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A Continuing Education KPI:

Course Landing Rate

By Jacob Ensign, Business Analyst, JMH Consulting, Inc.

You already know the importance of retention rate in improving your bottom line. Since retention rate
is so critical, in marketing for our industry we must work to bring customers back. Emulating what

Amazon has been doing well for years with its recommendation system is a powerful approach.

As discussed in a previous article, knowing the course bounce rate (CBR) of your courses and programs
is helpful as you work to improve retention rates"?. However, while CBR is a handy metric to have in
your toolbox, it only tells one side of the story. By definition, CBR depends on “bounces”, those
customers who engage with you exactly one time. What about the repeaters—customers who come to
multiple classes? Understanding those repeaters will require two new metrics, which borrow concepts
from web analytics. This article, specifically discusses the course landing rate (CLR) which measures

how well a course generates new business.

Definition of CLR

In web analytics, one way to measure the effectiveness of advertisements is with landing pages. The idea
is that you drive customers from advertisements to specific landing pages that you build for those
advertisements. You can then measure how successful the advertisement and landing page are by
comparing the number of visitors who continue and generate an invoice, the number of people who

never went to the landing page, and the number who immediately left after seeing your landing page.

The idea works in a similar way as a continuing education key performance indicator (KPI). Every
customer in your registration system has a “landing course”—the first class taken. A “course landing”
occurs when you create a new person in your registration system to enroll him or her.

number of new enrollments

CLR =
total number of enrollments

A CLR of 0% means that everyone who takes a particular course had taken at least one class

beforehand. An example of this type of course is a capstone. A CLR of 100% means that every enrollee

! http://www.jmhconsulting.com/resources/media/Course-Bounce-Rates.pdf
2 http://www.jmhconsulting.com/resources/media/4-reasons-to-use-CBR-not-ROR.pdf
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in a particular course is new business—they have never taken a class before. CLR measures one very

important thing about a course, program, or instructor: How well the course brings in new business.

These new registrants are the customers who are most in need of encouragement from your marketing

to take even more classes.

Some ways to use your CLR

CLR is not a metric that you need to apply to all of your courses. Capstone courses will always have a

CLR of 0%. You should only compute CLR for specifically identified classes, such as introductory ones

or loss leader classes. (You might start calling them landing courses after reading this article.) These

classes may not just be the most basic in a series, but might be the classes you highlight in your

marketing. In general, there are two ways to use CLR: either alone, or in combination with course

/
Course
serves a
very specific
audience
(JBR
Course is .
artofa Course is a
P ical loss leader
P and will
group of )
improve
classes, e.g.
. repeat rates
certificate

CLR

bounce rate (CBR).

Alone, CLR tells you how well a course generates
new business. A course with high CLR represents
opportunities for you to create more business
from a fresh group of customers. Of the
customers in your registration system, these have
more training and learning needs than the others
do.

In combination with a bounce rate (CBR), you
can determine exactly how effective a course is as
a loss leader at generating new and consistent
business. Ideally, introductory classes should
have a high CLR and a low CBR. In non-
technical language, that means you would hope

these classes would collect many new customers

(high CLR), and most of those new customers would return for more classes (low CBR).

An example

Below is a table of some courses at Emory
University and their respective CBRs and CLRs.
Two of these classes are introductory classes or loss

leaders for other courses in Emory’s program,

‘ Title CLR  CBR
Career Assessment 94% 54%
Exploring Entrepreneurship 87%  34%
Cascading Style Sheets 19% 11%
MS Project 2003 90%  82%

Career Assessment and Exploring Entrepreneurship. The other two classes are IT classes, and they

represent two disparate classes when it comes to CLR and CBR. These four cases represent the most

common pairs of CLR and CBR you will find.
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The Career Assessment class, ideally, should act as a landing course. That is, we would hope as program
managers that a lot of new business would come through this class. The next step for many of the
students, logically, would be to take more classes to improve their resumes. In this case, the CLR is
94%, which is very high and expected. However, the CBR is a mere 54%. That means, almost all of the
customers taking Career Assessment are new, and only half of them continue to take more classes.
Exploring Entrepreneurship is similar; however, the CBR and CLR for this class tell a slightly different
story. With a CLR of 84%, most of the business generated by this course is new business, but which a
CBR of 34%, almost two-thirds of the customers in this class move on to take more courses. Exploring

Entrepreneurship, therefore, could arguably be used as a loss leader; Career Assessment perhaps not.

With the other two classes, Cascading Style Sheets and MS Project, something very interesting is
happening. In one Cascading Style Sheets, a CLR as low as 19% suggests that at most, each time Emory
runs this class, it only contains two or three new customers. On the other hand, its 11% CBR means
that most of the students taking Cascading Style Sheets took another class before or after. In general,
courses that have low CLR and CBR are probably part of a certificate program or a typical set of classes

that you customers are taking. Cascading Style Sheets is contributing to a high repeat rate, in this case.
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