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Discussion Overview

Current Landscape Three Pillars of 
Success

Common Challenges 
and Solutions

Questions/ 
Discussion
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• Suzana

– 13 years of experience in higher education in the private sector, for-profit, and public, 
non-profit

– Past institutions include EdPlus (Pearson), UArizona, and UTSA

– Built online enrollment, advising, and marketing departments from scratch

• Dani

– Over 20 years in enrollment management

– Experience includes faith-based, public research, selective private, and regional access 
colleges and universities

– Expertise in organizational and leadership development, operational efficiency, 
recruitment, and marketing strategy

Introductions 
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Current Landscape
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Changing modality trends and expectations among the prospective student pool and the talent pool

• Enrollment downturn/ student cliff

• Increased competition among institutions

• Changing student mix and expectations

• Skepticism about the value of higher education

• Shifting values and expectations among the workforce

– Work/life balance, remote and hybrid options

• Great Resignation/Reshuffle

• High stress, burnout, and turnover

Landscape for Higher Education
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Undergraduate Fall Enrollment by Format

Landscape for Higher Education
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Graduate Fall Enrollment by Format

Landscape for Higher Education
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Student Behaviors & Expectations
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Inquiry/Contact Response Expectations

Within              

Minutes An hour A day
More than 

a Day

Personal 
email 22% 20% 27% 27%
Text 

message 22% 25% 22% 21%

Phone call 24% 18% 22% 25%
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Higher Education Staffing Challenges

46%

Are considering 

leaving their current 

position

Extremely Very Moderately

Slightly Not at all

Recent Survey of Graduate Enrollment Leaders

49% of 
respondents 
report that 

they are 
extremely or 
very stressed 

at work
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3 Pillars of Success
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Hiring/Training/Coaching Technology/Scalability Conscious Leadership
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• Hiring Profile - recent grads or those 
with experience?

• Sales - a dirty word?

• Inspecting what we expect - how?

Pillar 1
Hiring/Training/Coaching

This Photo by Unknown author is licensed under CC BY-SA.
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Hiring Facts - Employers

• The average U.S. company spends $4,000 
to hire a new employee

• 57% of employers have a tough time 
assessing soft skills (97% say they’re 
more important than hard skills)

• Since 2016, there’s been a 78% increase 
in jobs mentioning “workplace 
flexibility”

• Average turnover rate for sales/customer 
service roles is 100%

• 56% of college presidents are not willing 
to allow more than 25% of their 
workforce to work remotely

• 43% of new hires quit because it wasn’t 
what they expected = need better training

• “Sales” is in the top five skills that recent 
graduates are hired for

• 58% of employees report wanting to be 
full-time remote after the pandemic

• On average it takes 8 months for an 
employee to reach full productivity

• Employees are 35%-40% more 
productive than their in-office 
counterparts

Pillar 1

Hiring Facts - Employees
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Hiring Facts II

This raises the following questions:

• Are we going to be able to meet our employees where they are (remote)?

• Are we going to be able to assess and train them appropriately for the job 
we need them to do (sales)?

• Can we compete with other companies needing the same skillset (pay)?

Pillar 1
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Job Description Example
Pillar 1
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Interview Questions Example
Pillar 1
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Training – 69% of employees say good onboarding=3 years 

Pillar 1
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Coaching –$37 billion is spent on employees who don’t get it

Pillar 1
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• Allows for the front-end sales team to 
grow with the company skill-wise and 
salary-wise

• Improves the tenure and effectiveness 
of your front-end team

• Promotes a positive culture

• You are continually able to pivot with 
the avenue this provides

Pillar 1

• Training – Create a Promotional 
Track Training Program
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Technology/Scalability

• Speed to lead
– Around 70% of students are applying to more than 1 school

– About 75% of students expect a call/text/email back in less than 1 day

– Students who are contacted within a few hours convert through the funnel at a rate 3x the amount 
of those that are not

• Managing a remote workforce
– Call recording/tracking and CRM are crucial

• Track calls (# and content)

– Qualify and Transfer team

– Automated Dialer

– Only way to make a dent in the part of the enrollment funnel that is hardest to convert – LEAD TO 
APPLICATION

Pillar 2



21

Conscious Leadership

• Are we above or below the line?

• Have we learned enough about our teams to lead them?

• Have we assessed what’s holding us back in order to being effective 
leaders?

Pillar 3
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Above or below the line?

Pillar 3

Conscious Leadership

https://www.youtube.com/watch?v=fLqzYDZAqCI
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Conscious Leadership

• Are we centered as leaders?

• Do we actually 'know' our team? – Myers Briggs/Strengths Finders

• Leadership and Executive Coaches – they exist!

• Implicit bias training and awareness

– Power and gender dynamics

Pillar 3
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Common Challenges 

& Solutions
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Common Challenges and 
Solutions –
Hiring/Training/Coaching

• Hiring

• Directly address customer service/sales roles and responsibilities.

• Keep the hiring committee as small as possible – people are more 
genuine.

• Training

• Have an official onboarding process and training program.

• Incorporate sales and customer service into skills learned.

• Have a Promotional Track Training in place so front-end staff can 
move up as they demonstrate higher-level skills.

• Coaching

• Purchase technology where you can monitor calls.

• Create Quality Assurance Metrics that encompass what 
is important to qualify and support students.

• Have someone regularly provide feedback on calls, pipeline, and 
the quality of both.
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Common Challenges and 
Solutions - Technology

• Invest in softphones and technology where 
you can:

– Record calls for training purposes

– Live listen into calls for coaching 
opportunities

– Track number of calls made/received

– Track remote workforce on who is logged 
in/out and active/inactive
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Common Challenges 
and Solutions –
Conscience Leadership

• Continually assess and evaluate 
yourself and your team

• Invest in an executive and leadership 
coach for higher-level leaders

• Confront implicit biases within your 
teams and your leadership

• Be honest with yourself
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• Leaders will need pragmatism, a high level of 
comfort with ambiguity, objectivity, and grit

• It’s all about the talent: dedicate time to 
authentic onboarding, training, professional 
development, and self-reflection

• Cross training and succession planning 
should be the standard

• Embrace the new consumer and 
technological realities and use them to your 
advantage

Key Takeaways 
Primary Elements for Success in The New World of 
Enrollment Management



All m aterial in this presentation, including text and im ages, is the property of RNL. Perm ission is required to reproduce inform ation.

Thank you!

For additional questions

Suzana Diaz Rosencrans: suzana.diaz.rosencrans@utsa.edu

Dani Rollins: Dani.Rollins@Ruffalonl.com
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• https://www.apollotechnical.com/surprising-hiring-statistics-to-know/

• https://resumelab.com/job-search/

• https://clickboarding.com/18-jaw-dropping-onboarding-stats-you-need-to-know/

• https://www.insidehighered.com/views/2021/06/02/colleges-shouldnt-expect-their-employees-work-same-ways-they-
did-pandemic-opinion

• https://www.nature.com/articles/d41586-021-03041-0

• https://www.insidehighered.com/quicktakes/2022/06/17/report-graduate-admissions-officials-are-stressed

• https://www.nagap.org/resources

• https://www.wittkieffer.com/blog/reducing-implicit-bias-in-candidate-evaluation
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