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For 21 years and 20 million tutoring sessions, Tutor.com has been partnering with K–12
schools, higher education institutions, libraries, organizations, associations, and the U.S.
military to provide learners with highly effective, 1-to-1 academic and professional
support. Our strong, lasting partnerships—and the services we provide for our clients,
especially since the beginning of the COVID-19 pandemic—have sustained our
longevity.
Since the onset of the pandemic, we have met unprecedented demand for our services.
In 2020, Tutor.com saw the highest single-year delivery of services in the company’s 21year history. We delivered nearly two million 1-to-1 tutoring sessions in 2020, averaging
about 7,500 sessions daily during our busiest week.
While meeting exceptional demand, our team continued to provide support of the highest
quality—to partners and learners alike. We added hundreds of new partners to our
Tutor.com family; onboarded more than 1,000 rigorously vetted, highly qualified tutors;
offered numerous free Student Success webinars; and added 26 new subjects, including
Study Skills and Parent Coaching offerings designed to address the needs of families
adapting to remote learning. We continued to provide real-time alerts, on-demand data,
and a growing library of resources for our partners, as well as near-immediate access to
help for learners: Over the course of the year, the average time learners waited to
connect with an expert tutor was one minute.
Our organizational structure reflects our priorities: Our Client Services (supporting
partners) and Learning Services (supporting our partners’ learners) teams notably
outnumber our Sales team. In our structure and our actions, we are dedicated to
providing the highest-quality customer experience always.
Tutor.com provides exceptional support for each of the following criteria:
•

Tutor.com deploys a well-crafted customer service program with
demonstrated outstanding customer support.
o Our customer service is laser-focused on client needs, and that begins on
Day 1. At the partnership launch, our team integrates Tutor.com services
with each partner’s learning management system (LMS), ensuring that
learners themselves have a seamless support experience. Partners can

fully customize their subject offerings; for all of our 250+ standard
subjects, clients can opt to make as many as they wish available to
learners, with no effect on pricing for the service. (Partners may also
choose between a variety of pricing models, from unlimited to licensebased to pay-per-session; every one of these includes the option to
enable all standard subject offerings and the full Tutor.com Learning
Suite.) Clients may similarly opt to offer text-chat and voice-chat alone, or
they can opt to use our platform supporting video-chat. In short, every
client’s program and UI are unique to that client; we design a bespoke
program tailored to the unique needs of each institution and learning
community.
o Our Client Services team provides ongoing, high-quality support for all
partners. Every institutional partner is provided with dedicated support
from a designated Client Services Manager (CSM). The CSM serves as
the client’s tour guide and provides ongoing consultative support in getting
the best use of our online tutoring services as well as maximizing the
impact our service has on the lives of their learning community members.
Our Client Services approach is proactive: We actively work to maintain
communication with every partner throughout the year, both via our
monthly reports and via consistent personal outreach from CSMs to
partner institutions. We also offer reliable, ongoing, high-quality
responsive support for all of our partners and students whenever they
need assistance.
o Our regular supports further include periodic webinars for institutional staff
as well as learners, along with monthly newsletters for each institutional
market, resources on our Client Resource Centers, and new subject
offerings (including Spanish-language tutoring in a range of subjects).
•

According to surveys and feedback, educators are exceptionally satisfied
with the customer service they receive from the company.
o The longevity of our partnerships attests to our clients’ satisfaction with
Tutor.com. We regularly receive positive feedback from educators about
the benefits of Tutor.com for them and for their students. Because we are
in regular contact with all of our clients, we are able to identify and
address areas of need quickly and effectively. We have many reference
letters from clients, and these are one of the barometers we use for
customer satisfaction. Appended to this document please find testimonials
from four of our clients.
§ Here is one additional testimonial from a client:
“I love the open communication and responsiveness of the client
managers. In the past, whenever I've had any issues at all, I reach
out, and receive a response usually within an hour or two. There is
always follow-up that happens almost immediately on any issues
that I have asked to be addressed. It is very professional and gives

me much confidence in the level and quality of service that our
students are getting as well.” —Deanna Dixon, Director of Tutoring
Services, Rowan-Cabbarus Community College, from a survey
conducted in 2019.
o We also have high rates of learner satisfaction that correlate with client
satisfaction. In 2020 post–tutoring session surveys, 96 percent of learners
reported Tutor.com had helped them complete their assignments; 97
percent indicated they would recommend Tutor.com to a friend; and 99
percent said they were glad their institution or organization offered them
access to Tutor.com.
o In addition, we periodically conduct case studies and efficacy studies that
demonstrate the value that Tutor.com delivers to learning communities.
Here are a few examples:
§ Efficacy analyses for higher education:
https://www.tutor.com/clientcarehed/efficacy
§ Antelope Valley Union High School District case study (please note
that when you click the link below, the case study will download):
http://bit.ly/AV-Case-Study
o Finally, we believe that to deliver the highest-quality services, all involved
in the process should have the opportunity to provide feedback and have
their voices heard. To that end, we gauge the satisfaction of our Tutor.com
tutors several times per year via a comprehensive survey. The typical
overall satisfaction rate is between 93–94 percent, with more than 95
percent of tutors affirming that they would recommend our service to a
parent, teacher, or other stakeholder.
•

When an educator reports a confirmable issue with the solution, the issue
is rectified expediently.
o Our support team works to respond to all users within 24 business hours
with a first response. In many cases, the first response is sufficient to help
the student or educator. For educators who contact the Client Services
team directly via email, phone, or through their dedicated CSM, they will
receive assistance typically within a few hours (we cite 24–48 business
hours as a goal, but in most cases, responses are significantly faster).

•

Tutor.com provides high-quality self-serve help materials for educators and
administrators.
o Each institutional market we serve has a dedicated Client Resource
Center, which offers everything from social media graphics (to help spread
the word about Tutor.com to their learning community) to trainings, flyers,
demonstration materials, press kit resources, videos, and webinar
recordings. Our Client Resource Centers may be accessed at the links
below:
§ Libraries: https://www.tutor.com/clientcarelib

§ Higher Education: https://www.tutor.com/clientcarehed
§ K–12: https://www.tutor.com/clientcarek12
§ U.S. Military: https://www.tutor.com/clientcaremil
§ Employee Benefits: https://www.tutor.com/clientcareben
o In addition to these resources, our free webinar series are available
anytime via our YouTube channel, in our dedicated playlists:
§ Webinars for students and parents:
http://bit.ly/Webinars-Students-Parents
§ Webinars for jobseekers:
http://bit.ly/Webinars-Jobseekers
•

The overall quality of support that our Client Services team provides is
extraordinarily high. Educators have excellent experiences when
contacting our customer service team members.
o Supporting our partners—both through our tutoring, test prep, and other
resources, as well as through our customer service—is the very core of
what we do. Our dedicated CSMs ensure that every concern or potential
concern is addressed promptly and fully. We also set up numerous ways
to enable clients to access key data and resources on-demand, from the
Client Resource Centers to our Client Portal, which provides real-time
data and automated reports about program performance as well as
insights about student performance; these are available on a self-serve
basis for program administrators, support staff, and instructors. Our high
client and learner satisfaction rates, as well as our high client retention
rate, attest to the exceptional customer support that we provide.

•

Response times for support inquiries are always rapid.
o Just as we provide rapid support for learners who need academic help, we
also ensure that our partners get support when they need it. Our support
team replies to inquiries within 24 business hours as a standard practice
(typically, the response time is faster). Incoming calls to the support team
are typically responded to within 20–60 seconds, with voicemails receiving
replies the same business day.

•

We offer three levels of technical troubleshooting support to ensure that
assistance is provided to educators effectively and efficiently.
o For technical inquiries, our Level 1 support team manages tickets in our
customer ticketing system; they also respond to calls. Most technical
issues involve student sign-ins to Tutor.com and are resolved at this level.
For more advanced technical inquiries, tickets are escalated to Level 2
support or a manager on the team for a direct support call with the
educator/user. Our Client Services team provides the most advanced
support; they coordinate with our Product and Engineering teams if a bug
or system issue is identified and ensure that it gets resolved.

We regularly receive praise from clients who appreciate the high level of customer
service we provide, and that has been especially true during the COVID-19 pandemic.
We enhance our services and supports on an ongoing basis and look forward to
continuing to serve institutions committed to providing equitable access to educational
resources and accelerating their students’ learning.
Thank you for the opportunity to be considered for this award.
***
Please see next pages for testimonials.

October 24, 2019
To Whom it May Concern:

I’m writing this letter of reccomendation on behalf of the entire National University Student Success Team. We
are thrilled to give our partners at Tutor.com a glowing review for a number of different reasons. Tutor.com has
provided top-notch tutoring support for our students in a wide variety of subjects. These exceptional resources
can be accessed 24 hours a day which helps us be more accessible to our students. The accessibility is especially
vital to us, given our predominantly non-traditional student population. The support team and account reps
have overwhelemd our staff with their exceptional service and speedy response to our data and course addition
requests. Katherine, Marcy and Lauren have been some of our most trusted partners during my time here at
National University and we look forward to growing our partnership with them in the future. I’d be happy to
discuss further if interested, my contact info is listed below.

Sincerely,

Kody McCoy
Kmccoy@nu.edu
Manager/ Student Success
National University
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To Whom It May Concern,
It is my pleasure to write this letter to share my experience with Tutor.com. We have been using
Tutor.com services for approximately three years. Working with the staff has been wonderful, they are
always patient and accommodating. Working with college purchasing and accounting departments can
be very daunting, but they have navigated through those systems with ease.
More importantly, it is the service to our students that stands out as the reason we keep coming back.
We are a program that supports first generation and low income students that are pursuing careers in
health. Many of our students are working while going to school. If they are in one of our health science
p og am he a e of en j ggling chool lab e e n hip p ecep o hip e c We choose tutor.com
because our students would have access to tutors 24/7. Additionally, it was the one online tutoring
program that has support for the difficult sciences (anatomy, physiology, chemistry, microbiology) and
nursing!
While some of our students use tutor.com for the basic classes, math, English etc., our high use areas
are in the subjects mentioned above. Students report that once they find a tutor that fits their schedule
and style they are always happy with the results. Those that use it frequently, show an improvement in
their course work and grades.
We have be extremely pleased with the services provided by Tutor.com and would recommend it to any
institution that is considering an online tutoring program.
Jeannie Dulberg, MA, MFT
Director, SSS TRiO HOPE Grant
1501 Mendocino Ave.
Santa Rosa, CA 95401
jdulberg@santarosa.edu
707-521-7928

