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Who is a “ContaCt 
Professional?”  
By Daniel A. Weinstein, PhD
Director of Faculty Development & Assessment
Capital University – Columbus, Ohio

Tutoring is an exciting and fulfilling enterprise 
and most of us who tutor students enjoy a great  
experience with helping them learn and reach their 
intellectual and personal potential.  However, the 
reality of tutoring is that not all students come to 
the table ready to learn or with the right attitude  
toward learning.  Under all circumstances, the tutor 
provides the student with leadership, a professional 
example, and structure by which the best learning 
can take place.

There are times when this leadership has to 
take on a more “tactical” spirit when the student  
exhibits resistance or a poor attitude toward learn-
ing for whatever reason.  This is when the tutor has 
to become a “contact professional.”  A contact pro-
fessional is one who uses tactical communication in 
order to generate voluntary compliance.  Thomp-
son (1991) introduced the concept of contact  
professionalism in a program he called “ver-
bal judo,” originally designed for police officers 
who encounter resistance of all kinds in the field.  
The idea here is simple.  When a student exhibits  
resistance to tutoring for any reason, it is up to the 
tutor to generate his/her voluntary compliance.  
This means that the tutor must field the student’s  
resistance in ways that present authority, yet  
maintaining the student’s dignity and “personal 
face” at all times.

In so doing, the tutor actually puts aside his/
her personal face and presents only a “pro-
fessional face.”  The tutor’s self-presentation  
remains consistent, professional, respectful and  
even encouraging to the student in the face of a 
troubled attitude of any kind.  Communication,  
under these circumstances, then becomes tactical 
in that the tutor doesn’t take the student’s inappro-
priate behavior personally.  This is can be referred 
to as the “art of indirection.”  As a contact profes-
sional, the tutor can redirect the student’s negative 
energy into positive productivity – actually with 
improved performance and enhanced self-efficacy.

The tutor can accomplish this through a slight  
adjustment in his/her perspective – referred to as 
“mushin.”  Mushin means “still center” and “con-
textually aware.”  The tutor maintains a balanced 
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train and Certify through 
the nta!

The National Tutoring Association is the old-
est and largest association dedicated solely to the 
advancement of tutors. The NTA is the only as-
sociation in the United States accredited to train 
and provide certification to tutors, tutor trainers, 
and tutorial programs. We are also the only as-
sociation equipped to provide tutor training both 
face-to-face and online. In addition, the NTA is 
proud to announce that we are the first tutorial  
association to provide Tutor Trainer training on-
line with our new Capstone program provided in 
tandem with our affiliate company Crossroads 
of Learning. Because NTA training is accredited, 
teachers can derive CEU’s from our program, grad-
uate students can earn credit, and tutors take away 
a certification that is something of their own, a cer-
tificate that holds real meaning for them and future 
employers. The NTA trains and certifies more tu-
tors and trainers than any other association. Expe-
rience the difference. 

Train and certify through the NTA! 

Promote Tutoring!
orDer YoUr BraCelets 

noW!

$100*

Order to reward tutors, promote tutoring 
on your campus. Contact us at  

ntatutor@aol.com to place an order.
* plus S/H
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Dear NTA Members, Friends, and Colleagues,

On behalf of the National Tutoring Association (NTA), I am proud to welcome you to this wonderful organization.  I have been  
associated with the NTA in various capacities for many years. I am grateful to have been given the opportunity to serve as the  
president of the NTA for the past three years.  It has been my pleasure to see this organization evolve from a national organization  
to an international organization.  This transformation could not have taken place without the commitment, hard work,  
and dedication of Dr. Sandi Ayaz, the NTA Board of Directors, and the NTA Members.  It is an honor to work with a cutting-edge 
organization that is committed to excellence in all endeavors for the advancement of students, tutors, and tutorial personnel.  

The National Tutoring Association is the oldest and largest association that is devoted to the training and advancement of tutor-
ing professionals and supports research into best practices and standards for all tutorial personnel.   The NTA has made significant 
achievements and established itself as the premier organization in the field. Our membership has significantly grown, and we train 
and certify more tutors than any other organization.   

Some very exciting things have been happening this year.  The NTA is currently offering Webinars at an affordable tuition rate.   
The topics include tutor training, academic coaching, and assessment.  Attending Webinars will help you to fulfill NTA certification 
requirements or earn continuing education units for re-certification and professional development. The NTA is happy to announce 
the formation of official NTA Chapters.  In addition to other benefits, a discounted membership rate will be given to members who 
create or participate in chapters.  I encourage you to consider creating a chapter.  If you would like more information about forming 
an official NTA Chapter, please contact Dr. Sandi Ayaz, the NTA Executive Director, or one of the NTA Board Members listed on 
our website.  The NTA East Coast Regional Training and Certification will be sponsored by the East Coast Regional Chapter from 
March 30 – April 1, 2015.  Information about this event will be available soon on our website.  I am delighted to inform you that we 
have chosen Tampa, Florida as the permanent location for our National Conferences.   

The NTA values your personal or institutional membership.  Please renew your membership if you have not already done so.   
We would highly appreciate your assistance in bringing new members to our organization.  We look forward to hearing your ideas, 
suggestions, questions, and comments. I wish you a very successful Fall 2014 semester.  Please let us know how we can help you or 
your organization to achieve your mission.  If we work together, we can help our students achieve their academic goals. 

Sincerely,

Pamela Bandyopadhyay, Ph.D.
NTA President

LETTEr FroM THE PrESIDENT

Pamela Bandyopadhyay
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BelieVe in What YoU Do.
thoUghts froM the 
non-DoMinant siDe.  
By Donald Fowler
NTA Advanced Level Tutor

What do you believe about your tutoring meth-
odologies?  About your students?  About how you 
perceive yourself and how you believe that others 
perceive you? In other words, why do you do what 
you do?  During the week, I arrive at my workplace, 
and I’m greeted by a placard in the student plaza 
that is inscribed with the following verse:

“In order to succeed you must know what you are  
doing, like what you are doing, and believe in what 
you are doing.” –Will Rogers

Goodreads, Inc. (2014), interprets this quote as  
follows: “If you want to be successful, it’s just sim-
ple. Know what you are doing, Love what you are 
doing. And believe in what you are doing.”  

This placard has fascinated me for many years.   
I must admit even with all the concepts in edu-
cational methodologies we as tutors have at our  
disposal,  I have come to realize that even with such 
a short sentence Rogers conveyed a sense of honesty 
that allows us to look at the very reason for why we 
are doing what we are doing.  What is the purpose 
of tutoring?  What is our motivation?  What is our 
drive?  What do we believe we can accomplish?

In Hamlet, Shakespeare writes, “…to thine own self 
be true.”  Shakespeare shares a wonderfully simple 
idea that can be interpreted many different ways.  
Yet, this line when approached from the aspect of 
our socio-cultural and even economic norms is 
truly a difficult concept to put into action.  How 
does tutoring fit with this idea?  As we tutor our  
students, is it not possible that they will be able 
to rise from their current situation, and be able to 
achieve their goals no matter what they may be?  
Is this possible only when the tutor is true to him-
self and to the student? In what ways might we be 
false? 

Continued on Page 5
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perspective of what is happening at all times and 
doesn’t allow his/her ego to get involved.  Stay calm 
and don’t take the student’s maladaptive behavior 
personally – even if the student attacks or tries to 
disrupt the tutoring session.  Being contextually 
aware means that the tutor is always cognizant of 
what is going on, as well as what consequences 
would arise given various courses of action or even 
inaction.  

Communication is not an innate skill – it is an 
art and can be learned and refined.  Engage in  
active listening – hear, interpret, and act.  The  
tutor must be aware of how he/she self-presents to 
the student.  Posture, facial expressions, voice and  
other non-verbals become most crucial. The  
student will read more of how the tutor is commu-
nicating rather than what the tutor actually says.  It 
is up to the tutor to diagnose a verbal encounter 
and act to generate voluntary compliance – not 
to save personal face.  The concept of “mushin”  
includes the principles of “disinterest.”  This doesn’t 
mean uninterested, it means maintaining a profes-
sional face at all times.

Understand that everyone has a reason for what he/
she does and it behooves the tutor to interpret these 
behaviors to best understand where the student is at 
and, perhaps, why he/she is engaging in maladap-
tive behaviors.  Try to see the world as the student 
see it.  By doing this, the tutor can control events 
and encounters, rather than being a victim of them.  
The tutor should use positive feedback even when 
he/she doesn’t feel it.  The goal is to be respected 
by the student under any and all circumstances and 
the less ego the tutor shows, the more power he/
she has over troubled students.  Our goal as tutors 
is to enhance student learning.  This can be accom-
plished even in the face of adversity.  Be a contact 
professional and be an even better tutor!
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BelieVe in What YoU Do. thoUghts 
froM the non-DoMinant siDe.

Effective tutors are trained by those with the expe-
rience and knowledge to help them achieve their 
goals toward helping students. Better to learn from 
a tutor “Yoda” than to feel as though you know 
it all, or worse yet, grope in the dark trying to  
discover what techniques might work.  Experience 
is a wonderful teacher, but we must not be lulled 
into a false sense that what works for one student, 
works for everyone else.  For example, when I  
decided to become a tutor, I read the works of Aris-
totle, Socrates, and Plato to help me to understand 
how to use the Socratic Method.  I went to college, 
and was so fortunate to be a student of a brilliant 
psychology professor who helped to shape my  
understanding of neuroscience, and how the brain 
actually processes information.  The brain’s neuro-
plasticity can create new pathways in order to help 
facilitate the learning process.  I discovered that 
each person is wonderfully unique, and how I have 
to approach each session must be equally unique.  
In my years since then, I have come to realize the 
value of the gift that my mentor gave me about how 
the brain functions and about human behavior.

Rogers continues: “ like what you are doing.”  
Let us be honest here; if we do not like what we 
do, we can’t fake interest for very long.  Even if 
we don’t say anything to anyone about how we  
really feel, our body language and tone of voice will 
speak volumes to others. Because we are in effect 
animals, most of the time we can tell when some-
one is insincere.  As a tutor, we must remember that 
we are not counselors nor are we therapists, but 
we are in some cases the only person that is will-
ing to listen to the student.  Sometimes what is not  
being said is just as important to the student/tutor 
relationship as is our direct involvement in facili-
tating that student’s educational growth. This is not 
something that should be taken lightly nor become 
a hindrance. Bottom line, if you like what you do, 
this will help you to be understanding to someone 
even when their views may be completely different 
from your own perceptions, values, or ideologies.  

Finally, Rogers reminds us that we must believe 
in what we are doing.  These bold words ask us to 
think above our normal thought processes on a 
metacognitive level if you will about the very reason 
of why we tutor.  When contemplating your tutor-
ing, this analysis of your thought process reminds 
me of the work of Simon Sinek.  Sinek  (2010) asks 
his audience the question: “Ask yourself,  why do 
you do what you do?”  If we are passionate about 
what we do, will that enthusiasm be conveyed to 
our students?  Will they believe that you are ful-
ly vested in facilitating their learning?  Focus and 
drive can only help to propel enthusiasm and pas-
sion for learning to richer experiences that provide 
both depth and breadth (Paul & Elder, 2004) to the 
information that you are trying to convey to your 
students. Help your students to see the value of the 
education they are seeking, and use metacognitive 
strategies that in turn will help students to further 
grow and develop as human beings.

Why do we do what we do?  What is our motivation?  
These are all questions that are worth pondering.  
Even as I write these words myself, I consider their 
meaning and seek to understand the very nature 
of why.  In other words what do we believe about 
ourselves, our motivation, and our very reason for 
doing what we are doing?
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WalKer PerCY’s Delta 
faCtor anD its rele-
VanCe to anDragogY. 
thoUghts froM the 
non-DoMinant siDe.  
By Donald Fowler
NTA Advanced Level Tutor

The story has been repeated probably more than 
a million times.  A tutor/educator is working with 
a student or students and suddenly the tutor can 
see “it” in their faces.  Have you ever had a student   
look at you, and it suddenly appears that “a light 
just came on”?  As a tutor, I love the moment when 
a student gets the idea or concept that I was try-
ing to present to them.  As a matter of fact, I adore 
these moments!  Over the years, I’ve asked myself 
this question: “When does that moment of clarity 
happen?” What factors coalesce in an individual to 
create this phenomenon?  Perhaps, I should be ask-
ing if this is a phenomenon to begin with or was it 
perhaps a noumenon?  Immanuel Kant describes 
a noumenon “as something that can be the object 
of a purely intellectual, nonsensuous nature” (Ran-
dom House, 1991), for example, a word used to 
symbolize represent an idea.  The actual spark of 
understanding itself might be construed as a nou-
menon.  Whereas understanding an event in purely 
experiential form is comprised of the phenomenon 
realm.  The moment when the phenomenon and 
the noumenon meet to create that incredible spark 
between the physical realm/experience, and the 
cognitive realm of pure reason, that very moment 
is what Walker Percy dubbed “The Delta Factor” in 
his book The Message in the Bottle (1975). 

I must admit that I found that just as Immanuel 
Kant’s work On the Sublime and Beautiful affected 
me on a profound level,  so did Percy’s work as well.  
To my amazement the question that has been in the 
back of my mind for so many years might now have 
an explanation: When does someone actually un-
derstand what they are being told? Ultimately, the 
question that is asked for us to consider is when 
is language internalized and at what moment does 
this internalization create understanding?

The example that Percy presents in The Message in 
the Bottle tells of the day when Anne Sullivan first 
reached out to Helen Keller to teach her the word 
water, and Keller understood the lesson and gained 
so much knowledge and experience from this en-
counter that it affected Keller for the rest of her 
life.

Sullivan had to create for Keller a connection and 
bond between the knowing of what a word/concept 
means, and its symbolic language that explains the 
word.  Is this not what we do when a student starts 
to understand the content that you are conveying 
to him?  Does the student  not have a moment of 
understanding that creates comprehension that can 
later lead to evaluating data and creating new ideas 
according to Bloom’s Taxonomy? (Vanderbilt Uni-
versity, 2014).

This Delta Factor as described by Percy (1975) is 
symbolized by the “irreducible Greek letter delta 
Δ”.   The Delta is created between the individual 
comprehending the lesson, the symbolic language 
used to illustrate the lesson, and the experiencing 
of the lesson via auditory/visual cue.  Percy (1975) 
described the triangle as follows: “The Delta Phe-
nomenon lies at the heart of every event that has 
ever occurred in which a sentence is uttered or un-
derstood, a name is given or received, a painting 
painted and viewed.”  (See Figure 1)

  Symbol (word)

Individual Is (=)

  Auditory/Visual Cue

Figure 1: Interpretation of Walker Percy’s Delta Triangle 

So, how can we as tutors utilize what Sullivan did 
with Keller to create this Delta Factor?  Surely, I’m 
not proposing that we have water poured over the 
hand of our tutees and then we sign the word “wa-
ter” until the student gains this connection?  Per-
haps, in a metaphorical sense of the session that 
is exactly what I’m suggesting. The Delta Factor 

Continued on Page 7
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utilizes the neurons of the individual to create this 
spark of understanding.  However, a word of warn-
ing: please notice in the above figure that the Delta 
Factor does not connect the triangle together.  As 
Percy (1975) warns us, the joining of the triangle’s 
edges will create a behavioristic response to stimuli 
which is not the same thing as true comprehen-
sion.  When using a stimulus-response with con-
nected corners of the triangle, this model would be 
more akin to Pavlov’s Classical Conditioning.  This 
type of model will serve the purpose of creating an 
extrinsic learning methodology where the indi-
vidual is conditioned to think and act in a certain 
way.  The Delta Factor and triangle are internalized 
by the individual to create the higher levels of cog-
nitive response in Bloom’s Taxonomy.  As a result, 
this technique should never be utilized to create be-
havior modification (Percy, 1975).

To further elaborate on the Delta Triangle, let’s 
briefly analyze that precious moment of her  
tutoring that brought Keller to understand the  
concept and symbol for the word “water.”  As Sul-
livan signed the word in Keller’s hand, water was 
poured over one of her hands from a water pump.  
Keller began to perceive the word “water” not only 
by the articulation of the symbol for the word 
which was created from sign language, but by the 
reinforcement of the stimulus of the water pouring 
on her hand.  

Perhaps, we do the same in our tutoring sessions. 
What if we are more similar to Sullivan than we re-
alize?  What if we redrew the delta triangle to in-
corporate the V.A.K. system that is typically applied 
as a baseline for our student’s learning style?  (See 
Figure 2)
   Kinesthetic

   Individual
          
  Auditory          Visual 
Figure 2:  The Role that V.A.K. Might Play in the Delta Triangle

If we redraw the V.A.K. in the similitude of the 
Delta Triangle, we can see how this process might 
occur.  The Delta Triangle takes on a holistic mod-
el utilizing all the forms of the V.A.K.  The differ-
ence being in the case of Helen Keller, she had to 
use her hand as the visual cue with Keller’s hand  
being like the chalk board with Sullivan’s fingertips 
as the writing utensil; however, the auditory cue 
was completely silent except for the formulation of 
the word in her brain that created the understand-
ing of the word “water.” This formation of the word 
“water” would go on to propel Keller into the joys 
of learning.  This allowed her, as Percy (1975) so 
elegantly stated, to take “sovereign dignity of the 
possession of the words at her disposal.”

What conclusion can we draw from this theory?  
One idea that we might take away from this is that 
it does not matter who the individual is; there is 
always a chance for learning to take place.  As in 
the case of Helen Keller,  Anne Sullivan opened the 
door of knowledge to Keller for her to step through 
(A&E , 2014).  Utilizing different modalities of 
thinking, we can create learning opportunities cus-
tom tailored for each student’s unique nature.  So, 
the next time when you see the light come on your 
student’s eyes, please consider the unique and mi-
raculous that created the beauty of that moment.   

References

A&E Television Network LLC. (2014). Helen Keller. 
Retrieved from Biography.com: http://www.biog-
raphy.com/people/helen-keller-9361967#related-
video-gallery.

Percy, W. (1975). The message in the bottle: How 
queermMan is, how queerlLanguage is, and 
whatoOne has to do with the other. New York: Far-
rar, Straus, and Giroux.

Random House. (1991). Random house webster’s 
college dictionary.  New York: McGraw Hill.  

Vanderbilt University. (2014). Bloom’s Taxonomy. 
Retrieved from The Center for Teaching: http://cft.
vanderbilt.edu/guides-sub-pages/blooms-taxono-
my/.



tutoringrealizingeducationalexcellenceNtAPage 8

are YoU ProteCteD?  
By Ray Bauer, CPCU, AIM, AU
Underwriter/Product Leader
USLI, A Berkshire Hathaway Company
In Wayne, Pennsylvania

The educational tutoring sector is a billion dollar 
industry that continues to experience growth. As 
professional tutors, you want to ensure that your 
livelihood is protected.  Regardless of the size of 
your operation, you will encounter the risk of  
being sued, but insurance can help mitigate risk 
and protect you from this exposure. As an insur-
ance underwriter specializing in the tutoring  
sector, I have witnessed a wide variety of claims 
arising from tutoring operations.  

Claims typically arise when you least expect them 
and from a variety of different settings or circum-
stances. Below are examples of actual claims that 
occurred within our book of tutoring centers.

Slip and fall claims tend to be the most frequent. 
A student receiving tutoring services in an educa-
tional institution slipped and fell in the facility’s 
restroom. The fall resulted in multiple injuries,  
including a broken arm and sprained knee. The stu-
dent filed suit for pain and suffering, medical bills 
and rehabilitation expenses. The lawsuit was settled 
for $65,000.

Property claims can be devastating, as they not 
only involve damage to your building and business 
contents, but can also shut your business down 
for extended periods of time. One of our insureds 
recently experienced an electrical fire that caused 
$80,000 in building damage along with $36,000 in 
damages to business personal property. While the 
damages were being repaired, the center had to 
shut down for two months. This resulted in a busi-
ness income loss of $15,000 along with $10,000 in 
extra expenses to get the school up and running 
again. The entire loss amounted $141,000 with un-
known costs associated with customers that went 
elsewhere while the business was closed.

Professional liability claims are another area of  
concern. A mother stated that a learning center 
failed to render professional services in tutoring  
her child for the SAT’s.  She said this affected his 
ability to get into the college he wanted to attend. 
The parents brought a lawsuit against the school for 
the cost to hire a special tutor and a refund of the 
money they paid to the learning center. The claim 
settled for $10,000. In another claim, a student 
brought a lawsuit against the school, alleging negli-
gent hiring of a tutor who inappropriately touched 
her during a lesson. The case was dismissed after 
no negligence was found on the part of the school;  
however, the defense costs incurred totaled 
$35,000.

These are just a few examples of the claims you may 
encounter as a professional tutor. I strongly encour-
age you to make sure you are protected. Insurance 
companies offer varying levels of coverage; it is  
imperative that you choose a policy that covers all 
potential exposures. There are a number of ques-
tions to consider about your operations: Do you 
have any off-premises exposures? Do you have any 
special events? Do you have any birthday parties 
or other exposures incidental to your school? You 
want to make sure all of these scenarios are covered 
by your insurance program.  

In addition to obtaining insurance, there are several 
other precautions you should undertake to protect 
your business:

• All staff and volunteers associated with or  
employed by your organization should have  
background and criminal checks completed; this 
process should be completed prior to the employee 
or volunteer coming in contact with any students 
receiving tutoring services

• The staff selected should be culturally competent 
and complete ongoing training

• There should be an emphasis and focus on staff 
development

• Use a diagnostic framework to organize all records

Continued on Page 9
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• Privacy practices should be maintained; private 
information (including identifying information) 
should be kept confidential

• Tutoring sessions should occur in a safe, public 
setting

• Obtain information from parents or guardians 
regarding medical conditions and any known food 
allergies, particularly if tutoring sessions occur in a 
private residence

• Be professional during tutoring sessions by rein-
forcing rules for discipline to ensure students do not 
cross boundaries and the session stays on track

• Promote academic integrity in all matters

• Attend professional training sessions and conven-
tions to keep education current and ensure best 
practices

• Maintain membership with educational associa-
tions

Contact your local insurance agent and ask that 
they complete a total risk assessment of your  
operation.

afforDaBle Dental  
CoVerage for nta  
MeMBers
 
A SIMPle, Economical OPTIOn FOR DenTAl 
CARe Keep dental care for you and your family eco-
nomical and easy with the Educators Dental Plan. 
Monthly premiums start at $14.65 for insurance that 
pays up to 100% of covered charges — to a maximum 
of $750 per person per year — after a small deductible. 
Benefits include:
•         Preventive Care, such as regular exams, x-rays 
and cleanings, is covered 100% with no deductible.
•         You choose your own dentist, not your insurer. 
There are no network restrictions.
•         30-day free look - If you are not completely satis-
fied, return your certificate, without claim, within 30 
days for a full refund of your premium.
 
Learn More
http://www.ftj.com/products/detaillink/130
Benefits Begin Immediately
Coverage for basic care such as fillings and extrac-
tions starts right away. There is a waiting period of six 
months to one year for coverage on more extensive 
dental procedures.

aBoUt the nta

The National Tutoring Association (NTA) 
is a group tens of thousands of

individuals and organizations that are 
devoted to supporting student

success through tutoring. 
Our membership includes anyone who 
is interested in tutoring, such as peer 

tutors, paraprofessional tutors, 
professional tutors, 

literacy volunteers, tutor trainers 
and administrators, and private tutors.

Our membership represents 
elementary schools, high schools, 

middle schools, colleges, universities, 
and community programs.
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Meet the nta’s neWest
BoarD MeMBers

Kim Ahlgrim is the developer and director of 
The Cove, Academic Enrichment Center, at Cedar-
ville University. She received her Masters of Science 
in Counseling from Wright State University, her 
Bachelor of Arts in Education from National Louis 
University, and has worked for Cedarville Univer-
sity for 25 years. Kim Ahlgrim is serving on numer-
ous campus committees at Cedarville including the 
Higher Learning Commission Self Study Team 
for CU. She is a member of the National Tutoring  
Association, is certified as a National Academic Peer 
Coach, and has been a national events presenter 
on over 45 topics including practices for academic  
college success. She has received awards like Cedar-
ville Staff Member of the Year, Honorary Alumnus, 
and designated scholarships awarded to students in 
her honor. In 2014, Kim and her staff were recog-
nized and endorsed by NCAA Division II Gover-
nance Contractor, Jill Willson, for being “one of a 
kind” and “the best academic support programs in 
the world of NCAA Division II.”

Ms. Sheneka n. Revis is a native of Rocky 
Mount, North Carolina. She is a graduate of East 
Carolina University with a Bachelor of Science de-
gree in Business Education (concentration Infor-
mation Technology). She is currently pursuing her 
Masters in Education (Technology in Education) at 
Strayer University. Sheneka is a member of the Na-
tional Tutoring Association, as well as a Certified 
Tutor through NTA via Crossroads of Learning.

Ms. Revis has always had a passion for education 
and at one time wished to become a middle school 
teacher. However, while working to complete a 
teaching certification course she picked up work as a 
part-time tutor and realized that tutoring was where 
she made more of a difference. Tutoring allowed her 
to work ‘outside of the box.’  After working for many 
years as an Independent Contractor for other edu-
cational facilities, Sheneka decided to start an orga-
nization of her own. In 2011, W.I.N., Inc. (Wisdom, 
Insight, Nobility) was founded in Winterville, North 
Carolina. It is known that W.I.N. is the parent of a 
series of educational programs that will work with 
children to help them reach their full potential.

This summer Sheneka hosted the 1st of those pro-
grams; To Teach Upon This Rock, an enrichment 
program at 3rd Street Community Center, Green-
ville, NC offered an outlet for students within Pitt 
County while preparing them for the 2014-15 school 
year. Prayerfully, this exposure gives them the “jump” 
they need to be successful in their studies. 



tutoringrealizingeducationalexcellenceNtA Page 11

Matthew Owens is currently a second-
ary mathematics specialist in Richland School  
District 2 located in Columbia, South Carolina.   
He taught high school mathematics at Spring Valley 
High School for 10 years as a SC Teaching Fellow 
perfecting his practice in the areas of algebra, pre-
calculus, calculus, geometry, and STEM education.  
In 2009, he received the National Board for Profes-
sional Teaching Standards in Adolescent and Young 
Adulthood Mathematics. In 2011, Matt Owens 
received the Presidential Award for Excellence in 
Math and Science Teaching from President Obama 
for his mark of excellence in mathematics teach-
ing.  Matt serves as a panelist for College Board’s 
Mathematics Grades 6-12 Mathematics Panel,  
a regional instructor for Texas Instruments’s Teach 
ers Teaching with Technology, a reader for the Col-
lege Board’s AP Calculus AB/BC Exams, an as-
sessor for NBPTS.  His passion is teaching, learn-
ing the current technology trends in education,  
and researching best practices for teaching and 
learning. 

Deanna Hurn is a professional speaker, math 
coach and founder and principal of the award-
winning tutoring program, Miracle Math Coach-
ing (MMC), in Fairfield, California. A recognized 
leader in brain-based learning, Hurn has developed 
MMC curriculum to focus on strategies aligned 
with how the brain processes information.

She holds an AA in Mathematics from Sacramen-
to City College, a BS in Actuarial Statistics from 
the University of California at Santa Barbara and 
a Teaching Credential from the State of Califor-
nia. She has earned certification from the National  
Tutoring Association and will earn certification in 
College Admissions Counseling from the University 
of California, Berkeley’s Extension Program in 2015.

Hurn belongs to Toastmasters International and the 
International Association of Black Actuaries. She has 
completed Speaking and Leadership training with 
world-renown Motivational Speaker Les Brown.

She is an alumna of Math, Engineering, Science 
Achievement (MESA), a nationally recognized 
academic development program, from which she 
earned its Scholar Award. In 2009, Sacramento City 
College honored her with the distinction of Inspi-
rational Entrepreneur.
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Meet the nta’s neWest
BoarD MeMBers

Herb Weinstein. Both my bachelors degree 
and my PhD are in the field of chemical engineer-
ing. After a 35-year career of oilfield research both 
in industry and as a private consultant, plus doing 
adjunct teaching at colleges and tutoring, I chose to 
enter my 2nd career:   secondary education.  I have 
taught the sciences and mathematics at all levels.  
My main concentration was teaching pre-algebra, 
honors algebra & computer programming to 8th 
graders.  

I know what you are thinking – the same as all 
my friends.  They would say, “Herb, we can un-
derstand that you are passionate about teaching – 
but 8th graders?  They are all crazy.”  And I would 
say, “I love them, because I am as crazy as they 
are.  They are trying to figure who they are & who 
they want to be - and I can help them through this 
as their mentor, their advocate and their friend.”   
I did some great things in industry, but I feel that 
as a teacher I have done even greater things: mak-
ing a major difference in the lives of my students –  
students of all ages.  Two years ago I retired after 
13 years in secondary education. Now, in my 3rd 
career, I continue to engage in tutoring, and I also 
teach math at a local Dallas college in a program 
called SAIL - “Seniors Active In Learning.”

atos eleCts neW site
CoorDinators.
By Barbara Harris, Ph.D.
President, Academic Tutorial Outreach 
Services, Inc., Hampton, VA

The ATOS team congratulates Malaika Khafra 
and Heather Scriven, newly-elected tutor site 
coordinators! (see their bios on the following 
pages)

During the month of September, ATOS goals are 
the following:

• Recruit one hundred new members for the NTA

• Conduct a membership raffle contest 
   (www.atosinc.org)

• Participate in Hampton University’s home- 
   coming parade

• Participate in the celebration of October Peer
   Tutor Month

• Network with schools and organizations in our
   assigned region: Virginia, West Virginia, 
   New York, Connecticut, Massachusetts, 
   New Hampshire, Rhode Island, to include them
   in our membership drive.

We are looking forward to receiving a Proclama-
tion from our mayor of Hampton declaring the 
month of October as National Peer Tutor Month 
in the city of Hampton.
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Malaika Khafra is a bright young optimist 
who currently attends Hampton University on a 
Presidential Scholarship. She majors in International 
Studies, minors in Economics, and plans to pursue 
a Masters in Public Policy followed by a law degree. 

Malaika was born and permanently resides in 
Washington DC with her mother and is the second 
youngest of five children. Malaika takes pleasure in 
dining with friends and catching up on her favorite 
television series during her leisure time. Fascinated 
by travel, Malaika fully embraces cultural diver-
sity and strives to expand her global awareness as 
well as her understanding of people and nations. 
She was a student volunteer for the Global Educa-
tion Program and traveled with 9 other students 
to Costa Rica where they learned about biodiver-
sity and the communities in Latin America. She 
has also traveled to Mali and France on various 
occasions where she gained appreciation for their 
unique cultures and values. Moreover, Malaika 
shares a strong passion for languages. She is flu-
ent in French and uses it on a daily basis. Malaika 
looks forward to using her language skills to serve 
as an influential leader among different nations. 

What distinguishes Malaika from others is her abil-
ity to fully embrace perspectives when commu-
nicating with others. She has a passion for public 
speaking and has given speeches for parents and 
donors of her former middle school located in 

Washington DC. Malaika is currently Chief Politi-
cal Advisor of the Student Government Association 
at Hampton University. Her role involves using her 
leadership skills to maintain a healthy relation-
ship between the student body and Student Gov-
ernment. As an incoming Emerging Leader with 
the Gloucester Institute, Malaika plans to enhance 
her leadership and networking skills and to be-
come more confident heading towards her dreams. 

Malaika’s short term goals include researching 
women and children’s global issues and getting  
involved with the State Department in order to 
aid the U.S. in developing more plans of action for 
this cause. Her long term goals consist of success-
fully establishing a school of Higher Education in 
Bamako, Mali, where her mother was born and 
raised. This school will be French based, but will 
be designed to strongly implement global educa-
tion and language, broadening the students’ hori-
zons and giving them a “Sky is the limit” mentality.
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Heather Scriven is a junior at Hampton 
University majoring in psychology. She currently 
holds a 3.93 grade point average and is expected 
to graduate in May 2016, after which she plans 
to pursue a doctorate in educational psychology.  

Heather is interested in pursuing a career in educa-
tion and is highly interested in discovering how peo-
ple learn most effectively.  Heather discovered her 
interest in youth and education on a mission’s trip 
to Guatemala, on which she visited an orphanage 
and spent a day at school with the children.  Heath-
er started tutoring her peers in high school when 
the Winters Mill High School tutoring program 
was first launched.  Moreover, she tutored a seventh 
grader in math throughout the 2013-2014 school 
year and helped him raise his grade from an F to a B.

Heather is a graduate of The Emerging Leader’s 
Program established by The Gloucester Institute.  
At Hampton University, Heather is a member of 
the Freddye T. Davy Honors College, Global Key 
International Honors Society, Psychology Club, 
Depression OutReach Alliance, and Peer Coun-
selors in which she holds the office of Vice-Pres-
ident.  For the past three summers Heather has 
worked as an office secretary for the Southwest 
Academy Middle School in Baltimore, Maryland. 
This summer she had the pleasure of being em-
ployed while school was still in session giving her 

the opportunity to interact with the students in a 
professional environment.  Heather sets her goals 
high, and sets out to achieve them to the fullest.

Volunteering her time and talents brings an im-
measurable joy to Heather that helps her main-
tain balance in her life.  Heather believes it is 
important to serve her community in multiple 
ways.  Her most memorable volunteer work dur-
ing the 2013-2014 school year was hosting “Dia-
monds and Pearls,” a quarterly mentoring seminar 
for students in the Hampton Roads area, through 
the Freddye T. Davy Honors College.  Heather 
makes it a priority to present herself as a good role 
model for those who may be looking up to her.

Heather permanently resides in Westminster, 
Maryland with her parents and is the eldest of two 
children.  In her leisure time Heather enjoys the 
outdoors and is an avid film watcher.  Heather is 
always looking for new opportunities and expe-
riences to enrich her life and help others in the 
process.  Heather loves to travel and enjoys im-
mersing herself in other cultures.  Heather under-
stands that faith and family provide the needed 
foundation to thrive and to make a difference.  
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CongratUlations to ishMael BroWn!

Mr. Ishmael Brown received the National Tutoring Association (NTA) Member of the Year Award.  
He was selected by the Board of Directors for his commitment and dedication to the NTA and his determination 

to complete all phases of certification:  Advanced Level Tutor, Academic Coach, and Tutor Trainer. 

The NTA is proud to have Ishmael as its National Training Director!
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the effeCts of stUDent 
CoaChing in College:  
an eValUation of a
ranDoMizeD exPeriMent 
in stUDent Mentoring
By Dr. eric P. Bettinger 
Stanford University School of Education
by Rachel Baker 
Stanford University School of Education

Third Part of a Three-Part Series

IV.
empirical Results

In Table 3, we report our baseline results. Each  
column focuses on retention, as reported to Inside-
Track by the colleges. We look at retention in six 
month increments. In Panel A, we report the base-
line differences between coached and uncoached 
students without any controls except for the lottery 
fixed effects. In Panel B, we add controls for gender, 
age, ACT score, high school GPA, degree program, 
living on campus, Pell grant receipt, prior remedia-
tion experience, SAT score, and controls for miss-
ing values of covariates. The sample size changes 
across because of data availability from the indi-
vidual schools.

The baseline persistence rate after six months is 
58 percent. This persistence rate is lower than that 
of the overall population, possibly due to the fact 
that many of these students are part-time students 
or older non-traditional students. In contrast to 
the uncoached persistence rate of 58 percent, the  
retention rate among coached students was 63  
percent. The difference is significant over a 99 per-
cent confidence interval. The relative effect is about 
a 9 percent increase in retention. When we control 
for covariates, the treatment effect is constant at 
about 5 percentage points.

In Column 2, we examine 12 month retention. Here 
the persistence rates for coached and non-coached 
students were 48.8 percent and 43.5 percent respec-
tively. The treatment effect does not change as we 

include covariates in Panel B. The estimated effect 
represents a 12 percent increase in college reten-
tion.

The results after 6 and 12 months occur at a time 
when, in most cases, the treatment is still active. 
Coached students during this period are receiving 
phone calls from their coaches. Columns 3 and 4 
show the results after 18 and 24 months. By this 
point, the coaches are no longer contacting the stu-
dents. The treatment is over, yet we still find effects. 
After 18 months, the treatment effect was 4.3 per-
centage points representing a 15 percent increase in 
retention in this sample, and after 24 months, the 
treatment effect was 3.4 percentage points repre-
senting a 14 percent increase in persistence. These 
differences are all statistically significant over a 99 
percent confidence interval. Moreover, these results 
do not change when we control for age, gender, 
ACT score, high school GPA, SAT score, on- or off-
campus residence, receipt of a merit scholarship, 
Pell Grant awards, math and English remediation.

For a subsample of students (3 lottery cohorts), 
we observe whether the student completed a de-
gree within four years of the start of the treatment.  
InsideTrack worked with a variety of students, and 
degree completion could mean the completion of 
a certificate, an associate’s degree, or a bachelor’s 
degree. Across the three lottery cohorts, the aver-
age completion rate among the control group is 31 
percent. The treatment effect is 4 percentage points 
and is statistically significant over a 90 percent  
confidence interval.

These graduation results only strengthen our  
results on retention. In our analysis in Table 3, we 
have only included students who are were attend-
ing the university after six, 12, 18, or 24 months. 
Some students may have completed a degree within 
the first six to twelve months, and these students 
would not appear to be attending. Our enrollment 
data did not include these individuals who might 
have already graduated. If we were to amend our 
results in Table 3 by redefining persistence as being 
persistence at time X or eventual graduation, then 
the estimated effects become slightly stronger.

Continued on Page 17
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These effects on persistence (and completion) 
are large when compared to other interventions. 
Goldrick-Rab (2011) examined a randomized  
experiment where students were given money for 
attending college without seeing any impact on 
persistence. Other studies of persistence find that 
need-based financial aid can modestly improve  
college persistence (e.g. Bettinger 2004, 2010). 
These papers find that retention rates increase by 
3 percentage points per $1000 of aid. In her study 
of merit-based aid, Dynarski found that full tuition 
scholarships in Georgia led to 5-11 percentage 
point increases in college persistence. In the case of 
the Georgia scholarships, the average expenditure 
was roughly $2500 per year. There is no evidence 
that the effects disappear or persist once students 
are no longer eligible for aid. Over this period of 
time, InsideTrack charged roughly $500 per se-
mester. The effects are stronger in InsideTrack and 
show persistence at least one year following the end 
of the treatment.

Robustness

The balance in the randomization and the failure 
of covariates to reduce the treatment effect suggest 
that the results are somewhat robust. One worry 
might be that a single lottery or single year could 
somehow account for the treatment effects. In  
Table 4, we estimate treatment effects separately for 
each lottery. We focus on the 12-month retention 
rate and the 24-month retention rate.

All of the lotteries show positive treatment effects 
after 12 months except for two (lottery 12 and lot-
tery 17). The positive treatment effects are some-
what uniform around the average treatment effect 
of 5 percentage points. Two lotteries show effects 
in excess of 10 percentage points. Nine of the  
observed effects are statistically significant within 
the lotteries.

After 24 months, we only observe treatment  
effects in 11 of the 17 lotteries. Among the treatment  
effects after 24 months that we observe, four are 
positive and statistically significant with the maxi-

mum observed effect around 6.6 percentage points. 
Five are positive but not statistically significant with 
three of these five being larger in magnitude than 
the average treatment effect across all sites. Two are 
negative with the lowest observed effect at -1.7 per-
centage points.

The lesson from Table 4 is that the treatment  
effects are not arising because of one specific lot-
tery. The observed effects are quite similar across 
sites. Broadly speaking the results suggest that the 
program is having a consistent effect across sites.

Another possibility is to check whether there are 
differences in treatment effects across years. If, for 
example, InsideTrack were to have different levels 
of effectiveness in different types of schools, we 
might expect some differences in treatment effects 
depending on whether InsideTrack’s client base is 
similar across years. If these differences are large 
enough, then one year’s impacts might explain the 
overall effects, but as we show in Table 5, the effects 
are balanced across years. Except in one case (2004 
cohorts after 24 months), the treatment effects are 
all positive and significant for both samples across 
the different time horizons. The effects appear 
somewhat smaller in the case of the 2007 cohort 
although the differences are not statistically dif-
ferent except in the estimates of retention after six 
months. The effects seem to be somewhat balanced 
over time suggesting that the program’s effects are 
not being driven by one year.

Heterogeneity in Treatment effects

In Table 6, we investigate whether the effects differ 
for males and females. In Panel A, we report the 
effects for females, and in Panel B, we report the 
effects for males. After six months, the treatment 
effects were 2.5 percentage points for females and 
6.1 percentage points for males. The difference is 
statistically significant. After 12 months, the treat-
ment effects are 4.5 and 5.4 percentage points for fe-
males and males respectively. After 18 months, the 
treatment effects are 3.3 and 4.7 percentage points 
for females and males respectively. The impacts of 
coaching are not significantly different in persis- 

Continued on Page 18
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tence after 12 or 18 months. The impacts after 
24 months are 2.2 and 4.7 percentage points for  
females and males respectively. These differences 
are statistically significant.

The difference between the non-coached and 
coached groups was always greater for males than 
for females. While males persisted at rates lower 
than their female peers, student coaching had larg-
er effects for males. Two of the four differences in 
treatment effects were statistically significant. Male 
completion rates typically lag behind females and 
have been somewhat insensitive to interventions. 
There appears to be some evidence that the effect is 
larger for males suggesting that this student coach-
ing could reduce gender gaps in completion.

In Table 7, we examine the effects of the program 
for different age groups. We find that the estimated 
treatment effects have similar magnitudes across 
different age groups. The treatment effects are about 
3.7 percentage points for students 30 and under af-
ter six months and about 6.2 percentage points for 
students older than 30. The treatment effects are 
5.2 and 4.4 percentage points respectively after 12 
twelve months. After 18 months, the treatment ef-
fects are 4.0 and 3.4 percentage points for students 
30 and under and over 30 respectively. After 24 
months, the treatment effects are 4.1 and 2.4 per-
centage points respectively. All of the estimates are 
positive and only the treatment effect on older stu-
dents after 24 months is statistically insignificant.

V.

Conclusion

Oftentimes in higher education, we assume that 
students know how to behave. We assume that they 
know how to study, how to prioritize, and how to 
plan. However, given what we know about rates 
of college persistence, this is an assumption that 
should be called into question. Across all sectors of 
higher education, more needs to be known about 
how to increase college persistence. Literature in 
economics, education, and sociology suggests that 

student coaching may be one way to help students 
succeed in college.

We find exactly this. While coaching was taking 
place during the first year, coached students were 
about 5 percentage points more likely to persist in 
college. This represents a 9 to 12 percent increase 
in retention. We also find that the effect of coach-
ing on persistence does not disappear after the 
treatment. Coached students were 3-4 percentage 
points more likely to persist after 18 months and 
24 months. These represented roughly a 15 percent 
increase in college retention among our sample. 
All of these effects were statistically significant. 
For the three campuses for which we have degree 
completion data, we find that coached students had 
graduation rates four percentage points higher than  
uncoached students after four years.

These results are highly supportive of the potential 
of student coaching. When we compared the costs 
and benefits of student coaching to programs that 
target financial aid, we find that student coaching 
leads to larger effects than financial aid and are 
much less costly to implement. The persistence of 
the effects after the treatment period and impact on 
completion only increases the cost effectiveness.

The results also shed light on recent interven-
tions which included a counseling component. For  
example, in the Opening Doors initiative, students 
were provided financial incentives and counseling. 
While economists have stressed the incentives as 
being important in the observed effects, the regular 
contact from a college counselor may have been the 
operative mechanism by which effects occurred.

Additionally, Angrist, Oreopoulos and Lang (2006) 
finds that students who had access to incentives 
and counseling had higher academic performance 
in college. They, however, did not find any effect of 
counseling by itself. There are two key differences 
between InsideTrack and the intervention studied 
by Angrist et. al. One is that the counseling was  
voluntary in the treatment studied by Angrist et. al. 
Students had to find the counselors. In the case of 
InsideTrack, the coaching remains voluntary but 

Continued on Page 19
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the counselors attempt to find the students and 
provide both proactive and continuing outreach to 
the students. The outreach by counselors was also 
present in the Opening Doors experiment. Anoth-
er key difference is that the advisers in the Angrist 
et al study were trained upper class students, not 
full-time coaches and were not supported by the 
process and technology infrastructure that Inside-
Track utilizes.

Our study is one of the first studies to use ran-
dom assignment to evaluate the effects of stu-
dent coaching, and additional study is warranted.  
Research in other educational evaluations (e.g. Dee 
2004, Bettinger and Long 2004) suggests that the 
traits of high school and college instructors influ-
ence student outcomes. It would be interesting 
to know if there are specific characteristics of the  
college coaches which increase their efficacy. We 
also do not know the specific types of coaching ser-
vices and the specific actions of coaches which are 
most effective in motivating students.

Further study can also shed light on how student 
coaching might affect other student populations. 
Our study includes public, private, and propri-
etary institutions, and it includes a broad range 
of students including students who are pursuing  
associate’s degrees, and bachelor’s degrees. While 
the sample with whom InsideTrack works is more 
similar to the broad range of college students, we 
cannot observe all of the unique characteristics of 
students in our samples, and even if we could, we 
do not have enough power to identify the effects on 
important subgroups. We do have power to identify 
the effects on males and females and younger and 
older students. We find that the effects do not vary 
by age. The effects on older students and younger 
students are similar. While the effects are positive 
for both males and females, we do find some evi-
dence that the effect is larger for males. As such, 
it could reduce some of the disparities in college 
completion that exist by gender.
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nta UPCoMing eVents anD PrograMs  

The NTA has some very special and exciting events and programs on its horizon. 
Look for more information to come soon!   

• National Tutoring Week Celebration and Contest 
   (October 6-10, 2014)

• NTA Training Series Workbooks

• NTA Chapters

• NTA Foundation

• Regional Trainings (2015)

• Webinars - Reserve your space now!

• NTA 22nd Conference in Tampa, FL
   (April 1-6, 2016)



tutoringrealizingeducationalexcellenceNtAPage 24



tutoringrealizingeducationalexcellenceNtA Page 25



iCollaborateonline.com 
Office: 215.886.9188!

support@icollaborateonline.com 

Personalized 
room to store 
documents 
and session 
recordings

Upload 
documents to 

mark-up or 
share your 

screen
Chat with 

facilitator or 
others in the 

meeting

HD video chat 
and crystal 
clear audio 
with options   
to record to 

watch or listen 
later

Save 
documents or 
download to 

your computer

iCollaborate is a tool specifically tailored to the needs of tutors and other professionals 
who need to work with students and clients in either a one-to-one, or small group setting. 

Online Tutoring 

       It’s possible with                              

If you are interested in learning more about iCollaborate, please visit 
www.iCollaborateonline.com

my.icollaborateonline.com
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How Any
TuTor TrAining
CoordinATor
CAn improve
TuToring
effeCTiveness By:

* defining tutor roles
* focusing tutor goals
* outlining action steps
* teaching communica-
   tion skills
* providing helpful 
   approaches
* understanding differ-
   ences in students
* evaluating outcomes

NEW REVISED EDITION

INSPIRED BY TUTORS

FREE
Trainer’s Copy*

*credited with
adoption

improve TuTors’
effeCTiveness.....
in less time, with better results, and
with less frustration. (English / Spanish eds. avail.)

whether you have 30 or 300 tutors, The Master Tutor will
provide a solid foundation for tutors from all subjects and
grade levels that will help them instantly focus on their roles,
the action steps to accomplish their goals, and the options
and patterns to use with culturally different tutees.

                 http://www.CambridgeStratford.com

The Cambridge Stratford Study Skills Institute

THe mAsTer TuTor
A guideBook for more effeCTive TuToring

2nd ediTion

 
 

  ross B. mACdonAld, pH.d.

 
 

       Approved for TrAining And CerTifiCATion

 
 

                 By THe nATionAl TuToring AssoCiATion

•  understand and perform
     their roles better
•  focus their work to foster
     tutee independence from
     tutoring
•  understand steps for tutoring
     in all content areas
•  use communication skills to
     move tutees toward tasks
•  alternate approaches to keep
     tutee actively involved in
     learning
•  build an inter-cultural per-
     spective
•  participate in self-assessment

proven, step-By-step
guidelines That Help Tutors:

see inside for 100’s
of ways tutors can gain
strategies for increasing
their effectiveness.

Approved for tutor training and certification by The National Tutoring Association since 2001


