTMENT

Participants demonstrated gains in knowledge regarding the topics for each training session.

“Other” responses 
include employees 
in Student 
Success, Career 
Services, DEI, HR, 
Alumni Relations, 
Faculty or Student 
Coaching - each 
with less than 
5% of Staff 
Participants

Academic

M
anagem

ent Co
un

se
lin

g

St
ud

en
t

Ad
m

iss
io

ns

Other
33%

13% 10% 10%
7%

29%

Assessing a Student's
Current Reality

Advancing Forward

CLEAR Framework

Trauma-Informed
Support

Building Core
Motivation

Compassion, Fatigue,
and Self-Care

69%

65%

60%

35%

33%

22%
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Celia was having trouble 
navigating school online. 
She felt disconnected and 
had no idea about the 
resources and support 
available at her institution. 
She worked with her coach 
to identify who the 
appropriate, supportive 
campus personnel would 
be to answer her questions. 
Her coach affirmed her 
challenges and the steps 
she had taken so far to best 
transition into her new 

Meet Celia
learning environment. By 
the start of the next 
semester, Celia trusted her 
coach enough to share that 
she wanted to focus on her 
mental health. Her coach 
leaned into the power of 
checking in, being present, 
listening, and asking 
questions to help move 
Celia forward and continue 
toward her degree.

Celia is a real learner, but her name and all 
identifying details have been changed to 
protect her anonymity.
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Conclusion

EMERGENCY COACHING NETWORK
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An Innovative 
Partnership, an 
Impactful Success 

Unprecedented times call for innovative 
solutions. As a nonprofit with over 20 years 
as a leader in student coaching, we are 
grateful for the opportunity to leverage our 
organizational strengths in order to develop 
a new type of offering to schools and to 
their students in a time of great need. 

To the schools and their staff members 
who formed the backbone of the network 
and to the students who took a chance and 
reached out for help, we say thank you. 

We would also like to thank our generous 
funders and trusting institutional 
partners. Working in tandem, you 
stepped up during a pivotal moment to 
ensure that students’ needs were met,  
creating a way for students who were 
struggling to continue on toward their 
educational and career goals during 
a time of tremendous disruption. 

And thank you to our coaches, trainers and 
program leaders — those who brought 
the potential of the network to life.

The power that came from multi-partner 
engagement changed the trajectory 
of more than 1,000 students at 
institutions across the nation. The 
Emergency Coaching Network shows 
the positive impact that's possible when 
collaborative funding partners make 
an investment — even under uncertain 
and rapidly changing circumstances.

In the end, as the Cicero evaluation 
demonstrates, the results were 
strong and the lessons learned will 
help us do even more with our next 
student-support partnership.

EMERGENCY COACHING NETWORK
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To learn more, visit insidetrack.org
Follow us on Twitter 
and LinkedIn @InsideTrack

InsideTrack is passionate about helping all learners achieve their education and career goals through 
the transformative power of coaching. Since 2001, we’ve served 2.6 million learners, partnering with 
more than 250 institutions and organizations to directly improve enrollment, persistence, completion 
and career readiness. Our coaching methodology is evidence-based and research-confirmed, with proven 
outcomes for every type of learner — from traditional to adult, part-time to full-time, online to in-person 
— including first generation students and those who face systemic barriers to postsecondary success. 
We also work with partners to build internal coaching capacity through staff training and professional 
services — designed to sustain advances in-house for lasting, scalable impact. InsideTrack is a part of 
Strada Collaborative, a mission-driven nonprofit.

https://www.insidetrack.org/
https://twitter.com/insidetrack
https://www.linkedin.com/company/insidetrack
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