University of New Mexico

UNM Digital Repository

UNM Annual Reports Campus Publications

6-30-2010

Annual Report of the University, 2009-2010,
Volumes 1-4

University of New Mexico

Follow this and additional works at: https://digitalrepository.unm.edu/unm_annual reports

Recommended Citation
University of New Mexico. "Annual Report of the University, 2009-2010, Volumes 1-4." (2010). https://digitalrepositoryunm.edu/
unm_annual_reports/19

This Annual Report is brought to you for free and open access by the Campus Publications at UNM Digital Repository. It has been accepted for
inclusion in UNM Annual Reports by an authorized administrator of UNM Digital Repository. For more information, please contact disc@unm.edu.


https://digitalrepository.unm.edu?utm_source=digitalrepository.unm.edu%2Funm_annual_reports%2F19&utm_medium=PDF&utm_campaign=PDFCoverPages
https://digitalrepository.unm.edu/unm_annual_reports?utm_source=digitalrepository.unm.edu%2Funm_annual_reports%2F19&utm_medium=PDF&utm_campaign=PDFCoverPages
https://digitalrepository.unm.edu/campus_publications?utm_source=digitalrepository.unm.edu%2Funm_annual_reports%2F19&utm_medium=PDF&utm_campaign=PDFCoverPages
https://digitalrepository.unm.edu/unm_annual_reports?utm_source=digitalrepository.unm.edu%2Funm_annual_reports%2F19&utm_medium=PDF&utm_campaign=PDFCoverPages
https://digitalrepository.unm.edu/unm_annual_reports/19?utm_source=digitalrepository.unm.edu%2Funm_annual_reports%2F19&utm_medium=PDF&utm_campaign=PDFCoverPages
https://digitalrepository.unm.edu/unm_annual_reports/19?utm_source=digitalrepository.unm.edu%2Funm_annual_reports%2F19&utm_medium=PDF&utm_campaign=PDFCoverPages
mailto:disc@unm.edu

THE UNIVERSITY OF NEW MEXICO

The Unisergliy of New Mexleo

2009-2010

ANNUAL REPORTS

Volume |



ANNUAL REPORTS

2009-2010
VOLUME |
PAGE
PRESIDENT
EQUAL OPPORTUNITY, OFFICE OF ......ccoiiiiiiiiiiiree it NOT SUBMITTED
PRESIDENT, OFFICE OF ....veiiiuiiiiiiiiiiis it siee et s NOT SUBMITTED
DIVISION OF ENROLLMENT MANAGEMENT .........ocoeoeccccricmmmmmramssessssessssssssssssesssssssssssoressesessssesessssesmmemerenmssseen 1

ADMISSIONS, OFFICE OF .....oovviiiiiiiieieiieeeeeeee et 2D
COMMUNICATIONS CENTER.......otiiiiiiiiiieeie et 35
ENLACE ...ttt eeeesessssssessssssssssssnssessssesssssssnsssnnans s ]
INFORMATION TECHNOLOGY GROUP.....cuuiiiuiieiiineeesteertieereeneeennneessiasennaaees 57

VETERANS RESOURCE CENTER ...vueittiee e eeaevestae e aeasseseasnenaeaenressnreeaeanens 61

OFFICE FOR EQUITY AND INCLUSION .......oomiiiierieieeecesesseie e e e anee 2 0D

AMERICAN INDIAN STUDENT SERVICES ... n et ieaisemeee e e eeeee e e e e et e e e aaae e e e ee e e srneennees 199
AFRICAN AMERICAN STUDENT SERVICES ... enttnee et et et a v e e e e eaaeae e ans 209
LA RAZA, EL CENTRO DE...ceuuuuiieeeeiiiuusieeeeeeeieenaasaeeeeeeeemsauaesseeaeeeransasanneaeeeaaraesannneens 219

PROVOST/EXECUTIVE VICE PRESIDENT FOR ACADEMIC AFFAIRS

ANDERSON SCHOOLS OF MANAGEMENT .....ccooiiiiiieeeeeiieieeeevereeeeeeeeeeerressssssseseessrneessrnnnes 251
SCHOOL OF PUBLIC ADMINISTRATION ....couuiiiiiiiiiiieeiieeeiieeeereeeeaeeeinneas 331
ARCHITECTURE AND PLANNING, SCHOOL OF ....civuiiiereeeineeeiieeeeeteeeeeeeeeeaesesaneaesnneesnnnas 341
ART MUSEUM ...utiiiiiiiiieeeeeeeeeeetttaee e e e e e e eeeeaeeeasssnatbasasseeeeeseseanetbsnnneeeaaaeens NOT SUBMITTED
ARTS AND SCIENCES, COLLEGE OF ....ccitiuuuiiiieeiieititiiieeeeeeeveeestnnneeeseessnnnnsnnnaneeessssnnns 399
AFRICANA STUDIES .. ctuuiiiiiiiaeeruuieeeseaasseertaseeeeatn s aseataaaeseesestaasessaaeesasranes 481
AMERICAN STUDIES ..uuuiateettutieneeeeerutiunrarrseeesreenannsaeeeeeeesemmnnsneaesseeerssermns 495
ANTHROPOLOGY ....uuueutiieeeeaaeeeeeeeeeeeeeeeete e e e e e e e e e eeeevesaaeeeeeeeeeeeeesaeeeeeeeeeeaaeeaeeees 503
MAXWELL MUSEUM ....cooiiiiiiiiiiiieieeeeeeeeeevaaeeeeeeeeeesaeeeeenennnnnnns NOT SUBMITTED

JOURNAL OF ANTHROPOLOGICAL RESEARCH .....coovviieiieeierireressseeeeeeneeas 568

210 I T ) 2 571

Continued in Volume i



CENTER FOR SCIENCE, TECHNOLOGY & POLICY ....cccuieeivinneenaeeennennn, NOT SUBMITTED

CHEMISTRY AND CHEMICAL BIOLOGY.......coiuiiiiiieiee oo 821
COMBINED BA/MD PROGRAM  ..ciiiiiiiieeeiiiiiieeeeeeeeeeeeeeseseneseeesessbeaaanesaeaeaseenennes 855
COMMUNICATION AND JOURNALISM .1uuneiieeeeeeieniisiieeeeeeseeseineaseeeeeeeeeesssannnnnneanns 861
EARTH AND PLANETARY SCIENCES......uiiiiiiiiiieiiiiieeeeeeeie e eeeeris e e e srtienaesearbnneesees 871
INSTITUTE OF METEORITICS ..coeeeiiiiiiieeiieeeeeeeeeeeeeeeeeeeeeeeeeee NOT SUBMITTED
ECONOMICS .. .iiiiiiie i e eeeiiet s e e e e e e et s e s e e e e eeeaabaaeeeeeaeeeeeesabanaeaeaeeeeannnnnnnss 1015
ENGLISH voietiie e et ceete e serte e e et e e et e e e e e e eeeeeeeeeneeeeaneeeens e 1035
FOREIGN LANGUAGES AND LITERATURES ....c.uuuiuiiiuiuuuenneennnnnnnnnnennnennnnnnnnnnsnnnnes 1065
GEOGRAPHY . oiiiiiiiiieeeette e ettt e ettt e e e et eeeeatan e ees e st e eeeeaaaaeeeesaaseeeasanaaeenes 1073
HISTORY ceeiieeeiiiittteeeeeeeeere e e e e e e eeaaea e e aeeesesteaba e eeeaeeeeesbaaaaaeaaeaeeeeesssanan 1083
CENTER FOR THE SOUTHWEST ..eeiuiiiiiiiii i eeeeei e eeeeri s e e eertn s esearianaesearaneas 1095

NEW MEXICO HISTORICAL REVIEW ......ceviuuiereviisseeeirioneeseennaeeeeenneeeennnns 1001
INTERNATIONAL STUDIES INSTITUTE ....ooomoooeeeeeeeee e eeeeeesees e ees e seseeee e ee s esseee e 1005
LATIN AMERICAN STUDIES ....ciiieueieittiiieeeieneeeeeanaeessssneeeesesnnneessssnseessssanneeees 1111
LINGUISTICS .euiieiiiieeee e e e e e e e e e ee et eet et e ee et ettt etareeeeesssras s e s sesaaasassessnnssssssssnsssnnnnnnns 1115
MATHEMATICS & STATISTICS teeeereeeeeeeeeeeneennrerunsessenenernressesesssssssssanan NOT SUBMITTED
MEDIEVAL STUDIES, INSTITUTE FOR ...cevvvturrrurerurrsrrrsssssesssesssssesssssssssessnnnnssnnsnns 1125
PEACE STUDIES PROGRAM .....ccuuuiiiiitueteitiiiieseeetnaeeesessneesessneeesessnaesesnneeenees 1135
PHILOSOPHY ...iuiiiiiteeiiieies e ettt e et ates et eatteesseetaaeeesssan e eeessanaeesensnneseersnannaeses 1141
PHYSICS AND ASTRONOMY ....covvuiieeinnieeettuieecisteeseessnneeeeesrneeerenasesesnneeseees 1171
POLITICAL SCIENCE ...uuiieeectes ittt etenestttersteessneernarernneeesssesnnaeennaaeesnaeeesnnns 1177
PROFOUND .......uuuuuuetrieeeereeeeeaeeeseasaassissrraeeereeeseesssassnsnnsnseeeeeeaseanans NOT SUBMITTED
PSYCHOLOGY ..uietiiiiiieeiaaeetaeesa e et ettt s erteeeeaa e e aaeseanaaeeanaaennnseeanneaeenneannnnaas 1191
RELIGIOUS STUDIES PROGRAM ...ccuiitiiiieteeiiieeeeieeeteseneeesseesateeesneeerneeennnaes 1243
SOCIOLOGY ..vuueiiitieeeiieeeeeee e eetttts s eetataeaesaanneeeessnnaeeeesaaaeeeessnaeeenraaaeesennns 1251
INSTITUTE FOR SOCIAL RESEARCH .....uuiiiiiiiiieeeeeiieeee et e e eetneeeesennannes 1275
SPANISH AND PORTUGUESE ..uuueiiiiieeeeeeeaeeeieeeeeeeeeeeeeeeeeaaeaa e e e e e e e e e e eeeeeeeeeeeeaeeeas 1285
SPEECH AND HEARING SCIENCES ....ccuuiiiiiiiiieeieiiiieeeeeerteeeeeetteeeseanaeesaranneenenes 1317
WOMEN’S STUDIES tuvvuuuiieeeerreeeeeeeeeseeseeeisssssesesessesesssssssesssssseeeeeeeeeens NOT SUBMITTED

Continued in Volume i



Division of Enrollment Management
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Submitted by Terry Babbitt



Enrollment Management Division

Annual Report
2009-2010

SUMMARY:

The enrollment management division outlined an ambitious set of goals for academic year
2009/2010. Many of the goals have been completed, some are in progress to be completed by
the beginning of this fall, and some have been quite challenging to meet. Attached please find
our detailed Work Plan that identifies each goal and below is a summary of some of our
initiatives.

The move to the SSSC building provided us a venue to harmonize our back office operations and
it allowed enrollment management staff to move out of working in silos and instead commence
with the process of cross-training to assist with whatever tasks were asked of them. We were
able to manage the three One-Stop operations successfully, utilizing all of our resources and
minimizing costs to the division and the university. Also, for two years in a row, we reduced our
operating budget successfully through the use of exceptional managerial persistence in making
sure that every dollar that was spent was spent wisely to meet our goals. We anticipate by the
end of the fiscal year that we will have saved over $943,000 in salary and operating expenses.
This will allow us to address some of our longstanding goals of producing an online catalog,
predictive modeling, transfer and international brochures, and upgrade some of our
desktop computers.

The division was most effective in its implementation of its three One-Stop centers. The test to
this new concept came during our peak registration period in the fall 2009 and in spring 2010.
Lines in the two physical locations were non-existent and the most a student had to wait was 5
minutes. This is unlike in the past, where the lines were unmanageable and students often left
without being serviced. The One-Stop Communication Center was quite successful compared to
past performance in answering phones. However, much needs to be improved in the
communications center to bring a much quicker level of service to those that call. For those who
we serve by either answering the phones or in person, currently the level of satisfaction is at
94%. We continue to monitor daily our student satisfaction surveys enabling us to respond
quickly to their respective needs.

We were challenged this year with several key personnel issues which took a lot of energy to
resolve while sustaining the level of service goal that we set for each of the units. Some of the
personnel issues have been resolved and some are still pending. Overall the majority of our staff
is working diligently and with purpose. Those that were concerned about the move to the SSSC
no longer have an issue; in fact, most employees love the new environment and see the great
gains that we have had with the facility and space that we were blessed with. :

I am extremely appreciative of the enormous amount of work that the staff has taken on and
completed successfully. If it wasn’t for them, we would not have been successful in our
endeavors. [ will be remiss if [ did not also mention the great collaboration that we have had with



Jennifer Gomez-Chavez and her staff that have allowed us to partner, conceptualize and
implement Lobo Trax (Degree Audit upgrade).

I love forward to discussing this report with you.

Respectfully submitted,

Carmen Alvarez Brown

2009-10 Goals and Objectives

To continue to improve operational efficiency through the use of technology and
application of the best business practices for the purpose of improving the University’s
graduation and retention rate.

v Update and upgrade the degree audit program reflecting 2009-10 catalogue.

o Completed undergraduate coding August 31, 2009
o Finalize plan to complete graduate degree audit August 31, 2010
o Upgraded to interactive degree audit February 22, 2010, several months ahead of

our target date

* Introduce multi-term registration.

O
O
O

O

Met with each academic departments and deans.

Committee on multi-term registration was established.

Multi-term project was moved from fast track for implementation due to issues
that were raised by Arts and Sciences.

Report on multi-term registration and challenges are being finalized to be
submitted to the Provost Office by March 2010.

* Implement new class scheduler.

)

Project was completed September 30, 2009. However, it was not completed as
robust as it should to be able to provide greater service to all those in the
academic enterprise. We are hoping to add to the functionality of the class

scheduler by having a total campus-wide classroom inventory available by June
2010.

* Implement Banner 8 and adapting best business processes allowing the University
community more flexibility with student database maintenance.



o All units’ business process consulting July 2009.
o All units testing fall 2009.
o Go “live” March 2010.

Enhance OCR by initiating supplemental transcript processes.

Improve self service for students.

o Admissions priority and completion date: Status check for paper applicants
completed September 2009.

o Financial Aid is completed.

o Registration priority and completion date: Print unofficial transcripts from
LoboWeb (date to be determined).

Implement electronic transfer of records.
o Project is out of scope due to personnel issues and is currently being re-evaluated
to move on track for the following year 2010/2011.
Move the University catalog to an online edit program allowing for a more efficient
and effective way to design a yearly catalog.
o Proposals are being read and voted on. A vendor will be selected within the next
several weeks. :
Automatic packaging of TEACH grants

o Completed December 2009.

To continue to improve our communications to all we serve.

v" Redesign the University’s search piece and view book.

o Search piece delivered August 2009.
o Viewbook delivered December 2009.
o Assisted with the coordination of email blasts for perspective graduate students.

v Enhance communication plan to students.

o All units submitted communication binders August 2009



o Admissions outstanding student plan was drafted August 2009 and currently
under review for further enhancement

o Admissions juniors and sophomores prospects currently being developed for May
2010 implementation

* Minimize wait times on queues to less than three minutes at the Communication
Center.

o We have achieved this goal often but we are still challenged during peak periods
to meet industry standards on communication center wait time.

v Continue to improve our divisional website.

o Divisional website completed August 2009.

o Unit upgrades ongoing with new/consistent look, all divisional units have been
upgraded except for scholarships and registration. We anticipate this project to be
completed by June 2010.

v" Enhance communication to outstanding students by way of implementing Hobson’s
CRM.

o The division purchased a CRM (Customer Relationship Management) program
that has allowed for consistent communication to prospects and inquiries.

o Set backs were encountered during implementation due to personnel changes.

o Reformatted some of the coding that was done at the initial design.

o CRM is 90% completed and rolled out.

To continue to provide exemplary service and achieve a 90 percent satisfactory rate or
better on our service surveys.

v Work closely with One-Stop services and the Communications Center to allow for
adequate personnel support at all times.

o Unit directors will submit monthly updates on management leave schedules and
processing staff lunch schedules as well as master calendar additions.
v" Continue cross-training of all staff and greater integration into the One-Stop

environments at both Main Campus and SSSC.

o All units will continue advanced cross-training of staff with second-level training
completed for all staff and third-level completed for select staff by March 2010.



* Operational data reports from all units are reviewed at weekly enrollment
management meetings to assure that we are meeting our service goal.

Further enhance the University’s presence in primary and secondary markets.

v Work with American Indian Pueblos to establish greater communication and
linkage to the University.

o A letter from the Vice President was sent out to all Governors volunteering our
enrollment services to them, families and constituents.

v Reach out to community colleges specifically those in our secondary market and
establish articulation agreements with those community colleges that could be great
feeders to UNM.

o Expand our secondary market outreach focusing heavily on El Paso, TX, Phoenix,
AZ, Denver, CO, large metropolitan areas in Texas and strategic areas in
California, and Florida.

v Work closely with our branch campuses to promote educational opportunities
beyond two years.

o All units participate in scheduled joint meetings with branches to explore
opportunities in fall 2009.

o Recruitment efforts have been enhanced at all branches.

o Two new recruiters for transfer recruitment have been hired that will focus
heavily on our branch campuses, CNM, and selected community colleges across
the USA with large percentage of international students.

v Work closely with the University’s distance learning division in support of the
institutional enrollment goals.

o Divisional directors met with Extended University staff in fall 2009.
o Vice President had several follow-up meeting with Vice Provost Jerry Dominguez
or his designee.

v" Increase the number of Veterans enrolled by 25%.

o We have made significant gains in reaching out to Veterans and we surpassed the
enrollment goal that we set by 5%.



Enrollment Plan

*  Work closely with all stakeholders to produce a state-of-the-art five-year enrollment
plan.
o Associate Vice President for Enrollment Management drafted a preliminary plan.
Plan has not been disseminated. This plan is still being finalized.

Community Outreach

* Continue to provide support to our community for the purpose of access and success
for all future students.

o ENLACE will report on all activities including number of students reached and
quantifiable results. This is ongoing and ENLACE currently serves nearly 6,000
students statewide.

*  Work closely with parents in the nurturing and recruitment of future students.

o ENLACE and UNM parent groups will establish a communication strategy with
plan included in binder by June 30, 2010. ENLACE currently has over 30,000
contacts with families.

* Build coalitions and partnerships in our community.

o ENLACE will create a brief report identifying groups with whom they have
collaborated and a summary description of the nature of the work including
objectives by the end of the fiscal year.

*  Work with all pre collegiate programs and special programs to ensure that all
students participating in the programs are part of our prospect database.
o ENLACE will report on total number of prospects created in the UNM database

by August 1, 2010 and will begin analyzing how many of these prospects attend
UNM.

Scholarships

Re-engineer the scholarship process for the purpose of making it more efficient and
effective in the recruitment of students. '



o Several meetings were held throughout the year with some of the stakeholders.
There has been great progress in this but there is still much to be done.

o Among our progress we have streamlined the application process for Amigo
Scholarship, consolidated old outstanding scholarship debt, working with Provost
budget office and university budget office to resolve this issue.

o Re-engineering the application and selection process is underway to maximize
recruitment value, timeliness, and staff efficiency. The director made some
changes for FY10 but opted to delay a complete restructure until appropriate
communication was completed with the Foundation and other stakeholders.

Create a zero error expectation among all staff

v" Directors and Associates to closely monitor daily reports and student surveys to
address errors, workflow glitches and service level performance.

o We are paying closer attention to duplicate clean up on a daily basis which allows
for less error and inconsistency of our work.

* Both Associate Vice President for Enrollment Management and the Director of
Enrollment Development and Initiatives (One-Stop) have been assigned to lead the
divisional training initiative.

o Among the training the division has had this year:
*  Successful Customer Relations course by EOD, March 2009. Cross
training for One-Stop and Communication Center Staff

e November 17, 2009 — Financial Aid
e November 18, 2009 — Registration
e November 19, 2009 — Admissions

o Recruiter training on Financial Aid & Registration, December 17, 2009

o Challenging Customer Service Situations course by EOD, March 2010

Goals set by Provost Ortega for 2009 — 2010
1) Consolidate changes made over the last year.

We have made significant gains in the integration of our business processes. We
continue to address areas where we need to realign further.

2) Develop a strategy for letting the broader campus and local community know about
progress that enrollment management is making to serve students and promote and
reward the staff who making it possible.



Several strategies were developed this year to meet this goal. Among them was a
designed and implemented website for enrollment management. A newsletter was
developed and it was our hope to have this newsletter to go out once every term. It has
been difficult to keep up due to the departure of the Operations Manager. We hope to
continue with that at least two newsletters a year.

Our student satisfaction survey outcomes are posted on our website and some of the
positive comments that students made of our services, are available for viewing.

There has been a significant in staff promotions and upgrades. However, we have not
been able to find a way to properly promote these promotions.

3) Make measurable and substantial progress in 1mplementmg the degree audit system
and multi-term registration.

v" The degree audit upgrade is up and running. However, multi-term registration has been
challenging to say the least. We will continue to engage all stakeholders in an effort that
we can convey the benefit of multi-term not only to students, but to faculty as well.

4) Get faculty and dean buy-in and finalize our five year enrollment plan.

A five year enrollment plan summary has been developed. Associate Vice President,
Terry Babbitt has consulted with the academic enterprise. We are still developing a
comprehensive enrollment plan that will include strategies at the undergraduate and
graduate level. Admissions recruitment plan, departmental recruitment plan, the ethnic
centers recruitment plan, and hopefully we will also house a retention plan. It is our goal
to have this plan completed by fall 2010. '

Executive Summary of the Enrollment Management Re-engineering

Enrollment Management was introduced in higher education over 30 years ago. The term refers to the
capability of colleges and universities to exert systematic influence over the number and characteristics
of new students and to influence the persistence of current students to continue their enrollment
through graduation. Tactics to impact student college choice, facilitate transition to college, increase
retention, and improve student success are developed through strategic planning and based on
institutional research.’ Nearly three decades later the University of New Mexico adopted this concept.

'p. Hossler, J. Bean, & Associates. {1990). The strategic management of college enrollments. San Francisco: Jossey-
Bass.



The essential premise of this advent is to achieve greater efficiency through consolidating,
incorporating, restructuring, and realigning critical functions to better serve future and current students
in meeting their educational goals and aspirations. The division also provides strategic support to all
academic stakeholders in planning and executing tactics to shape enrollment and meet enrollment
goals. ‘

Extensive re-engineering of processes and consolidation of services began aggressively in the fall of 2008
with Admissions, Recruitment and telephone operations being the initial focus. The admissions process
was realigned to provide more efficiency in processing and reduce bureaucratic paperwork. For the first
time in the history of the University, students were informed of their admission decisions within 24
hours of the submission of appropriate paperwork. Previously, it could take several months to inform
students of their admission status. A new communication plan was developed and the recruitment plan
was modified to further support the University’s enrollment goals. This plan focused on the recruitment
of academically talented students from out-of-state and within New Mexico and established recruitment
strategies for transfer students.

A Communication Center was established to accommodate all incoming calls for the Division and
introduce online chatting as a new way to support customer service. Students are now able to
communicate via phone or internet. The Center was established by deploying existing personnel lines
from the various units in the division. The Center has been very productive and receives over 140,000
phone calls a year and 20,000 live chats. We are able to quickly answer student inquiries and provide
them an answer, resolution to the problem, or referral expediently and faster than ever before. We also
take great pride in measuring our service performance and disseminate surveys to all who engage us. It
is our divisional goal to have a 90% or better satisfaction rate in our survey responses. Our current
satisfaction level as of October 2010 is at 93%.

The re-engineering of Financial Aid began shortly after the Admissions process was revitalized. Long
lines of students have been banished and traded in for quick and accurate service. Students no longer
wait hours in line to find out whether they have been awarded financial support. Graduate students that
have been provisionally admitted are now able to receive financial aid just like the undergraduate
students with the same admission status. This proced&ral change has helped large numbers of graduate
students receive aid much earlier in the academic cycle. Scholarship allocations have been consolidated
and are being awarded with greater efficiency and in support of the University’s goals to recruit higher
quality students. Strategies to compress scholarship maintenance requirements and appeals procedures
have been revised to be efficient and student friendly.

Most recently, the re-engineering of the Registrar’s Office began; the Registrar’s Office is now able to
provide quicker service time for transcript requests, change of name, registration processes etc.
Additionally, several issues have been identified and addressed in the graduation process. The Degree
Audit (LOBO Trax) has been updated with all respective Deans signing affirmation of its accuracy as the
academic contract. This tool provides the scholastic road map for students and is essential to assist them
in their degree completion.



The introduction and application of 21* Century Technology was instrumental in providing greater
efficiency of service for all EM units. Business processes have been adapted to better make use of the
newest technology. An example of this is utilizing the scanning/imaging process as a tool to move work
electronically with high accountability; adopting on-line forms instead of using paper; and embracing the
latest customer service tools in the virtual and telecommunication environment.

During the last two and a half years, the Enrollment Management staff and processes have been
realigned for greater efficiency of practices. The Division undertook major projects that included the
move to the SSSC Building, the establishment of three One-Stop operations, and the reduction and
pullbacks of budget based on the economic climate. Each major initiative was completed on time and
has paid large dividends to the institution. These achievements were possible due to a focus on process
improvement from both efficiency and production perspectives. Persistent efforts brought all personnel
back to one overarching cbjective: generate more production with the least amount of resources. This
fundamental strategy facilitated better service and outcomes and preserved funds to accommodate
critical projects and budgetary reductions. -

Enrollment Management is a perpetual process charged with assisting the University in meeting its
enroliment goals and opportunities. A primary directive for Enrollment Management at UNM has been
to increase enroliments above 3% annually to allow extra workload funding from the state. Increasing
enrollments depend on a number of variables outside of the enroliment management organization.
Academic departments first and foremost must provide quality classes and instruction. Dedicated
support organizations, external marketing, alumni groups and many more entities contribute to
enrollment growth. The economy certainly plays a role'and UNM, like all higher education institutions,
has benefitted from the downturn but we have also been opportunistic in building sustainable out-of-
state markets during this time that are not attributable to poor economic conditions. Enrollment
highlights are displayed in the foilowing figure.

Figure 1. Enrollment gains in key areas.

New Freshman | 24% increase

"Returning §fudents T 9%increase
L T

Non resident Students - i © . -° 22% increase

Source: 2007 and 2010 Registration Reports®

Enrollment Management has been able to improve performance with less staff as reflected in the below
graph indicating growth in admissions and financial aid applications with less available personnel. It is
important to note that while the division has been more productive with fewer employees, the staff has

% UNM Official Enrollment Report at http://registrar.unm.edu/stats/index.php
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been recognized in their efforts. Since 2008 approximately 45 employees in the division (40%) have been
promote»d, provided a career ladder, or reclassified to higher positions.

Figure 2. Admissions and financial aid applications with total staff available.
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The cost of student recruitment can be compared nationally and is regularly benchmarked. UNM's cost
per student recruited has decreased 22% since 2007. In 2007 we were 2% higher than the cost per
student at the largest institutions and in 2009 we were 26% below. The illustration below reinforces the
success of our restructuring by highlighting improvements in efficiency.

Figure 3. Cost of recruiting a student.

Cost to Recruit Students Based on National Norms*

Largest 4-Year

2-Year Public 4-Year Public 4-Year Private Public Median UNM
Year Median Cost Median Cost Median Cost Cost Cost
2009 5263 $461 $2,143 5423 $314
2007 $121 $398 $1,941 5377 $383-

*Formula specifics and details available at https://www.noellevitz.com/NR/rdonlyres/A1CCDS4E-CD38-4FB8-BD8S-
46FD11370147/0/CostofRecruitingReport09.pdf
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Improving Efficiency and Service

In an effort to improve efficiencies and services to students, it was critical that an adequate space be
identified or remodeled. The area that housed the various functions of Enrollment Management at main
campus was inadequate to carry out the mission of the Division. We had space that was poorly laid out
and insufficient to help the University meet enrollment goals. We were quite excited when the former
Lockheed Martin building was made available to us. While undertaking this move at such an early stage
of our development was risky and challenging, we felt that it was best for the University and the
Division. As a consequence of this major move, we were able to release significant square footage of
space on Main Campus and we were able to restructure our back end operations by utilizing a space
that was more conducive to improving the efficiency of our processes. We were also able to open two
physical One-Stop operations and one virtual One-Stop to support campus enrollment services.

The move was made amongst some discontent originating from within the organization. Opposition
largely emanated from staff who could not envision a different model other than the one that had been
their existence for many years. A One-Stop space in Mesa Vista Hall was renovated with a design that
was warm and inviting but promoted very quick service with no waiting in lines. Despite the challenges,
within four months of planning, the university had an enrollment service facility on Main Campus that
was efficient and utilized one quarter of the space the divisional units had previously occupied on prime
campus real estate. In the new Student Support and Services Center, employees adjusted quickly for the
most part. The advantages of a beautiful facility, convenient parking, and no distractions won most of
the staff over. On Main Campus, the move made 22,000 square feet available for academic advising and
student support space.

This move allowed a physical setting that was conducive to all of the re-engineering efforts that were
underway or about to be started. The proximity and openness allowed for better supervision and
monitoring of staff as well as an opportunity for cross-training and sharing of resources. The inability for
students to communicate effectively with enrollment services also took a tremendous leap forward with
space for a centralized communication center where phones and electronic chat were made available.
This student support initiative was created with staff from enrollment units who were cross-trained to
establish short wait times and informed service compared to past experiences of high phone abandon
rates and poor or nonexistent response. The idea of funneling students to an easy-to-use “One-Stop”
system carries over to in-person customer service as well. The Main Campus One-Stop is now void of
“bus station” seating and emphasizes no numbers, no lines, and no waiting. In addition to the virtual and
Main Campus enrollment service centers, the South Campus location has also added value and
convenience for those wishing to avoid parking and access challenges. Surveys indicate students utilizing
the One-Stops are experiencing over a 90% satisfactory rate.

The geographical proximity also made it possible to consclidate services such as administrative support,
information technology, human resources, and fiscal management from resources in all three units to
just the vice president’s area. The result was less infrastructure expense, centrality of policy and
procedures, and congruence of goals and objectives. Instead of all units having network administrators,
human resources professionals, fiscal officers, and administrative support, the services were centralized
with less staff allocated to perform those functions.
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Current projects that are designed to support goals of more students graduating and graduating on time
include an academic planning agenda. The academic planning project includes enhancements and
updating of the degree audit system, the “roadmap” a student needs to graduate on time;
improvements to course planning and scheduling; introduction of an on-line catalog; and ability for
students to plan course enrollment multiple semesters in the future. The degree audit system must
serve as a contract between the academic department and the student to be an optimum advising and
planning tool. This data helps determine course demand required to get students through the
graduation path that can be riddled with obstacles. The on-line catalog will save printing costs, help
improve curriculum change efficiencies, and better inform students with real time information. Multi-
term registration allows a student to plan for more than one semester at a time. This takes out the
chaos of last minute schedule shuffling and altering work arrangements.

Cross-training staff is also a current priority. The objective is for similar employee roles to share
knowledge and experience about the processes of admitting a student, verifying financial aid
documents, or ordering a transcript. Training the units to support each other and address peaks and
valleys of work load with appropriate human resources is underway.

Cost Savings

In 2007 when the division was formed, each administrative office brought their base budget allocation
and in addition, $450,000 was appropriated for increasing recruitment efforts, system enhancements,
and administrative costs. Since the initial 2008 budget year, the divisional budgetary net allocation has
been reduced from $6.5 million to an anticipated $5.6 million in fiscal year 2012. This is a 14% cut in net
allocation.

The Division has been able to sustain the University’s budget cutbacks mostly due to the early re-
engineering and restructuring initiatives. Annual carry forward has averaged approximately $1,000,000 a
year in fiscal years 2008, 2009, and 2010. We have been able to consolidate processes and positions,
specifically, in the administrative support area. Rather than each unit having an administrative assistant,
operations specialist, and several LAN administrators, all of these functions and others were
consolidated into one administrative support unit resulting in reduced overall staff.

13



Figure 4. The Division of Enrollment Management net budget allocation since its creation.
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The main objectives of the unit; success metrics; and customer
satisfaction |

Enrollment Management as a division is responsible for recruitment, admission, financial aid delivery,
registration, record maintenance, and graduation for the student constituency and the faculty and staff
in academic and student support roles. The mission and values revolve around this purpose.

Mission Statement

* To contribute to the mission of the University by harmonizing all essential operations
that support student affinity to the University and to support the academic enterprise in
meeting the institutional enrollment goals.

Vision Statement

* To be known as a premier institution delivering exemplary customer service to all we
serve.
Core Values

*  First class team driven by mission, goals and mutual respect.

*  Personal best —do it right and do it now — quality work, quickly done.

*  Positive and effective communication (honest and straight forward with each other and
those we serve).

*  We will make a difference with all we serve and we will help all students reach their full
potential and possibilities.

*  We will listen to all our students, faculty and staff — we will have the courage to change
what needs to be changed, whether it is behavior, rules, regulations or processes.

14
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The primary responsibility of the Division of Enroliment Management is to plan and implement strategy
to meet university enrollment goals. These goals include new students of various categories and levels,
continuing students, stop-out students, course loads etc. In recent years, the university’s primary
enrollment goal has been to increase student credit hours 3% or more to receive workload dollars in the
state “base plus” funding formula. UNM had only accomplished this feat once in 2003 but has exceeded
the 3% band in 2008-09, 2009-10 and likely in 2010-11. Exceeding the 3% band generates several million
dollars of extra funding for the university.

Figure 5. Unrestricted credit hours generated on an annual basis.
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One of the most challenging enrollment goals an institution faces is increasing the number of National
Scholars who attend. Historically, a contingent of these students bring high academic profiles, prestige,
and national press that play a significant role in lifting institutional academic reputation. These students
score in the 95" to 97 percentile and above on college admission tests such as the ACT and SAT. EM
was assigned the goal to increase enrollment of these high achieving students. The results have been
very successful with another annual increase of 86% from 2009 to 2010 (71 to 132).

Figure 6. National Scholars enrollment since 2007.
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chatting with the communication center. Thousands of student responses have been received with over
90% satisfied with our services, staff and facilities. Many students very much appreciate the
convenience of chatting and the quick service at the One-Stop without waiting in line. Typical complaints
include concerns about financial aid packages, payment processes and transaction holds.

Centrality to core institutional values, including diversity, student
success, healthy communities, systemic excellence, and economic and
community development

The Division of Enrollment Management is a cornerstone for the key institutional values of diversity and
student success. When planning to meet enrollment goals, these two keystones are ever present
variables that require methodical strategy to successfully integrate into quantitative results. Enrollment
Management is a steadfast supporter of the institutional philosophy that places a high worth on
diversity of all types well beyond ethnicity. Ethnicity is a primary standard and EM has worked to ensure
ethnic enrollments are strong. Official Enrollment Report information indicates substantizal growth in all
categories over the last several years.

Figure 7. Main Campus Enrollment by ethnicity in 2007 and 2009.
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Student success is also influenced by EM strategies and policies when determining recruitment
priorities, applying requirement standards, delivering financial aid, and promoting academic planning
through course offerings and degree audit capabilities.

Demand for services

The units in Enrollment Management provide services to a similar number of students, faculty, and
staff compared to other flagship institutions. The production of the division is benchmarked
throughout other sections of the study. Also mentioned previously are the service expectations and
metrics EM uses to evaluate the quality of output. The satisfaction rates are over 90% and each

unsatisfactory concern is addressed personally, tabulated and used to create new work plans
addressing common issues.
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Figure 8. Enroliment Management annual production.
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Relationship to other academic or administrative units and major

collaborative initiatives

Enrollment Management has a collaborative relationship with virtually all of the other divisions of
the University. The relationship is best described in a matrix that describes the integration of

projects and information sharing.
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Figure 9. Collaboration among EM and other organizations.
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Evidence of entrepreneurship

Entrepreneurs by definition manage an enterprise with considerable initiative and risk. Within one year
of the creation of the Division of Enrollment Management, complete re-engineering of core functions
was underway; the transition to a state-of-the-art building with efficient space configuration was
planned and implemented; staff positions from several units were consolidated to create customer
friendly services in multiple live and virtual settings; and positions were reclassified and upgraded to
emphasize less upper level management and more production and service roles.

Most of the activity in enroliment management has been driven by an entrepreneurial spirit as
evidenced throughout the self study by efficiency and service improvements during periods of increased
productivity.

Opportunities for greater collaboration

There are certain linkages that enroliment management has with other units where improved
coordination or consolidation could benefit the institution. In Student Affairs, New Student Orientation
and Career Services are crucial to the effective recruitment and yield rates of new students at all
undergraduate levels. A successful orientation must complete the relationship enroliment offices have
been building with prospective students for years. There must be a strong sense of continuity in
message, brand and service so the students are not confused when completing orientation. Even small
disjunctions can cause a student or family member to second guess their decision and this late
indecisiveness can be devastating to anticipated yield rates. Career Services has a growing role in
communicating to prospects about available services, earning potential and employment rates. This
information is being sought by consumer savvy transfers and even traditional beginning freshmen.
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Information Technology is also a realm where significant crossover takes place on major projects and
day-to-day operations. The EM Division has a staff of local area network administrators who support
servers, certain applications and desk top hardware and software. We have already reduced in this area
due to the EM consolidation of offices. However, much more could be done if the University was to
adopt a consolidated approach to IT services, specifically, in the area of server and desktop support.
There is also a potential increase in productivity and efficiency of the IT technical employees that
support the student information system. Many projects that would advance efficiency and service for
students are dependent on these resources and often enrollment management priorities are set aside
for other urgent University needs. Enrollment Management should be able to prioritize student syétems
initiatives that will most benefit our student body. We are confident that we will realize a more efficient
process with more student-oriented results by allowing EM to determine where to allocate project
resource.

Improving admitted student yield rates at UNM is a primary enrollment goal. Currently, the rates at
which admitted students enroll are lower than they should be. Increasing the performance of this critical
metric of the enrollment funnel is instrumental in managing enrollments and obtaining the best value
per student recruited. This measure is generally considered an important vital sign of the public’s
perception of the institution. To increase these rates, university entities beyond the admissions office
must develop relationships with admitted students to strengthen the student-institutional connection
and improve the likelthood to enroill. A specific example that needs to be implemented is enhancing the
role of ethnic centers in impacting yield rates. These centers can effectively focus on admitted students
in the spring semester and develop a variety of outreach efforts to help students identify UNM as a
community they would like to call home. Campus visitation events, calling campaigns, electronic '
communications, visits to communities and other strategies are all proven tactics to increase admitted
student matriculation.

Technological or other improvements that could generate savings

Each unit has projects designed to improve efficiency and deliver better service to students, faculty and
staff. From a divisional perspective, two things stand out among the projects. One is to quickly expand
the electronic exchange of records project to include Albuguerque Public Schools and other large feeder
institutions. This project eliminates much manual work that impacts all areas of enroliment services.

Second is the adoption of an efficient, robust, and intuitive reporting tool that can accommodate the
production of several standard reports. The tool should allow for easy access and training; it should be
flexible for adjustments and versatile to accommodate a wide range of needs. It should be available to
meet 90% of the ad hoc requests from campus constituencies as well as specialized strategic
applications specific to individual organizations.
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The Division of Enrollment Management is committed to full application of 21% Century technology to all
we do. However, it takes collaboration and support from IT to make this a reality. The technological
needs of the Division must be congruent with the priorities for the IT student system support staff.

Efficiencies that could be gained by consolidating with related entities

The Division of Enrollment Management was created from core enrollment units that existed in Student
Affairs and Academic Affairs. This consolidation of enroliment functions is what has allowed UNM to
improve service to students; grow enrollments faster than our peers; establish strong non-resident
enrollments in key markets; and attain national prominence by recruiting more National Merit Scholars.
There is still much to be improved in the areas that are traditionally part of the enrollment management
organization including new student orientation, retention, enrollment research, publications, advising
and career planning.

Additionally, there are emerging national models that consolidate student support service areas under
the enrollment management leadership. This trend warrants serious consideration for all higher
education institutions that realize retention begins with recruitment and continues with orientation,
advisement, the teaching and learning environment, student academic and social support, and career
planning.? Current best practices integrate retention strategies across the entire continuum of student
transition from prospect to graduate. This allows the data driven principles and concepts of recruitment
and retention to be applied not only through enroliment functions, but student support roles as well.
Many of the old models of consolidation had the opposite approach of enrollment management entities
reporting to student affairs leadership. This approach has given way to institutional desires for
accountability, efficiency and data-based strategy development that has been foundational for
enrollment management for decades.

The Division of Enrollment Management is committed to supporting the university goals of integrating
comprehensive student success strategies from recruitment to degree completion. Students should be
targeted early as an appropriate fit; exposed to institutional values and strengths through recruitment;
provided effective orientation to transition into the university community; offered meaningful
programming and experiences that engage and build affinity for the institution; supported for academic
and career pursuits; and introduced to meaningful post graduate and alumni involvement. The delivery
of this stratagem by enrollment professionals allows their strengths to be utilized as critical retention
tools such as extensive communication capabilities, data-driven goals and outcomes, extensive planning
exercises, excellent customer service, and high levels of production and accountability.

3 George D. Kuh, “Organizational Culture and Student Persistence: Prospects and Puzzles,” Journal of College
Student Retention: Research, Theory and Practice, Volume 3, Number 1/2001-2002: 23-39.
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Figure 10. Enrollment Management budget components.
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DEPARTMENTAL MISSION

e To recruit, evaluate, and admit qualified students to UNM, including beginning freshman,
transfer, returning, non-degree, international, and graduate applicants;

e To provide information about UNM admission requirements, policies, and academic
preparation to our internal and external constituents;

e To provide guidance for academic success and, as necessary, advise students about
appropriate alternative options to help them meet their academic goals.

We do this through teamwork by providing individualized quality service to our constituents.
We are committed to creativity and flexibility in working in an ever-changing environment. We
strive to provide service in a way that exceeds our constituents’ expectations.

Main Functions:
1. Foster relationships with New Mexico high school counselors and collaborate with two-

and four-year institutions and UNM Branch Campuses to facilitate enrollment of
qualified students.

2. Facilitate the matriculation of students between New Mexico high schools and the
university.
3. Represent the university and its academic programs in the development of statewide and

out-of-state freshman, transfer and articulation initiatives.

4. Execute the university’s admission and enrollment regulations, as well as INS
regulations, governing international students.

5. Review and evaluate applications and credentials for approximately 20,000 applicants
per year.
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1L ASSESSMENT OF 2009-10 STRATEGIC PLAN DEPARTMENT GOALS

1. Support university new student enrollment goals

a.

Improve quality and quantity of prospective student communications
Continued development and expansion of communication plan to deliver
improved email communications. Contracted with design group to enhance
publications and messaging.

Enhance out-of-state recruitment

Increased the number of out-of-state contacts, as well as the frequency of
communication to those contacts. Placed recruitment staff in emerging markets.
Re-engineered prospective student campus visit experience

Revitalized tour route, improved communications with participants and
strengthened tour guide training.

Implement efficient processing changes

Reorganized personnel for more efficient work structure; Improved web
application and backend processes. The result was a much quicker application to
decision response time.

Develop improved organizational structure

We continued to integrate recruitment and processing personnel to facilitate a
better understanding of both components. Efficiency has been gained in the
processing area while recruitment staff became more responsive.

2. Cross-Training for all staff

a.

Prepare for consolidated enrollment services concept

Admissions Office continues to actively trained division staff to respond to initial
admission inquires while receiving similar training from divisional units.
Admissions deployed staff to support and assist other units during times of peak
demand.

3. Integrate training and meetings

a.

Entire office participation in appropriate meetings and training sessions
The entire office approaches goals and objectives as a team.




ENROLLMENT GOALS AND RESULTS .,

Broke the funding formula 3% “enrollment band” in 2010.

Increased Fall 2010 new freshmen by 5.72%.

Increased Spring 2010 undergraduate enrollment by 7.07%.

Increased National Scholars from 73 in 2009 and 132 in 2010.

Overall enrollment for Fall 2010 increased 5.32%, including 5.72% for new freshmen,
and 8.4% for new transfers from New Mexico.

¢ Branches did very well with large enrollment and student credit hour increases.

REGISTRATION STATISTICS - FALL 2010

ABQ CAMPUS
HEADCOUNT
STATUS Fall 2009 Fall 2010 CHANGE %CHANGE
RETURNING 19,088 20,262 1,174 6.15%
READMIT 1,679 1,627 (52) -3.10%
NEW BEGINNING FRESHMEN*  [3,409 3,604 195 5.72%
NEW BEGINNING OTHER 72 143 71 98.61%
UNDERGRAD TRANSFERS*
from New Mexico _ 892 968 75 8.40%
from outside New Mexico 400 380 (20) -5.00%
NEW NONDEGREE 429 524 95 22.14%
NEW GRADUATE 1,121 1,013 (108) -9.63%
NEW FIRST PROFESSIONAL 213 236 23 10.80%
TOTAL HEADCOUNT* 27,304 28, 757 1,453 5.32%
Fall 2009 Fall 2010 CHANGE %CHANGE
STUDENT CREDIT HOURS* 317,377 335,470 18, 093 5.70%
HEADCOUNT GOALS (+2.4) 27,950
CREDIT HOUR GOALS (+2.8%) 322,258
* Record Highs




SIGNIFICANT DEVELOPMENTS °
Fall 2010 .

o The Fall 2010 beginning freshman enrollment at the University was 3,604, a 5.72%
increase from the previous fall semester. The University of New Mexico continued to
offer the Bridge to Success Scholarship to entering freshmen for Fall 2010.

e In addition to the day-to-day student contact and evaluation of credentials, the Freshman
Admissions and Recruitment team coordinated numerous programs and projects that have
university-wide impact:

o The staff coordinated several recruitment events. Our annual Senior Day event
for high school seniors and families was revamped to feature more academic
choices for participants and a comprehensive financial aid presentation. In
addition to college open house options, tours of campus and residence halls, lunch
and an informational presentation detailing UNM and admission requirements
were provided. On-site admission decisions were offered to participants who-
brought their application credentials.

o A similar event for high school juniors and their families was held in the spring to
encourage prospective student to consider UNM earlier in their high school
careers.

¢ Budgetary cuts eliminated certain positions and the office had to restructure with less
personnel. Despite these challenges, the office successfully maintained service levels.

e Collaborating in the UNM/CNM Gateway Program — Students in this partnership
program have the advantages of taking classes at CNM while at the same time
enjoying some of the benefits of being part of the UNM community.

¢ Brochures & Publication Redesign — Many of our standard brochures and publications
now have an improved look to make them more appealing for students.

International Admissions

The University of New Mexico continually seeks to foster a global perspective across the entire
spectrum of academic, cultural, and social life, and be a “University for the Americas.” Through
involvement in the various dimensions of educational and cultural exchange, the University
endeavors to strengthen communication and mutual understanding on an international level. It is
the mission of International Admissions to support this commitment, while carrying out the
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policies of the Office of Admissions and the Office of International Programs and Services
(OIPS).

International Admissions processes all prospective, non-citizen graduate and undergraduate
students applying to the University of New Mexico. Every case involving transfer of credit
requires the staff to do extensive research to determine comparable course content and level.
They also work with U.S. and foreign organizations involved in international educational
exchange.

The Admissions Office invested in additional marketing for international students through online
and print publications designed to attract additional interest in UNM.

Branch Campus and Community College Recruitment

¢ Held on-site Admissions and Advisement sessions twice a year at each Branch campus with
admission personnel and advisors from various colleges available to students.

e Assigned staff specifically to recruit students from branch and community college campuses.

e Developed a communication plan for transfer student recruitment

e Continued efforts to encourage articulation of coursework and application of technical credit
where appropriate.

Graduate Admission

The University transferred the responsibility for graduate student admission to the Admissions
Office beginning April 2006. Since then the application and credential processing functions of
graduate students has been merged with the undergraduate process, resulting in a more consistent
flow of work. Efforts to improve the over-all experience will continue as Admissions works
with the Office of Graduate Studies and the departments.

The Admissions Office recently implemented a mechanism to keep the Office of Graduate
Studies informed of all eligible applicants to each of the graduate programs. This mechanism has
improved response times and speed of review for applicants.

PROPOSED DEPARTMENT GOALS FOR 20010-11

1. To continue to improve operational efficiency through the use of technology and
application of the best business practices for the purpose of improving the
University’s graduation and retention rate.
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a. Implement XML transcript processes between UNM and CNM to improve
efficiency and speed of reviewing transcripts from CNM.

b. Implement web application for international applicants.
2. To continue to improve our communications to all we serve.

a. Redesign scholarship brochure and move to web.

b. Develop a high quality recruitment oriented video.

c. Enhance post-admission communications to improve enrollment of admitted
students.

i. Redesign “next steps” and “top reasons” publications.

3. To continue to provide exemplary service and achieve a 90 percent satisfactory rate or
better on our service surveys.

a. Work closely with One-Stop services and the Communications Center to
allow for appropriate human resource support at all times.

i. Submit monthly updates on management leave schedules and
processing staff lunch schedules as well as master calendar additions.

b. Continue cross-training of all staff and greater integration into the One-Stop
environments at both Main Campus and SSSC.

i. Continue advanced cross-training of staff with second-level training
completed for all staff and third-level completed for select staff.

c. Submit operational data reports at management meetings
4. Further enhance the University’s presence in primary and secondary markets.

a. Reach out to community colleges, specifically those in our secondary market
and establish articulation agreements with those community colleges that
could be feeders to UNM .

i. Identify secondary markets such as El Paso, TX; Phoenix, AZ; Denver,
CO, large metropolitan areas in Texas, and strategic areas in
California, Florida, and Texas among others.

b. Work closely with our branch campuses to promote educational opportunitie.s
beyond two years.

i. Participate in scheduled joint meetings with branches to explore
opportunities in fall 2010.
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c. Work closely with the University’s distance learning division in support of the
institutional enrollment goals.

i. Incorporate strategy based on collaboration with Extended University
by 05.2010.

5. Create a zero error expectation among all staff.

~ a. Closely monitor daily reports for the purpose of addressing errors and
workflow delay immediately.

b. Clean up duplicates on a daily basis.

c. Train staff to produce an error free process when using students records that
have been suspended in Banner.
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Overview

The basic premise of the Communication Center is to streamline student service delivery. This
involves streamlining the registration process, to stopping the student runaround and providing
individualized service through a one-stop environment. The Center handles all incoming calls
for the Office of Admissions & Recruitment, Registrar’s and Financial Aid. It also provides
services to students that wish to engage us using the Internet (Chat).

Vision

Students will experience UNM as a friendlier, accessible, and helpful place to be. Students will
also receive responsive services using current technology, which is consistent with the service
experience and culture of the incoming generation of students.

Solutions
= We will improve customer service by ensuring all calls are answered appropriately
»  Students will be able to conduct business relating to the various offices online.
* No more unanswered phone calls in the Enrollment offices.
=  No need to wait in long lines to see an Enrollment Service representative.

Significant Developments during the academic year

= Posted revised Chat icon/image on all EM websites.

* [ncreased Communication center staff support by implementing back office support
from 11lam-2pm during peak times.

= Established weekly team meetings.

= Updated and published warm transfer lists for all departments.

» Adjusted employee lunch schedules to 15 minute intervals to allow f