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Social Responsability

Offering the best experience
Retention Program: ensuring that our students complete 
their studies

Credit: iStock

For education to improve people’s lives, it is fundamental that studies 

and training are completed. Therefore, we need to keep our students 

engaged throughout the course of their undergraduate programs.

This can be challenging because, even ensuring quality education, 

some students drop out before completion, whether for financial, 

personal or even academic reasons.

Our research shows that the first three semesters are the most 

critical period, where 79% of students dropout. At the end of this 

period, 38% of the students in on-campus programs and 45% using 

DL will have dropped out.

To deal with students leaving, we started the Retention Program 

aiming to discover and combat the main reasons that lead to drop 

outs, giving our students the best possible experience. Planned in 

2015, it was first implemented in 2016.
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One of the main proposals of the Program is to identify which 

students are most likely to drop out, taking into account financial 

and academic characteristics - such as grades, classroom presence 

and accessing the website. Using statistical models, we were able to 

identify, in advance, seven out of ten students who wish to leave the 

course.

From this study, we developed the Ideal Way, which traces the best 

moments and channels for talking to students and engaging them 

in our programs. In its Positive Communication module, we make 

contact with all undergraduate students, either sending welcome 

messages to the freshmen, explaining how the Student Portal works 

or reminding them about tests and coursework due.

In Preventive Communication, we look for the students that our 

algorithms classify as potential evaders. In this case, we use more 

assertive communication, designed to reach students at times when 

they most often question their academic career and think about 

dropping out of school.

We also have Reactive Retention projects, in which we act after 

the student declares that he or she wants to drop out. In 2016, we 

began to use all of these communication models with our students. 

We also started a Call Center to address potential leavers. Our goal 

is that, by the end of 2017, this operation will be able to reach all DL 

centers and on-campus students, accommodating the student with 

difficulties and offering possibilities to carry on studying and obtain 

their qualification.
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Billing Test

TestVacations Coursework 
Submissions

Positive Communication: 
Promotes motivational 

campaigns to engage all 
students.

Beginning of 
the semester

End of 
semester

Preventive Communication: 
Encourages students flagged 

as potential evaders to 
continue their studies.

!

!

!

!!

Welcome

DL Tips

Acess to 
Student 
Portal

At the same time, we started the Senior-Freshman Tutoring, where 

we put an older student - instead of a teacher or supervisor - to guide 

the newcomers. We believe that this form generates a more personal 

and effective communication, coming from someone who has 

experienced the same troubles, questions and difficulties as the new 

student and can teach, in practice, how to overcome the challenges 

of academic life. With the support of the senior student, we hope 

the freshman understands that the effort to continue studying is 

worthwhile and that even given the difficulties, Kroton may have the 

solution. Senior students’ work counts as hours of activity for their 

training, encouraging their participation in the Program.

The Ideal Way
Establishes the best times to communicate with students
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Commitment to employability 
GRI G4-EC8

Connecting students and the job market 

The Canal Conecta can be 

accessed through the link: 

www.canalconecta.com.br 

The employability of our students is so important 

that, since 2014, we have the Canal Conecta: an 

exclusive online platform that brings together 

students and ex-students and the job market. 

The tool is free and allows partner companies to 

use Kroton’s student base in their selection process 

for their job vacancies. It is based on advanced 

artificial intelligence algorithms that match the 

workforce needs described by the company with 

tens of thousands of student resumes and points 

out the best candidates for the job.

Credit: iStock

http://www.canalconecta.com.br
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In a second step, 
the student can fill 
in his behavioural 
profile and get access 
to a complete self-
appraisal report.

The technical and 
behavioural skills that 
the company seeks are 
compared to those of 
the students. The geo-
location system will locate 
the professionals that are 
available in that region.

With the percentage 
of best fits for that 
position in their hands, 
the company selects 
and “likes” he resumes, 
creating a short-list.

Finally, the company 
selects the student for 
an interview, arriving 
at the ideal candidate 
for that position.

How it works?

Student Company

The student fills 
in his resume on 
the Canal Conecta 
plataform step-by-
step, with quick and 
objective questions.

The company states the 
professional profile they are 
looking to hire. From this 
information, the Channel 
displays the programs 
that are best suited for 
the vacancy profile.
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Even during 2016, when the unemployment rate 

increased in Brazil, the Canal Conecta continued 

to grow in an expressive and sustainable manner, 

reaching all our centers and units.

In addition to the direct benefits to partner companies 

and students, the Canal Conecta serves as a large 

database of what companies are looking for in 

future employees. Through statistical analyses, we 

have been able to follow the technical and social-

emotional skills that are being most demanded by the 

market and adapt our academic model according to 

this demand.

• 800,000 students reached.

• More than 192,000 active resumes.

• More than 2,200 daily accesses.

• Profile of 

new hires

• More than 3,700 partners.

• More than 48,000 

vacancies announced.

• For every 3 interviews, 1 student is hired

• Average increase in 

students’ income: $

Were unemployed or 
got their first job

Changed jobs with a pay 
cut to work in their field

Changed jobs and 
increased their income

Results from

69%

68%12%

20%

National 
Scope

Partner 
Companies

Impact on 
students

During the year, the 
number of partner 

companies in the Canal 
Conecta rose from 

1,600 to 3,700, while the 
number of vacancies 

published on the platform 
increased from 15,000 to 
more than 48,000. The 

students taking part in the 
initiative also increased 
from 70,000 to 192,000 
by the end of the year.
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The Sintonia Project
Connecting Corporate Employees to the Units and DL 
Centers

The Sintonia Project was created because we understand that corporate 

decisions that drive our business necessarily need to consider the 

demands of students - and the best way to get to know their ideas and 

perceptions about college is to put yourself in their place.

Therefore, the Project proposed that Kroton leaders and managers 

began to live the experiences of the students, by immersing themselves 

in their daily lives. In 2016, 28 executives were chosen to participate in the 

Project. Anonymously, they took the entrance exam, registered, attended 

the classes, went through administrative processes and experienced the 

students’ reality. As such, they could see how corporate office decisions 

affect the students’ daily lives and contribute to improving their lives.

In 2017, the Project should be expanded, reaching other employee levels 

and departments, while the observations and proposals made will be 

implemented in order to continually improve the students’ experience.

 

Student Support 

GRI G4-PR5

Listening to those people who need to be heard

As part of our efforts to improve students’ lives, we seek to open channels 

for dialogue so that they can give their opinion on any subject, where 

they can ask questions and praise, make suggestions and complain.

Among the main channels of communication are:
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• Online customer service (chat);

• Contact us (e-mail);

• Social networks (Facebook and Twitter);

• Ombudsman and,

• Reclame Aqui (“Complain Here”), an independent communica-

tion channel that allows consumers to solve their problems with 

the companies.

Customer service

Our service is constantly monitored to always 

offer the best relationship to our students. We 

always seek to show the necessary information 

and clarifications, solving possible problems 

quickly and attentively. As a result, in 2016, we 

achieved an average satisfaction rate of 76%.

Ombudsman GRI G4-57 | G4-58

The Ombudsman is an alternative channel 

where the student can deal with and deal with 

unresolved complaints. In 2016, we received 

58,000 contacts, of which 92% were student 

complaints. We resolved 56% of them within 

seven business days.

Reclame Aqui

Reclame Aqui is another tool used to support 

the student to resolve complaints, answer 

questions and other demands. In 2016, we 

received 19,500 complaints through this 

channel, with an average response time of eight 

days. According to the students’ assessment, 

we had a satisfactory conclusion in 58% of the 

cases. 


