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I n s i d e T r a c k  i s  p a s s i o n a t e  a b o u t
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h e l p  i n s t i t u t i o n s  t u r n  t h i s  f e e d b a c k
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b e t t e r  s t u d e n t  o u t c o m e s .  
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p a r t n e r s  a c c e s s  t o  a  c o m p r e h e n s i v e
r a n g e  o f  s t u d e n t  s u c c e s s  s o l u t i o n s
a s  w e l l  a s  t h e  l a t e s t  r e s e a r c h  a n d
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s e r v e  o v e r  4 , 0 0 0  p r o g r a m s .
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Preface
Professional development and training (PD&T) is a key component of the work of a member
association. AACRAO, like other associations serving the higher education community, has
delivered PD&T for its members through the traditional methods of conferences,
publications, journals, and workshops, and more recently through webinars, web-based
courses and other virtual formats. What skills do members of the profession seek to
improve and through what means of delivery are they best served? These are some of the
questions AACRAO sought to answer through this research partnership with InsideTrack.

Successful PD&T requires that associations identify the competencies and proficiencies
necessary for professionals to perform at a high level, develop content and curricula that
describes these skills, and deliver them in modalities that are accessible and affordable.
AACRAO has developed a set of core competencies and professional proficiencies for its
members and has established a strategic goal to “be the premier provider of accessible and
credentialed career pathways to demonstrate competencies in the professions engaged in
enrollment and academic services.” Knowing the needs, interests and preferences of our
members will help AACRAO more effectively and efficiently develop PD&T resources.

This report provides critical insights into what PD&T our members seek. Importantly, views
of what training is of interest, how it is delivered, and what form of recognition is provided
for the training differed between senior leadership, managerial staff, and front-line staff.
And, not surprisingly, what PD&T that certain segments of the staff believed was important
for other segments of the staff weren’t necessarily aligned. These nuances in views of PD&T
are important for AACRAO to understand but also for members whose institutional
resources for PD&T are limited and need to be used wisely.

I hope you find this report provides insights that will help you select the PD&T resources
that will best serve you, your staff, and your institutions. We thank InsideTrack for their
support for this important research.

 

Mike Reilly
Executive Director
AACRAO
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W e  f o u n d  s e n i o r  l e a d e r s h i p  a n d  m a n a g e r i a l  s t a f f  a g r e e  o n  t h e  t o p  f i v e  c o r e
c o m p e t e n c i e s  t r a i n i n g  n e e d s  f o r  f r o n t - l i n e  s t a f f :  p r o b l e m  s o l v i n g ,
c o m m u n i c a t i o n ,  s e r v i c e  o r i e n t a t i o n ,  t e c h n i c a l  k n o w l e d g e ,  a n d  d i v e r s i t y  a n d
i n c l u s i o n .  H o w e v e r ,  f r o n t - l i n e  s t a f f  d o e s  n o t  a g r e e  w i t h  t h e  a s s e s s m e n t  o f
s e n i o r  l e a d e r s h i p .  M a n a g e r i a l  s t a f f  h a v e  t h e  g r e a t e s t  l e v e l  o f  i n t e r e s t  i n  t h e
c o m p e t e n c y  a r e a  o f  s t u d e n t  s u c c e s s  b e f o r e  a n y  o f  t h e  o t h e r  c o m p e t e n c y
a r e a s  a n d  c o m m u n i c a t i o n  w a s  l e f t  o u t  o f  t h e  t o p  f i v e  a l t o g e t h e r .  T h e
m a j o r i t y  o f  r e s p o n d e n t s ,  r e g a r d l e s s  o f  p o s i t i o n ,  a r e  m o s t  i n t e r e s t e d  i n
p r o f e s s i o n a l - p r o f i c i e n c y  t r a i n i n g  f o r  o n e  o r  m o r e  a s p e c t s  o f  s t u d e n t -
r e c o r d s  m a n a g e m e n t  o r  d a t a - s y s t e m s  m a n a g e m e n t .  T h e y  a r e  l e a s t
i n t e r e s t e d  i n  s p e e c h e s  a n d  p r e s e n t a t i o n s ,  a n d  s t u d y  a b r o a d .  W e  g a i n e d
i n s i g h t  i n t o  p r o f e s s i o n a l - d e v e l o p m e n t  t r a i n i n g  n e e d s  a m o n g ,  a n d  b e t w e e n ,
p r o f e s s i o n a l  l e v e l s  i n  t h e  i n s t i t u t i o n .  W e  a l s o  i d e n t i f i e d  t h e  c h a l l e n g e s  t o
p r o v i d i n g  t h e  n e e d e d  t r a i n i n g  t o  t h o s e  w h o  w a n t  i t .  U l t i m a t e l y ,  t h e  p r i m a r y
c h a l l e n g e s  w e r e  s u m m a r i z e d  a s  l a c k  o f  t i m e  a n d  f u n d i n g .  F i n a l l y ,  i n  t h e
o p e n - e n d e d  r e s p o n s e s ,  w e  f o u n d  i n t e r e s t s  i n  c r i s i s  m a n a g e m e n t  a n d  d e -
e s c a l a t i o n  t r a i n i n g  f o r  a l l  l e v e l s ,  a s  w e l l  a s  t r a i n i n g  o n  c o l l a b o r a t i o n ,  t e a m -
b u i l d i n g ,  i n c l u s i o n ,  a n d  l e a d i n g  w i t h  c o m p a s s i o n ,  t o  n a m e  a  f e w .

Executive Summary
A l m o s t  1 , 0 0 0  i n d i v i d u a l s  r e s p o n d e d  t o  A A C R A O ’ s  i n v i t a t i o n s
t o  t e l l  u s  w h a t  t h e y  w a n t  i n  t e r m s  o f  p r o f e s s i o n a l
d e v e l o p m e n t  a n d  t r a i n i n g  ( P D & T )  a n d  w h a t  t h e y  b e l i e v e
o t h e r s  n e e d  f o r  P D & T  b y  p o s i t i o n  l e v e l .  W e  h e a r d  f r o m
f r o n t - l i n e  s t a f f ,  m a n a g e r i a l  s t a f f  a n d  s e n i o r  l e a d e r s h i p
r e p r e s e n t i n g  i n s t i t u t i o n s  o f  d i f f e r e n t  s i z e s ,  t y p e s  a n d
c o n t r o l .  W e  a l s o  c o m p l e t e d  i n t e r v i e w s  w i t h  s i x  m e m b e r s  o f
s e n i o r  l e a d e r s h i p .  
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T h e  C C s  c o n s i s t  o f  t h e  k n o w l e d g e ,  s k i l l s ,  a n d  d i s p o s i t i o n s  n e c e s s a r y  f o r  a l l
A A C R A O  p r o f e s s i o n a l s ,  i r r e s p e c t i v e  o f  t h e i r  r o l e  a t  t h e i r  i n s t i t u t i o n .  P P s
d e s c r i b e  t h e  s p e c i f i c  k n o w l e d g e  a n d  s k i l l s  r e q u i r e d  t o  e x c e l  i n  t h e
p r o f e s s i o n s  o f  A d m i s s i o n s ,  E n r o l l m e n t  M a n a g e m e n t ,  a n d  R e c o r d s  a n d
A c a d e m i c  S e r v i c e s .

Introduction
A A C R A O  h a s  d e f i n e d  a  s e t  o f  c o r e  c o m p e t e n c i e s  ( C C s )  a n d
p r o f e s s i o n a l  p r o f i c i e n c i e s  ( P P s )  a r o u n d  w h i c h  o u r
m e m b e r s  c a n  c r a f t  p r o f e s s i o n a l  d e v e l o p m e n t  p l a n s .  T h e s e
C C s  a n d  P P s  c a n  a l s o  b e  u s e d  t o  e s t a b l i s h  t r a i n i n g  a n d
o n b o a r d i n g  p r o g r a m s ,  c o m p l e t e  s e l f - a s s e s s m e n t s ,  d r a f t
p o s i t i o n  d e s c r i p t i o n s  a n d  e v a l u a t e  o f f i c e  f u n c t i o n s .  

3
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1 https://www.aacrao.org/resources/core-competencies
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2 https://www.aacrao.org/resources/core-competencies/professional-proficiences

A s  p a r t  o f  a n  o n g o i n g  e f f o r t  t o  p r o v i d e  m e a n i n g f u l  s e r v i c e s  a n d  r e s o u r c e s
t o  o u r  m e m b e r s ,  w e  c o n d u c t e d  r e s e a r c h  i n  F e b r u a r y ,  2 0 2 1 ,  i n  a n  a t t e m p t  t o
u n d e r s t a n d  t h e  m e m b e r s ’  P D & T  n e e d s  r e l a t e d  t o  A A C R A O ’ s  c o m p e t e n c i e s
a n d  p r o f i c i e n c i e s .  W e  w e r e  a l s o  i n t e r e s t e d  i n  e x a m i n i n g  t h e  s i m i l a r i t i e s
a n d  d i f f e r e n c e s  i n  p e r c e i v e d  P D & T  n e e d s  b e t w e e n  f r o n t - l i n e  s t a f f ,
m a n a g e r i a l  s t a f f ,  a n d  s e n i o r  l e a d e r s h i p .  

Research Questions

What professional development & job-specific training does front-line
staff, managerial staff, and senior leadership in higher education need, or
want, to enable them to do their current job more effectively or to advance
their career?

What does managerial staff believe front-line staff need or want in terms
of professional development and job-specific training? How well does this
align with data received from front-line staff?

What does senior leadership believe front-line staff and managerial
staff need, or want, in terms of professional development and job-
specific training? How well does this align with data received from
front-line staff and managerial staff?

1

2

3
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What do managerial staff believe front-line staff need or want in
terms of professional development and job-specific training?
How well does this align with data received from front-line staff?

3 6 %  S e n i o r  l e a d e r s h i p  –  r e s p o n s i b l e  f o r  s u p e r v i s i n g  o n e  o r  m o r e
m a n a g e r i a l  s t a f f
4 8 %  M a n a g e r  –  r e s p o n s i b l e  f o r  m a n a g i n g  o n e  o r  m o r e  p r o f e s s i o n a l  s t a f f
1 6 %  F r o n t - l i n e  s t a f f  –  t h o s e  w h o  d o  n o t  s u p e r v i s e  o t h e r  e m p l o y e e s ,
e x c l u d i n g  s t u d e n t  e m p l o y e e s

B e c a u s e  w e  s o u g h t  t o  e x a m i n e  t h e  P D & T  n e e d s ’  d i s t i n c t i o n s  b e t w e e n  p o s i t i o n
l e v e l s ,  w e  h a d  t o  c r e a t e  a  s e t  o f  d e f i n i t i o n s  t o  h e l p  r e s p o n d e n t s  s e l f - i d e n t i f y
w h i c h  p o s i t i o n  l e v e l  b e s t  m a t c h e d  t h e  r e s p o n d e n t s ’  c u r r e n t  r o l e .  W e
r e c o g n i z e  t h e  d e f i n i t i o n s  u s e d  a r e  n o t  a l l  i n c l u s i v e  b u t  w e r e  m e a n t  t o  g u i d e
a  r e s p o n d e n t .  I f  a  r e s p o n d e n t  d i d  n o t  b e l i e v e  a n y  p o s i t i o n  d e s c r i p t i o n s
m a t c h e d  t h e i r  r o l e  c l o s e l y  e n o u g h  f o r  t h e i r  o w n  c o m f o r t ,  t h e y  w e r e  a b l e  t o
s e l e c t  “ o t h e r . ”  H o w e v e r ,  r e s p o n d e n t s  w h o  s e l e c t e d  “ o t h e r ”  w e r e  e x i t e d  f r o m
t h e  s u r v e y .  P o s i t i o n  l e v e l s  a n d  p a r t i c i p a t i o n  b r e a k d o w n  w e r e  d e f i n e d  a s
f o l l o w s :  

A l l  r e s p o n d e n t s  w e r e  a s k e d  t h e  f o l l o w i n g  q u e s t i o n s  a n d  w e r e  a b l e  t o  s e l e c t
m o r e  t h a n  o n e  a r e a  o f  c u r r e n t  r e s p o n s i b i l i t y  o r  a d d i t i o n a l  a r e a  o f  t r a i n i n g :

F r o m  t h e  r e s p o n s e s  t o  t h e s e  q u e s t i o n s  w e  f o u n d  t h e  f o l l o w i n g .  M o s t
r e s p o n d e n t s  a r e  r e s p o n s i b l e  f o r  r e c o r d s  a n d  a c a d e m i c  s e r v i c e s  a n d / o r
t r a n s f e r  c r e d i t  e v a l u a t i o n  r e l a t e d  f u n c t i o n s  ( 8 0 % ) .  T h e  r e m a i n d e r  a r e  4 9 %
e n r o l l m e n t  m a n a g e m e n t ,  3 6 %  a d m i s s i o n s  a n d / o r  t r a n s f e r  s t u d e n t
a d m i s s i o n s ,  a n d  2 1 %  i n t e r n a t i o n a l  s t u d e n t  s e r v i c e s  ( A p p e n d i x  A ) .  

M o r e  t h a n  h a l f  o f  t h e  r e s p o n d e n t s  r e p o r t  h a v i n g  m o r e  t h a n  o n e  c u r r e n t
a r e a  o f  r e s p o n s i b i l i t y .  A l l  r e p o r t  h a v i n g  r e c e i v e d  P D & T  i n  a r e a s  o u t s i d e  o f
t h e i r  c u r r e n t  p o r t f o l i o  o f  r e s p o n s i b i l i t i e s .  

3

A c q u i r e  a  d e e p e r  u n d e r s t a n d i n g  o f  t h e  s e n i o r  l e a d e r s h i p  p e r s p e c t i v e s
o n  P D & T
I n q u i r e  a b o u t  i m p e d i m e n t s  t o  a d v a n c i n g  t h e  t e a m
U n d e r s t a n d  t h e  r e s u l t s  o f  P D & T
D i s c u s s  t h e  i n s t i t u t i o n  b a s e d  a n d  s e n i o r  l e a d e r s h i p ’ s  p e r s o n a l
a p p r o a c h  t o  c h a n g e

I n  a d d i t i o n  t o  g a t h e r i n g  s u r v e y  d a t a ,  s i x  m e m b e r s  o f  s e n i o r  l e a d e r s h i p
w e r e  i n t e r v i e w e d  a b o u t  t h e  f o l l o w i n g  f o c u s  a r e a s :

3 Percentage total equals more than 100 because respondents could pick more than one current area of responsibility.

1 .  W h i c h  p r o f i c i e n c y  a r e a ( s )  i s / a r e  p a r t  o f  y o u r  c u r r e n t  r e s p o n s i b i l i t i e s ?  
2 .  I n  a d d i t i o n  t o  c u r r e n t  r e s p o n s i b i l i t i e s ,  w h a t  o t h e r  p r o f i c i e n c y  a r e a ( s )
h a v e  y o u  r e c e i v e d  P D & T  f o r ?  



A l l  5 0  s t a t e s  a n d  5  C a n a d i a n  p r o v i n c e s
7 1 %  o f  t h e  r e s p o n d e n t s  a r e  f r o m  i n s t i t u t i o n s  w i t h  u n d e r g r a d u a t e ,
g r a d u a t e  a n d / o r  p r o f e s s i o n a l  p r o g r a m s ,  1 1 %  w e r e  f r o m  u n d e r g r a d u a t e
o n l y  i n s t i t u t i o n s ,  1 4 %  w e r e  f r o m  l o w e r - d i v i s i o n  s c h o o l s  o n l y
5 1 %  c a m e  f r o m  p u b l i c  i n s t i t u t i o n s ;  4 5 %  f r o m  p r i v a t e  n o t - f o r - p r o f i t ;  4 %
f r o m  p r i v a t e - f o r - p r o f i t
4 4 %  h a v e  b e e n  i n  t h e i r  c u r r e n t  r o l e s  b e t w e e n  1 - 6  y r s . ,  2 0 %  b e t w e e n  6 - 1 1
y r s ,  1 1 %  b e t w e e n  1 1 - 1 6  y r s ,  1 0 %  >  2 0  y r s
2 4 %  a r e  u n d e r  4 0  y e a r s  o f  a g e ,  6 6 %  a r e  o v e r  4 0  a n d  u n d e r  6 0 ,  1 0 %  a r e
6 0  y e a r s  o r  o l d e r

Results
B e l o w  a r e  d e s c r i p t i v e  s t a t i s t i c s  f r o m  t h e  9 4 7  w h o  r e s p o n d e d  t o  t h e  s u r v e y :

5

I N  T H E I R  O W N  W O R D S  

Preferred PD&T Delivery Methods

V i r t u a l  t r a i n i n g  a n d  w o r k s h o p s  a r e  t h e  p r e f e r r e d  d e l i v e r y  m e t h o d s  f o r  a l l
p o s i t i o n  l e v e l s  ( F i g u r e  1 ) .  O n l i n e  c o u r s e s  a n d  i n - p e r s o n  t r a i n i n g  r e q u i r i n g
t r a v e l  r a n k  n e a r l y  e q u a l  b e t w e e n  a l l  p o s i t i o n  l e v e l s  a s  t h e  s e c o n d  c h o i c e .
H o w e v e r ,  s e n i o r  l e a d e r s  a p p e a r  m o r e  i n t e r e s t e d  i n  P D & T  o p p o r t u n i t i e s
a s s o c i a t e d  w i t h  c o n f e r e n c e s  s u c h  a s  s e s s i o n  t r a c k s  a n d  p r e c o n f e r e n c e
w o r k s h o p s ,  t h a n  m a n a g e r i a l  s t a f f  o r  f r o n t - l i n e  s t a f f .

Figure 1: Preferred Delivery Methods by Position Level

0% 20% 40% 60% 80%

Virtual training and workshops 

Online course 

In-person training, requiring travel 

Conference session training track 

Conference call/webinar 

In-person training, delivered on campus 

Preconference workshop 

Training manuals 

Publications 

Managerial

Front-line staff

Senior leadership



M o s t  r e s p o n d e n t s  w e r e  o n l y  m o d e r a t e l y  i n t e r e s t e d  i n  r e c e i v i n g  t a n g i b l e
r e c o g n i t i o n  f o r  p r o f e s s i o n a l  d e v e l o p m e n t  o r  t r a i n i n g ,  r e g a r d l e s s  o f  a g e ,
y e a r s  i n  c u r r e n t  p o s i t i o n ,  p o s i t i o n  l e v e l ,  o r  p o p u l a t i o n  o f  s t u d e n t s  s e r v e d
( F i g u r e  2 ) .  W h i l e  o n e  i n  f i v e  b e l i e v e s  i t  i s  v e r y  o r  e x t r e m e l y  i m p o r t a n t  t o
e a r n  s o m e  s o r t  o f  r e c o g n i t i o n ,  o n e  i n  f o u r  b e l i e v e  i t  i s  u n i m p o r t a n t .  W h e n
w e  l o o k  a t  a l l  r e s p o n d e n t s ,  t h e  d e s i r e  f o r  a  P D  c r e d e n t i a l  i s  l o w  ( < 2 0 %
b e t w e e n  v e r y  i m p o r t a n t  a n d  e x t r e m e l y  i m p o r t a n t ) .  H o w e v e r ,  w h e n  l o o k i n g
a t  f r o n t - l i n e  s t a f f  o n l y ,  > 3 0 %  a r e  i n t e r e s t e d  i n  a  c r e d e n t i a l .  T h i s  c o m p a r e s
w i t h  1 6 %  o f  s e n i o r  l e a d e r s  a n d  1 8 %  o f  m a n a g e r i a l  s t a f f .  O n e  p o s s i b l e
r e a s o n  f o r  t h i s  d i s c r e p a n c y  i s  t h o s e  e a r l i e r  i n  t h e i r  c a r e e r  w a n t  a
c r e d e n t i a l  t o  h e l p  w i t h  c a r e e r  a d v a n c e m e n t .  

ManagerialSenior Leadership Front-line staff
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Importance and Ranking of Tangible
Recognition of PD&T Completion

Figure 2: Importance of Recognition, Credential, or Other Tangible Outcome After
Participating in Professional Development and Training



A l t h o u g h  n o n e  o f  t h e  t e n d e r e d  P D & T  o u t c o m e  r e s p o n s e  c h o i c e s  w e r e  r a n k e d
f i r s t  i n  o r d e r  o f  i m p o r t a n c e  b y  a  m a j o r i t y  o f  t h e  r e s p o n d e n t s ,  t h e  o u t c o m e  o f
“ i d e n t i f y  n e w  s t r a t e g i e s / t a c t i c s  t o  i m p l e m e n t , ”  w a s  r a n k e d  f i r s t  b y  3 8 %  a n d
s e c o n d  b y  2 7 %  ( F i g u r e  3 ) .  E a r n i n g  a  b a d g e  o r  o t h e r  r e c o g n i t i o n  o f
a c h i e v e m e n t  w a s  r a n k e d  l a s t  i n  o r d e r  o f  i m p o r t a n c e  b y  m o s t .  D i f f e r e n c e s  i n
o u t c o m e  p r i o r i t i e s  e x i s t  b y  p o s i t i o n  l e v e l  ( A p p e n d i x  B ) .  F o r  e x a m p l e ,  f r o n t -
l i n e  s t a f f  p l a c e s  a  h i g h e r  v a l u e  o n  l e a r n i n g  a  n e w  s k i l l  a s  a n  o u t c o m e ;  s e n i o r
l e a d e r s  a n d  m a n a g e r i a l  s t a f f  a r e  m o r e  i n t e r e s t e d  i n  a n  o u t c o m e  t h a t  w i l l
h e l p  t h e m  i d e n t i f y  n e w  s t r a t e g i e s / t a c t i c s .  
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O n e  o b j e c t i v e  o f  t h i s  r e s e a r c h  w a s  t o  g a i n  a n  u n d e r s t a n d i n g  o f  h o w  t h e
p e r s p e c t i v e s  o n  P D & T  v a r i e d  b y  p o s i t i o n  l e v e l  a m o n g  a n d  b e t w e e n  g r o u p s .
W e  a s k e d  r e s p o n d e n t s  t h e  f o l l o w i n g  o p e n - e n d e d  q u e s t i o n s .  

Perspectives by Position Level

What do you believe is most important for front-line staff (FLS) to gain from professional
development and training activities?

1.

2. What do you believe is most important for managerial staff (MS) to gain from professional
development and training activities?

3. What do you believe is most important for senior leadership (SL) to gain from professional
development and training activities?

T h e s e  q u e s t i o n s  w e r e  a s k e d  b e f o r e  d e t a i l s  a b o u t  t h e  A A C R A O  C C s  a n d
P P s  w e r e  i n t r o d u c e d  i n  t h e  s u r v e y .  A n y  c o r r e l a t i o n  b e t w e e n  t h e  t h e m e s
i d e n t i f i e d  i n  t h e  o p e n - e n d e d  r e s p o n s e s  a n d  t h e  C C s  a n d  P C s  i s  e i t h e r
a t t r i b u t a b l e  t o  p e r s o n a l  p r i o r  k n o w l e d g e  o f  s a i d  C C s  a n d  P P s  o r  a
c o n f i r m a t i o n  o f  t h e  r e l e v a n c e  o f  t h e  C C s  a n d  P P s  i d e n t i f i e d  b y  A A C R A O
a s  i m p o r t a n t  t o  t h e  p r o f e s s i o n .  H o w e v e r ,  w e  d i d  n o t  c o m p l e t e  a  p r e -
a s s e s s m e n t  o f  r e s p o n d e n t s ’  f a m i l i a r i t y  w i t h  A A C R A O ’ s  C C s  a n d  P P s ,  s o
w e  a r e  u n a b l e  t o  d r a w  a n y  c o n c l u s i o n s  a b o u t  t h e  r e l a t i o n s h i p  a t  t h i s
t i m e .  H u n d r e d s  o f  o p e n - e n d e d  r e s p o n s e s  w e r e  e x a m i n e d  b y  p o s i t i o n
l e v e l  a n d  w e  f o u n d  t h e  f o l l o w i n g  t h e m e s .  

Front-Line Staff  PD&T

F L S  w a n t s  a c c e s s  t o  P D & T  t o  l e a r n  m o r e  a b o u t  t h e i r  a r e a  o f
r e s p o n s i b i l i t y  a n d  a b o u t  o t h e r  a r e a s  i n  h i g h e r  e d u c a t i o n ,  i n c l u d i n g  a
g r e a t e r  u n d e r s t a n d i n g  o f  w h e r e  t h e i r  w o r k  f i t s  w i t h i n  t h e  l a r g e r
i n s t i t u t i o n a l  s t r u c t u r e .  T h e y  w a n t  o p p o r t u n i t i e s  t o  h e l p  t h e m  d e v e l o p
c o n f i d e n c e  t o  d o  t h e i r  j o b  a n d  c o n t r i b u t e  t o  t h e  t e a m  m o r e
e f f e c t i v e l y  a n d  e f f i c i e n t l y .  T h e y  s e e k  t r a i n i n g  i n  c o m m u n i c a t i o n ,
c u s t o m e r - s e r v i c e  s k i l l s ,  a n d ,  m o r e  s p e c i f i c a l l y ,  c r i s i s  m a n a g e m e n t
a n d  d e - e s c a l a t i o n  s k i l l s .  T h e y  w a n t  h e l p  t o  i m p r o v e  c r i t i c a l - t h i n k i n g
s k i l l s  a n d  p r o b l e m  s o l v i n g .  F i n a l l y ,  t h e y  w o u l d  l i k e  t o  k n o w  h o w  t o
i m p r o v e  p r o c e s s e s  a n d  l e a r n  a b o u t  b e s t  p r a c t i c e s  i n  t h e i r  a r e a  o f
r e s p o n s i b i l i t y .  

Front-Line Staff about Their Own PD&T Needs
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M S  a g r e e s  w i t h  F L S  t h a t  P D & T  o p p o r t u n i t i e s  i n  c o m m u n i c a t i o n ,
w o r k i n g  o n  a  t e a m ,  c u s t o m e r - s e r v i c e  s k i l l s ,  c r i s i s  m a n a g e m e n t ,  d e -
e s c a l a t i o n  s k i l l s ,  c o n f i d e n c e  b u i l d i n g ,  c r i t i c a l  t h i n k i n g ,  a n d  p r o b l e m
s o l v i n g  a r e  i m p o r t a n t .  M S  a r e  a l s o  k e e n  f o r  F L S  t o  h a v e  a n  o v e r a l l
v i e w  o f  w h e r e  t h e i r  w o r k  f i t s  w i t h i n  t h e  l a r g e r  i n s t i t u t i o n a l
s t r u c t u r e .  M S  a l s o  b e l i e v e s  F L S  n e e d s  a c c e s s  t o  P D & T  i n  d e a l i n g
e f f e c t i v e l y  w i t h  a  d i v e r s e  p o p u l a t i o n ,  t e c h n o l o g y  t r a i n i n g ,
u n d e r s t a n d i n g  c h a n g e  a n d  w h y  i t  i s  n e c e s s a r y ,  t h e  a b i l i t y  t o
g e n e r a t e  n e w  i d e a s  t o  i m p r o v e  t h e i r  j o b ,  a n d  e x p o s u r e  t o  n e w  t r e n d s .  

 

Managerial Staff about Front-Line Staff PD&T Needs

Senior Leadership about Front-Line PD&T Needs

S L  g e n e r a l l y  a g r e e s  w i t h  F L S  a n d  M S  a b o u t  n e e d e d  P D & T  f o r  F L S .  S L
b e l i e v e s  n e e d e d  t r a i n i n g  i n c l u d e s  c u s t o m e r - s e r v i c e ,  d e - e s c a l a t i o n
s k i l l s ,  c o n f i d e n c e  b u i l d i n g ,  p r o b l e m  s o l v i n g ,  c r i t i c a l  t h i n k i n g ,  o v e r a l l
v i e w  o f  w h e r e  t h e i r  w o r k  f i t s  w i t h i n  t h e  l a r g e r  i n s t i t u t i o n a l  s t r u c t u r e ,
h o w  t o  w o r k  o n  a  t e a m ,  u n d e r s t a n d i n g  t e c h n o l o g y ,  a n d  t h e  a b i l i t y  t o
w o r k  w i t h  a  d i v e r s e  p o p u l a t i o n .  I n  a d d i t i o n ,  S L  b e l i e v e s  F L S  n e e d s
o p p o r t u n i t i e s  t o  l e a r n  h o w  t o  c o l l a b o r a t e ,  a c q u i r e  n e w  s k i l l s
( c o n t i n u o u s  l e a r n i n g ) ,  a n d  a  g r e a t e r  u n d e r s t a n d i n g  o f  t h e i r  c u r r e n t
r e s p o n s i b i l i t i e s .

Managerial Staff  PD&T

F L S  b e l i e v e s  M S  s h o u l d  h a v e  o p p o r t u n i t i e s  f o r  P D & T  i n  e f f e c t i v e
c o m m u n i c a t i o n ,  l e a d i n g  a  t e a m ,  l e a d i n g  w i t h  c o m p a s s i o n ,  a n d  l e a d i n g  a
d i v e r s e  g r o u p .  T h e y  a l s o  c o m m e n t e d  t h a t  M S  n e e d s  t o  h a v e  a  b r o a d
u n d e r s t a n d i n g  o f  t h e  p r o f e s s i o n ,  b e s t  p r a c t i c e s ,  a n d  b u s i n e s s  p r o c e s s
i m p r o v e m e n t  ( B P I ) .  M S  s h o u l d  u n d e r s t a n d  t h e  t e c h n o l o g y  F L S  u s e s  a n d
h a v e  a  f a m i l i a r i t y  w i t h  c u t t i n g - e d g e  t e c h n o l o g y .  I n  a d d i t i o n ,  F L S
b e l i e v e s  m a n a g e r i a l  s t a f f  s h o u l d  b e  t r a i n e d  t o  s u p p o r t  p r o f e s s i o n a l
d e v e l o p m e n t  f o r  t h e i r  t e a m  m e m b e r s .

Front-Line Staff about Managerial Staff PD&T Needs

M S  a g r e e s  w i t h  t h e  F L S  a s s e s s m e n t  a b o u t  P D & T  f o r  M S .  M S  b e l i e v e s
t h e y  n e e d  t r a i n i n g  i n  c o m m u n i c a t i o n ,  l e a d e r s h i p ,  t e a m  m a n a g e m e n t ,
u n d e r s t a n d i n g  t r e n d s  i n  p r o c e s s e s  a n d  t e c h n o l o g y ,  l i s t e n i n g  a n d
e m p a t h y ,  B P I ,  a n d  m a n a g i n g  a  d i v e r s e  t e a m .  A d d i t i o n a l l y ,  M S  s e e k s
P D & T  i n  i n n o v a t i o n ,  p r o j e c t  m a n a g e m e n t ,  c h a n g e  m a n a g e m e n t ,  a n d
n e t w o r k i n g  t o  i m p r o v e  t h e i r  o w n  c a r e e r  a d v a n c e m e n t .  

Managerial Staff about Their Own PD&T Needs
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Senior Leadership PD&T

Front-Line Staff about Managerial Staff PD&T Needs

T h e  p e r s p e c t i v e s  F L S  h a s  a b o u t  t h e  n e e d s  o f  S L  P D & T  a p p e a r  t o
r e f l e c t  a n  u n d e r s t a n d i n g  b y  F L S  o f  t h e  s c o p e  o f  t h e  S L  r o l e  w i t h i n
a n  i n s t i t u t i o n .  I n  a d d i t i o n  t o  P D & T  i n  l e a d e r s h i p  s k i l l s  i n  g e n e r a l ,
s t a f f  r e p o r t  S L  n e e d s  t r a i n i n g  o p p o r t u n i t i e s  t o  b u i l d  s k i l l s  i n
s u p p o r t i n g  e m p l o y e e s  a c r o s s  a l l  l e v e l s  w i t h i n  t h e i r  s p a n  o f
r e s p o n s i b i l i t y ,  a s  w e l l  a s  t o  u n d e r s t a n d  w h a t  F L S  d o e s  d a i l y .  P D & T
o p p o r t u n i t i e s  t o  i m p r o v e  c o m m u n i c a t i o n  s k i l l s  a r e  a l s o  i m p o r t a n t
f o r  S L .  F i n a l l y ,  S L  n e e d s  t o  b e  w e l l - v e r s e d  i n  s t r a t e g i c  p l a n n i n g ,
b u d g e t  m a n a g e m e n t ,  a n d  u n d e r s t a n d i n g  h o w  t h e i r  l e a d e r s h i p
d e c i s i o n s  i m p a c t  F L S  a n d  M S .  

Senior Leadership about Managerial PD&T Needs

I n  a d d i t i o n  t o  l i s t i n g  a r e a s  o f  P D & T  m e n t i o n e d  b y  F L S  a n d  M S ,  S L
w a n t s  M S  t o  h a v e  t r a i n i n g  t o  b e t t e r  m a n a g e  t i m e ,  t o  l e a r n  h o w  t o
n e t w o r k  f o r  n e w  i d e a s ,  l e a r n  d e - e s c a l a t i o n  s k i l l s ,  g a i n  l i s t e n i n g
s k i l l s ,  a n d  l e a r n  d a t a  m a n a g e m e n t .

M S  a l i g n  w i t h  F L S  i n  t h e i r  o p i n i o n s  a b o u t  n e e d e d  P D & T  f o r  S L s ,
i n c l u d i n g  c o m m u n i c a t i o n  s k i l l s ,  l e a d e r s h i p ,  s t r a t e g i c  p l a n n i n g ,  h o w
t o  l e a d  a n d  m o t i v a t e  a  t e a m ,  u n d e r s t a n d i n g  h o w  S L  d e c i s i o n s  i m p a c t
F L S  a n d  m a n a g e r i a l  s t a f f ,  u n d e r s t a n d i n g  w h a t  e v e r y o n e  o n  t h e i r
t e a m  d o e s  f o r  a  j o b ,  a n d  a n  o v e r a l l  u n d e r s t a n d i n g  o f  h i g h e r
e d u c a t i o n .  M S  a l s o  b e l i e v e s  S L  s h o u l d  u n d e r s t a n d  h o w  t o  e m p o w e r
m a n a g e r i a l  s t a f f ,  t o  b u i l d  t r u s t  i n  t h e  t e a m  t o  a c c o m p l i s h  t a s k s ,  t o
d e l e g a t e ,  a n d  t o  s e t  a  v i s i o n  f o r  t h e  t e a m .  

S e n i o r  l e a d e r s h i p  p e r s p e c t i v e s  o n  P D & T  f o r  t h e m s e l v e s  c o n c u r  w i t h
M S  a n d  F L S  i n  t h e  f o l l o w i n g  a r e a s :  s t r a t e g i c  p l a n n i n g ,  s e t t i n g  a
v i s i o n ,  t e a m  e n g a g e m e n t ,  k e e p i n g  u p  w i t h  t r e n d s ,  o v e r a l l
u n d e r s t a n d i n g  o f  h i g h e r  e d u c a t i o n ,  u n d e r s t a n d i n g  t h e  r e s p o n s i b i l i t i e s
o f  t h e  e n t i r e  t e a m ,  e m p o w e r i n g  m a n a g e r i a l  s t a f f ,  l i s t e n i n g ,
d e l e g a t i o n ,  c h a n g e  m a n a g e m e n t ,  a n d  i n c l u s i v i t y .  S L  a l s o  s e e k s  P D & T
i n  a d d i t i o n a l  a r e a s ,  s u c h  a s ,  t r a n s p a r e n c y  a n d  p r o m o t i n g  l e a d e r s h i p
w i t h i n  t h e  t e a m .  

Managerial Staff about Senior Leadership PD&T Needs

Senior Leadership about Their Own PD&T Needs
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R e s p o n d e n t s  w e r e  a s k e d  t o  p r i o r i t i z e  t h e  A A C R A O  C C s  i n  o r d e r  o f
i m p o r t a n c e  t o  t h e i r  p e r s o n a l  P D & T  n e e d s .  A A C R A O  h a s  d e f i n e d  1 1  C C s ;  t h e y
a r e  d e f i n e d  o n  t h e  A A C R A O  w e b s i t e .  W e  a d d e d  “ s e r v i c e  o r i e n t a t i o n ”  a n d
“ s t u d e n t  s u c c e s s ”  a s  c o m p e t e n c y  c h o i c e s  i n  t h e  s u r v e y  b a s e d  o n  f e e d b a c k
f r o m  o u r  r e s e a r c h  a d v i s o r y  b o a r d  a n d  o t h e r s  b e f o r e  s u r v e y  d e p l o y m e n t .
R e s p o n d e n t s  w e r e  a s k e d  t o  r a n k  t h e  t o p  t h r e e  C C s  o f  i n t e r e s t .  S L  a n d  M S
r a n k e d  c h a n g e  m a n a g e m e n t  a s  t h e i r  t o p  C C  t r a i n i n g  i n t e r e s t ,  w h e r e a s
s t u d e n t  s u c c e s s  w a s  s e l e c t e d  a s  t h e  t o p  i n t e r e s t  a m o n g  F L S  ( F i g u r e  4 ) .  

1 1

Interest in PD&T Associated with AACRAO
Core Competencies 

Figure 4: Self-Reported Interest in Top Three Core Competencies by Position Level



S L  a n d  M S  a r e  a l i g n e d  o n  h o w  t h e y  v i e w  C C  t r a i n i n g  n e e d s  f o r  F L S .  Y e t  S L
a n d  M S  o p i n i o n s  v a r y  w i d e l y  f r o m  F L S  v i e w s  o n  t h e i r  o w n  C C  t r a i n i n g
n e e d s .  F o r  e x a m p l e ,  t h e  t o p  t h r e e  C C s  t h a t  S L  a n d  M S  b e l i e v e s  a r e
i m p o r t a n t  f o r  F L S  a r e  p r o b l e m  s o l v i n g  ( 6 3 %  a n d  6 1 %  r e s p e c t i v e l y ) ,
f o l l o w e d  b y  c o m m u n i c a t i o n  ( 5 5 %  a n d  5 7 % ) ,  a n d  s e r v i c e  o r i e n t a t i o n  ( 4 5 %
a n d  4 4 % )  ( A p p e n d i x  C ) .  I n  c o n t r a s t ,  F L S  d i d  n o t  e x p r e s s  i n t e r e s t  i n  t r a i n i n g
i n  a n y  o n e  C C  a s  p a r t i c u l a r l y  m o r e  i m p o r t a n t  t h a n  t r a i n i n g  i n  a n y  o t h e r .
F L S  r a n k e d  C C  t r a i n i n g  i n t e r e s t  i n  s t u d e n t  s u c c e s s  a s  n u m b e r  o n e  w i t h
3 4 %  o f  F L S  r e s p o n d e n t s  s e l e c t i n g  i t ,  f o l l o w e d  b y  3 3 %  s e l e c t i n g  d i v e r s i t y
a n d  i n c l u s i o n ,  a n d  p r o b l e m  s o l v i n g .  F L S  a r e  a l s o  m o r e  i n t e r e s t e d  i n
l e a r n i n g  a b o u t  c h a n g e  m a n a g e m e n t  ( 3 0 % )  t h a n  S L  a n d  M S  a r e  i n t e r e s t e d  i n
F L S  r e c e i v i n g  t r a i n i n g  i n  t h a t  a r e a  ( 1 7 %  a n d  1 6 % ) .  
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Top 5 Core Competencies for Front-line staff, per Front-line staff

Top 5 Core Competencies for Front-line staff, per Managerial staff and Senior leadership
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A d m i s s i o n s  a n d / o r  t r a n s f e r  s t u d e n t  a d m i s s i o n s  
E n r o l l m e n t  m a n a g e m e n t  
R e c o r d s  a n d  a c a d e m i c  s e r v i c e s  a n d / o r  t r a n s f e r  c r e d i t  e v a l u a t i o n  r e l a t e d
f u n c t i o n s  
I n t e r n a t i o n a l  s t u d e n t  s e r v i c e s  

A A C R A O  i d e n t i f i e d  f i v e  p r o f e s s i o n a l  a r e a s  a n d  a s s o c i a t e d  p r o f i c i e n c i e s
r e l a t e d  t o  A A C R A O ’ s  m i s s i o n :  a d m i s s i o n s ,  e n r o l l m e n t  m a n a g e m e n t ,  r e c o r d s
a n d  a c a d e m i c  s e r v i c e s ,  i n t e r n a t i o n a l ,  a n d  t r a n s f e r  a n d  a r t i c u l a t i o n .  T o  l i m i t
t h e  s i z e  a n d  c o m p l e x i t y  o f  t h e  s u r v e y ,  t r a n s f e r  a n d  a r t i c u l a t i o n  P P s  w e r e
i n c o r p o r a t e d  i n t o  a d m i s s i o n s ,  r e c o r d s  a n d  a c a d e m i c  s e r v i c e s ,  a n d
i n t e r n a t i o n a l  P P s .  T h e r e  i s  s o m e  o v e r l a p  i n  p r o f i c i e n c i e s  t o  a c c o u n t  f o r
d i f f e r e n c e s  i n  j o b  r e s p o n s i b i l i t i e s  b y  i n s t i t u t i o n  a n d  p r o f e s s i o n s  a t  t h a t
i n s t i t u t i o n .  F o r  e x a m p l e ,  s o m e  a d m i s s i o n  o f f i c e s  a r e  r e s p o n s i b l e  f o r
t r a n s f e r  a r t i c u l a t i o n ;  s o m e t i m e s  i t  i s  t h e  r e s p o n s i b i l i t y  o f  t h e  r e c o r d s  a n d
a c a d e m i c  s e r v i c e s  s t a f f .  A A C R A O  p r o f e s s i o n a l  p r o f i c i e n c i e s  a r e  d e t a i l e d  o n
t h e  A A C R A O  w e b s i t e .  R e s p o n d e n t s  c o u l d  s e l e c t  o n e  o r  m o r e  o f  t h e  f o l l o w i n g
a r e a s  o f  c u r r e n t  r e s p o n s i b i l i t y  o r  p r e v i o u s  P D & T  e x p e r i e n c e ,  a n d  r e s p o n s e s
d r o v e  s u r v e y  l o g i c .  S u b s e q u e n t  c o n t e n t  w a s  p r o f f e r e d  b a s e d  o n  t h e  a n s w e r
t o  t h e s e  q u e s t i o n s .  R e s p o n d e n t s  w e r e  a s k e d  o n l y  a b o u t  t h e i r  P D & T  i n t e r e s t
i n  a r e a s  t h e y  a r e  c u r r e n t l y  r e s p o n s i b l e  f o r  o r  h a v e  r e c e i v e d  t r a i n i n g  i n .
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Interest in PD&T Associated with AACRAO
Professional Proficiencies

S L  s e l e c t e d  t h e  f o l l o w i n g  a s  t h e  t o p  t h r e e  m o s t  i m p o r t a n t  C C s  f o r  M S :
l e a d e r s h i p  a n d  m a n a g e m e n t  ( 5 4 % ) ,  c o l l a b o r a t i v e  d e c i s i o n  m a k i n g  ( 4 5 % ) ,  a n d
c h a n g e  m a n a g e m e n t  ( 4 3 % )  ( F i g u r e  5 ) .

Figure 5: Senior Leadership Perspective on the Relative Importance of CCs for Managerial Staff 
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Figure 6: Top 10 Professional Proficiencies of Interest
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5 Among respondents who either a) indicated they were currently in this profession or b) have received PD&T in this profession.

5

4

T h e r e  i s  l e s s  i n t e r e s t  i n  P D & T  f o r  P P s  r e l a t e d  t o  i n t e r n a t i o n a l  s t u d e n t
s e r v i c e s  t h a n  t h e  o t h e r  a r e a s .  T h i s  i s  l i k e l y  d u e  t o  t h e  s p e c i a l i s t  n a t u r e  o f  t h e
w o r k  i n v o l v e d .  R e c o r d s  a n d  a c a d e m i c - s e r v i c e s  r e l a t e d  P P S  g a r n e r e d  t h e  m o s t
i n t e r e s t ,  f o l l o w e d  b y  e n r o l l m e n t  m a n a g e m e n t .  W h e n  t h e  i n d i v i d u a l  P P s  w e r e
d i s a g g r e g a t e d  f r o m  t h e i r  p r o f e s s i o n ,  t h e  t o p  1 0  P P s  b y  i n t e r e s t  s p a n n e d  t h r e e
p r o f e s s i o n a l  a r e a s  —  r e c o r d s  a n d  a c a d e m i c  s e r v i c e s ,  a d m i s s i o n s ,  a n d
e n r o l l m e n t  m a n a g e m e n t  ( F i g u r e  6 ) .  R e s p o n d e n t s  w e r e  l e a s t  i n t e r e s t e d  i n
s t u d y  a b r o a d ,  s p e e c h e s  a n d  p r e s e n t a t i o n s ,  a s s e s s i n g  p r i o r  i n t e r n a t i o n a l
e d u c a t i o n ,  i n t e r n a t i o n a l  r e c r u i t m e n t ,  a n d  i n t e r n a t i o n a l  e n r o l l m e n t
m a n a g e m e n t .  A p p e n d i x  D  d e t a i l s  t h e  d i f f e r e n c e s  b y  p r o f e s s i o n a l  a r e a  i n  t h e
a g g r e g a t e .  

4 Among respondents who either a) indicated they were currently in this profession or b) have received PD&T in this profession.
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Problem-Solving

S L  i s  i n t e r e s t e d  i n  P D & T  i n  m a n y  o t h e r  a r e a s ,  i n c l u d i n g ,  b u t  n o t  l i m i t e d  t o ,
d a t a  v i s u a l i z a t i o n ,  s p e c i a l i z e d  t e c h n o l o g y  t r a i n i n g  a n d  b e s t  r e l a t e d
p r a c t i c e s ,  p r e p a r i n g  f o r  p e r s o n a l  a d v a n c e m e n t ,  a n d  m a n a g i n g  t h e  m e n t a l
h e a l t h  o f  t h e  t e a m .  M S  i s  a l s o  i n t e r e s t e d  i n  s e v e r a l  a d d i t i o n a l  t r a i n i n g
a r e a s ,  s u c h  a s  F E R P A ,  p r o c e s s  a u t o m a t i o n ,  t e c h n o l o g i e s  t o  s u p p o r t
p r o c e s s e s ,  m e n t o r i n g ,  t i m e  m a n a g e m e n t ,  b u d g e t i n g ,  a n d  t r a i n i n g  s p e c i f i c
t o  i n s t i t u t i o n a l  c h a r a c t e r i s t i c s ,  s u c h  a s  s i z e ,  o p e n - e n r o l l m e n t ,  a n d  s t u d e n t
l e v e l  s e r v e d .  F L S  i s  g e n e r a l l y  s a t i s f i e d  w i t h  t h e  P D & T  c h o i c e s  p r o f f e r e d  i n
t h e  s u r v e y ,  a l t h o u g h  a  f e w  s p e c i f i c a l l y  r e q u e s t e d  F E R P A  t r a i n i n g  o r  n e w -
m a n a g e r  t r a i n i n g .  

A l l  p o s i t i o n  l e v e l s  w e r e  a s k e d  a b o u t  a n y  c h a l l e n g e s  t h e y  f a c e d  i n  o b t a i n i n g
t r a i n i n g  f o r  F L S .  S L  w a s  a s k e d  a b o u t  c h a l l e n g e s  i n  o b t a i n i n g  t r a i n i n g  f o r
F L S  a n d  M S .  E s s e n t i a l l y ,  t h e  r e s p o n s e s  b o i l  d o w n  t o  l a c k  o f  t i m e  a n d
f u n d i n g .  S o m e  M S  a n d  S L  a l s o  n o t e  a  l a c k  o f  m o t i v a t i o n  a m o n g  F L S  t o
p a r t i c i p a t e  i n  P D & T ,  a n d  a  g e n e r a l  l a c k  o f  r e l i a b l e ,  r e l a t a b l e  r e s o u r c e s  f o r
t r a i n i n g .

Additional PD&T Interests and Challenges
Associated with Needed PD&T

I n t e r e s t i n g l y ,  n o n e  o f  t h e  P P s  a s s o c i a t e d  w i t h  t h e  p r o f e s s i o n a l  a r e a  o f
e n r o l l m e n t  m a n a g e m e n t  f e l l  i n t o  t h e  t o p  f i v e  a r e a s  o f  i n t e r e s t  a m o n g  S L
a l t h o u g h  t h e y  d i d  f a l l  w i t h i n  t h e  t o p  t e n  ( A p p e n d i x  E ) . T h e  t o p  f i v e  P P  a r e a s
o f  i n t e r e s t  f o r  e a c h  p r o f e s s i o n a l  l e v e l  a r e  a s  f o l l o w s :
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O n e  c h a n g e  f o r c e d  b y  C O V I D - 1 9  i s  t h e  m o v e  t o  t e s t  o p t i o n a l  a d m i s s i o n s ,
w h i c h  c h a n g e d  h o w  a d m i s s i o n s  c o u n s e l o r s  r e v i e w e d  a p p l i c a t i o n s .  M a n y
s a i d  t h e y  a r e  s p e n d i n g  m o r e  t i m e  o n  e a c h  a p p l i c a n t  a n d  h a d  t o  d e v e l o p
n e w  a c c e p t a n c e  c r i t e r i a  o n  t h e  f l y .  

S o m e  i n s t i t u t i o n s  i m p l e m e n t e d  w e l l n e s s  c a l l s  a n d  h a d  s t a f f  f r o m  v a r i o u s
c a m p u s  d e p a r t m e n t s  c h e c k - i n  o n  s t u d e n t s .  A  f i n d i n g  i s  s o m e  M S  a n d  F L S
a r e  b e t t e r  a b l e  t o  h a n d l e  t h e s e  c a l l s  o r  c h e c k - i n s  t h a n  o t h e r s  b e c a u s e  n o t
a l l  s t a f f  a r e  t r a i n e d / r e a d y  t o  h a n d l e  c r i s i s  a n d  e m o t i o n a l l y - c h a r g e d
s i t u a t i o n s .  

S u d d e n  c h a n g e  h a s  p r o v i d e d  a n  o p p o r t u n i t y  t o  v i e w  t h e  s t u d e n t  j o u r n e y  a s
a n  e x p e r i e n c e  a n d  t o  f o c u s  o n  t h e  c o n n e c t i o n  e a c h  s t u d e n t  m a k e s  w i t h  t h e
i n s t i t u t i o n .  F o r  m a n y  s t u d e n t s ,  t h i s  b e g i n s  d u r i n g  t h e  e n r o l l m e n t  p r o c e s s ,
a n d  t h e  F L S  i s  a i m i n g  t o  b u i l d  c u s t o m e r  l o y a l t y  b y  p r o v i d i n g  a  q u a l i t y
s e r v i c e . ( A n d  y e s ,  a  m e m b e r  o f  t h e  S L  r e f e r r e d  t o  s t u d e n t s  a s  t h e
c u s t o m e r . )

A l l  t h e  s i x  m e m b e r s  o f  S L  i n t e r v i e w e d  b e l i e v e  P D & T  i s  c r i t i c a l  t o  t h e i r
s u c c e s s ,  t o  a c h i e v i n g  t h e i r  g o a l s ,  a n d  t o  t h e  l o n g - t e r m  s u c c e s s  o f  t h e i r
p r o f e s s i o n .  Y e t  t h e  a p p r o a c h e s  t a k e n  v a r y  w i d e l y .  S o m e  b e l i e v e  t h e y  h a v e  t h e
e x p e r t i s e  n e e d e d  i n - h o u s e ,  a n d  i t ’ s  a  m a t t e r  o f  s h a r i n g  i t  w i t h  t h e i r  t e a m .
O t h e r s  r e l y  o n  c o n f e r e n c e s  a n d  o t h e r  P D & T  o p p o r t u n i t i e s  t o  b u i l d  k n o w l e d g e ,
a n d  t o  s p a r k  n e w  i d e a s .  S o m e  w a n t  t o  b r i n g  i n  o u t s i d e  e x p e r t i s e  f o r  t r a i n i n g
a n d  c e r t i f i c a t i o n .  

T h e s e  v a r y i n g  a p p r o a c h e s  w e r e  a l l  i m p a c t e d  b y  C O V I D - 1 9 ,  w h i c h  f o r  m o s t
i n s t i t u t i o n s  b r o u g h t  P D & T  t o  a  s t a n d s t i l l .  S o m e  s p e c i f i c  C O V I D - 1 9 - r e l a t e d
i m p a c t s  w e  h e a r d  i n c l u d e  t h e  f o l l o w i n g :
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Discussions with Senior Leaders
Gain a deeper understanding of their perspective on PD&T
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B a r r i e r s  t o  s u c c e s s  w e r e  b r o a d  i n
n a t u r e ,  w i t h  s o m e  c h a l l e n g e s  b e i n g
e x p e r i e n c e d  b y  m a n y  l e a d e r s ,
r e g a r d l e s s  o f  i n s t i t u t i o n  s i z e  a n d
t y p e .  T h e  t o p  t h r e e  c h a l l e n g e s
m e n t i o n e d  r e g a r d i n g  P D & T  w e r e
w o r k l o a d  a n d  b u d g e t ,  d e t e r m i n i n g
t h e  t o p i c s  t o  f o c u s  o n ,  a n d
e x e c u t i v e  b u y - i n  a n d  s p o n s o r s h i p .  

What’s holding you back from advancing your team? Your results? 

M a n y  S L s  b e l i e v e  t h e i r  d e p a r t m e n t s  a r e  s h o r t  s t a f f e d  a n d  s t r u g g l e  t o  f i t  i n
t r a i n i n g  a l o n g  w i t h  r e g u l a r  t a s k s  a n d  d o  n o t  b e l i e v e  t h e y  c a n  a d d  m o r e  t o
t h e i r  p l a t e .  I n  a d d i t i o n ,  t h e y  l a c k  t h e  f u n d i n g  n e e d e d  t o  s u p p o r t
c o m p r e h e n s i v e  t r a i n i n g  p r o g r a m s .  A  o n e - t i m e  p a y m e n t  ( v i a  g r a n t ,  a n n u a l
b u d g e t ,  e t c . )  o f t e n  d o e s  n o t  c o v e r  f u l l - t r a i n i n g  n e e d s .  M o r e  t h a n  o n e
m e n t i o n e d  t h a t  t h e y  s p e n t  s i g n i f i c a n t  t i m e  o n  i n t e r n a l  c h a l l e n g e s ,  i n c l u d i n g
g e t t i n g  f a c u l t y  m e n t o r s  t o  a d o p t  a  d i f f e r e n t  v i s i o n  f o r  s u p p o r t i n g  t h e  s t u d e n t
e x p e r i e n c e  i n  a  m o r e  e f f i c i e n t ,  e f f e c t i v e  m a n n e r .  

T h e r e  a r e  m a n y  a r e a s  t h a t  h a v e  b e e n  a f f e c t e d  b y  C O V I D - 1 9  a n d  o t h e r  s o c i e t a l
e v e n t s  a n d  t r e n d s .  I n s t i t u t i o n a l  l e a d e r s  a n d  s t a f f  m u s t  s u p p o r t  s t u d e n t s
i m p a c t e d  b y  t h e  C O V I D - 1 9  d i s e a s e  a n d  e c o n o m i c  f a l l  o u t .  T h e s e  i m p a c t s
r a n g e  f r o m  c h a n g i n g  a d m i s s i o n s  p o l i c i e s  t o  s u p p o r t i n g  a n d  i n t e r a c t i n g  w i t h
r e m o t e  w o r k - f o r c e  a n d  s t u d e n t s ,  s u p p o r t i n g  s t r u g g l i n g  s t u d e n t s  a n d  t r y i n g  t o
r e  e n g a g e  a n d  r e  e n r o l l  t h o s e  w h o  h a v e  s t o p p e d  o u t .  I n s t i t u t i o n s  a r e  a l s o
i n c r e a s i n g  t h e i r  f o c u s  o n  s u p p o r t i n g  u n d e r r e p r e s e n t e d  p o p u l a t i o n s  w h o  n e e d
d i f f e r e n t  p a t h s  a n d  m o r e  s u p p o r t  t h a n  p r e v i o u s l y .  T h i s  r e q u i r e s  n e w
s e r v i c e s ,  d i f f e r e n t  s t a f f i n g  l e v e l s ,  a n d  d i f f e r e n t  s t a f f i n g  r a t i o s .  F o r  s o m e ,  a
n e w  f o c u s  a n d  u n d e r s t a n d i n g  o f  d i v e r s i t y .  I m p r o v i n g  a c c e s s  f o r  m i n o r i t y
s t u d e n t s  m a y  i n c r e a s e  o v e r a l l  e n r o l l m e n t s ,  w h i c h  w i l l  d r i v e  t h e  n e e d  f o r
a d d i t i o n a l  s t u d e n t  s u p p o r t  s e r v i c e s  s u c h  a s  s u c c e s s  c o a c h e s ,  e x t r a  f i n a n c i a l
s u p p o r t ,  a n d  c u r r i c u l a r  i m p a c t s ,  t o  h e l p  t h e s e  s t u d e n t s  s u c c e e d .  L e a d e r s  a r e
f o r c e d  t o  a d a p t  t o  t h e s e  c h a n g e s  w h i l e  s t i l l  f o c u s i n g  o n  o v e r a l l  e n r o l l m e n t
a n d  r e t e n t i o n  i n  o r d e r  t o  “ k e e p  t h e  l i g h t s  o n . ”  O n e  m e m b e r  o f  S L  s t a t e d ,  “ I t ’ s
l i k e  c h a n g i n g  t h e  e n g i n e  a n d  t h e  t i r e s  w h i l e  s t i l l  d r i v i n g  t h e  c a r . ”

 

“ I t ’ s  l i k e  c h a n g i n g  t h e
e n g i n e  a n d  t h e  t i r e s

w h i l e  s t i l l  d r i v i n g  t h e
c a r . ”

 

A n o t h e r  b a r r i e r  i s  t h a t  l e a d e r s h i p  b u y - i n  a n d  e x e c u t i v e  s p o n s o r s h i p  i s
r e q u i r e d .  I n s t i t u t i o n s  o f  h i g h e r  e d u c a t i o n  a r e  o f t e n  l a r g e ,  b u r e a u c r a t i c
o r g a n i z a t i o n s ,  a n d  i t  t a k e s  a  c o n c e r t e d  e f f o r t  t o  p r o v i d e  c l e a r  d i r e c t i o n  f o r
S L  a n d  a c t i o n a b l e  i t e m s  f o r  F L S .  T o o  o f t e n  t h e r e  i s  a  d i s c o n n e c t  b e t w e e n
h i e r a r c h i c a l  l e v e l s .  S o m e  S L  r e q u i r e  M S  t o  m e e t  w i t h  F L S  i n  r e c u r r i n g
m e e t i n g s  a n d  t o  h a v e  o n e - t o - o n e  c o n v e r s a t i o n s  t o  d r i v e  a l i g n m e n t  a n d
s u p p o r t  e m p l o y e e s  i n  t h e i r  e f f o r t s .
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W e  a l s o  h e a r d  t h a t  v e r y  f e w  p e o p l e  c h o o s e  h i g h e r - e d u c a t i o n  a d m i n i s t r a t i o n
a s  t h e i r  c a r e e r  p a t h .  W i t h  l i m i t e d  a d v a n c e m e n t  o p p o r t u n i t i e s  f o r  F L S  a n d
b u r n o u t  f r o m  t h e  w o r k l o a d  a n d  s t r e s s ,  p e o p l e  a r e  l e a v i n g  t h e  p r o f e s s i o n .

T h i s  c o u l d  b e  a  r e a s o n  w h y  a d d i t i o n a l  S L  w a n t s  m o r e  P D & T
o p p o r t u n i t i e s .  P r o s c i ,  a  c h a n g e - m a n a g e m e n t  o r g a n i z a t i o n ,  d e f i n e s
c h a n g e  m a n a g e m e n t  a s  “ t h e  p r o c e s s ,  t o o l s  a n d  t e c h n i q u e s  t o  m a n a g e  t h e
p e o p l e ' s  s i d e  o f  c h a n g e  t o  a c h i e v e  t h e  r e q u i r e d  b u s i n e s s  o u t c o m e . ”  O n e
l e a d e r  w a s  c o n c e r n e d  t h a t  t o p i c s  d i s c u s s e d  a t  s e n i o r  l e a d e r / m a n a g e r
m e e t i n g s  a r e n ’ t  g e t t i n g  d i s s e m i n a t e d  t o  t h e  f r o n t  l i n e s .  T h e  l a c k  o f
k n o w l e d g e  a b o u t  m a n a g i n g  t h e  p e o p l e - s i d e  o f  c h a n g e ,  i n c l u d i n g  f r e q u e n t
a n d  r e c u r r i n g  m e s s a g i n g  t o  e n s u r e  t h e  e n t i r e  t e a m  i s  a l i g n e d ,  i s  a  c l e a r
s i g n  P D & T  f o r  c h a n g e  m a n a g e m e n t  i s  n e e d e d .  T h i s  i s  g o o d  n e w s  b e c a u s e
t h e  n e e d  a n d  d e s i r e  f o r  P D & T  a r e  a l i g n e d .

R e v i s i t i n g  t h e  t o p i c  o f  e x e c u t i v e  b u y - i n  a n d  s p o n s o r s h i p  d i s c u s s e d  i n  t h e
p r e v i o u s  s e c t i o n ,  i t  i s  c r i t i c a l  S L  s e t s  t h e  e x a m p l e ,  s h a r e s  r e a s o n i n g  f o r
a  c h a n g e ,  a n d  w o r k s  t h r o u g h o u t  t h e  o r g a n i z a t i o n  t o  s u c c e s s f u l l y
i m p l e m e n t  t h e  c h a n g e  a n d  m a k e  i t  s t i c k .  I n  i n d u s t r y ,  i t ’ s  c o m m o n  t o
a s s i g n  c h a n g e  m a n a g e r i a l  s t a f f  ( t h e  p e o p l e  s i d e )  a l o n g  w i t h  p r o j e c t
m a n a g e r i a l  s t a f f  ( t h e  t e c h n i c a l  s i d e )  t o  d r i v e  s u c c e s s f u l  t r a n s f o r m a t i o n .

W i t h  l i m i t e d  a d v a n c e m e n t  o p p o r t u n i t i e s  f o r  F L S  a n d  b u r n o u t  f r o m  t h e
w o r k l o a d  a n d  s t r e s s ,  p e o p l e  a r e  l e a v i n g  t h e  p r o f e s s i o n .

How do you/your institution approach change? 

"We're in a 
constant 

state of change."

G e n e r a l l y  s p e a k i n g ,  i n t e r v i e w e e s  a g r e e d :  “ w e ’ r e  i n
a  c o n s t a n t  s t a t e  o f  c h a n g e ”  a n d  t h e  p a c e  o f  c h a n g e
h a s  a c c e l e r a t e d  o v e r  t h e  l a s t  5 - 1 0  y e a r s .  T h e r e
s e e m s  t o  b e  a  g e n e r a l  f e e l i n g  o f  “ j u s t  f i g u r e  o u t
h o w  t o  d o  i t . "  O n e  p e r s o n  s a i d  “ W e  d o n ’ t  p r i o r i t i z e
n e w  i n i t i a t i v e s  a n d  c u r r e n t  o n e s ;  w e  j u s t  t r y  t o  g e t
i t  a l l  d o n e . ”  W h e n  a n o t h e r  l e a d e r  w a s  a s k e d  a b o u t
h i s / h e r  c h a n g e  m a n a g e m e n t  p h i l o s o p h y ,  s h e / h e
r e s p o n d e d  “ I  d o n ’ t  t h i n k  i n  t e r m s  o f  t h a t ,  w e  j u s t
n e e d  t o  g e t  i t  d o n e . "

T h e  s u r v e y  d a t a  s h o w s  t h a t  5 9 %  o f  S L  i s  i n t e r e s t e d  i n  p e r s o n a l  P D & T
o p p o r t u n i t i e s  r e l a t e d  t o  c h a n g e  m a n a g e m e n t .  T h i s  c o m p a r e s  t o  3 0 %  o f
F L S  a n d  4 0 %  o f  M S  w h o  s e e k  P D & T  a r o u n d  t h i s  t o p i c .  W i t h  t h i s  d a t a  i n
h a n d ,  w e  a t t e m p t e d  t o  d i g  f u r t h e r .
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H o w e v e r ,  n o t  o n e  i n t e r v i e w e e  m e n t i o n e d  a n y  f o r m a l  p r o c e s s  o r  s t r u c t u r e
t o  i m p l e m e n t  c h a n g e .

I m p r o v i n g  c o m m u n i c a t i o n  w a s  t h e  t o p  i t e m  s h a r e d  b y  t h e  S L .  W h i l e  t h i s  i s  a
n e c e s s a r y  s t e p ,  i t  i s  n o t  e n o u g h  t o  t r a n s f o r m  t h e  p e o p l e  a n d  o r g a n i z a t i o n s .
W i t h  c h a n g e  n e e d e d  i n  o r d e r  f o r  m a n y  i n s t i t u t i o n s  t o  s u r v i v e  a n d  t h r i v e  i n
t h e  f a c e  o f  t h e  m y r i a d  o f  c h a l l e n g e s  f a c i n g  h i g h e r  e d ,  i t  i s  r e f r e s h i n g  t o  s e e
t h e  i n c r e a s e d  i n t e r e s t  f o r  P D & T  a r o u n d  t h i s  t o p i c .

Other Findings

H o w  w i l l  y o u r  P D & T  e v o l v e  t o  m a t c h  t h e  s t u d e n t
b o d y  y o u  w a n t  t o  h a v e ?  

W e  h e a r d  f e e d b a c k  i n  m a n y  o t h e r  a r e a s ,  t w o  o f  w h i c h  w e r e  p a r t i c u l a r l y
i n t e r e s t i n g  a n d  t i m e l y .  

M a n y  s t a t e s  h a v e  i n i t i a t i v e s  t o  i n c r e a s e  t h e  p e r c e n t a g e  o f  a d u l t s  w i t h  a
b a c h e l o r ' s  d e g r e e .  W h i l e  t h e r e  a r e  m a n y  w a y s  t o  a d d r e s s  t h i s ,  a  c o m m o n  o n e
i s  t o  r e - e n r o l l  s t o p p e d - o u t  s t u d e n t s .  O n e  l e a d e r  c a l l e d  t h i s  “ t h e  l o w - h a n g i n g
f r u i t . ”  I n s t i t u t i o n s  s e e m  t o  b e  s p l i t  o n  h o w  t o  e n g a g e  t h e s e  l e a r n e r s .  S o m e
u s e  t h e i r  r e g u l a r  e n r o l l m e n t  t e a m  a n d  t r i a g e  t o  o t h e r  d e p a r t m e n t s  w h e n
n e e d e d .  O t h e r s  h a v e  c r e a t e d  a n  i n t e g r a t e d  e n r o l l m e n t - s e r v i c e s  t e a m  t h a t  c a n
d i r e c t l y  a d d r e s s  t h e  m o s t  c o m m o n  r e a s o n s  s t u d e n t s  h a v e  s t o p p e d  a t t e n d i n g .
O n e  c o u l d  a s s u m e  t h e  i n t e g r a t e d  m o d e l  i s  m o r e  e f f e c t i v e ,  y e t  a l s o  w o n d e r
w h a t  a d d i t i o n a l  t r a i n i n g  i s  n e e d e d  t o  s u p p o r t  t h i s  s p e c i f i c  s t u d e n t
e x p e r i e n c e .  

T h e  o t h e r  k e y  a r e a  a d d r e s s e d  w a s  d i v e r s i t y ,  e q u i t y ,  a n d  i n c l u s i o n .  F o r  s o m e ,
t h i s  i s  w r i t t e n  i n t o  t h e i r  l o n g - t e r m  s t r a t e g i c  p l a n  a n d  t h e i r  s t r a t e g i c
e n r o l l m e n t  p l a n .  A n d  f o r  g o o d  r e a s o n .  A t t r a c t i n g ,  e n r o l l i n g ,  s u p p o r t i n g ,  a n d
g r a d u a t i n g  b l a c k ,  I n d i g e n o u s ,  a n d  p e o p l e  o f  c o l o r  ( B I P O C )  s t u d e n t s  w i l l  n o t
h a p p e n  w i t h o u t  c o n c e r t e d  e f f o r t .  H o w  w i l l  m a r k e t i n g  e f f o r t s  a d d r e s s  t h i s
d i v e r s e  s e t  o f  s t u d e n t s ?  H o w  w i l l  y o u r  a d m i s s i o n s  c o u n s e l o r s  e n g a g e  t h e m ?
H o w  w i l l  t h e y  f e e l  o n  a  c a m p u s  t o u r ?  W h a t  w i l l  y o u  d o  t o  h e l p  t h e m  f e e l
e n g a g e d ?  W h a t  w i l l  t h e  a i d  p a c k a g e  l o o k  l i k e ?  T h e s e  a r e  n o t  n e w  q u e s t i o n s ,
y e t  n o t  a l l  c a m p u s e s  h a v e  f o u n d  t h e  b e s t  a n s w e r s  f o r  t h e i r  s i t u a t i o n .  



W e  l e a r n e d  t h a t  o n l y  3 3 %  o f  F L S
v i e w  p r o b l e m  s o l v i n g  t r a i n i n g  a s
i m p o r t a n t  f o r  t h e m .  M S  a n d  S L
b e l i e v e  i t  t o  b e  m o r e  i m p o r t a n t  f o r
F L S .  I s  t h e  d i s c o n n e c t  i n
p e r s p e c t i v e s  b e c a u s e  f r o n t - l i n e
s t a f f  d o e s  n o t  b e l i e v e  i t  i s  n e e d e d ?
O r  b e c a u s e  F L S  a r e  t a s k e d  w i t h
k e e p i n g  t h e i r  h e a d s  d o w n  a n d
r u n n i n g  t h e  s a m e  p l a y b o o k  o v e r  a n d
o v e r ,  r e g a r d l e s s  o f  t h e  o u t c o m e ?
W e  d o  n o t  h a v e  t h e  a n s w e r s  t o
t h e s e  q u e s t i o n s  a t  t h i s  t i m e ,  b u t  i t
b e h o o v e s  M S  a n d  S L  t o  f i n d  t h e m  b y
e n g a g i n g  w i t h  F L S .  F L S  w a n t s  t h e i r
M S  a n d  S L  t o  g a i n  s k i l l s  t h a t  w i l l
h e l p  M S  a n d  S L  e n g a g e  w i t h  t h e i r
e n t i r e  t e a m  a n d  u n d e r s t a n d  t h e
w o r k  t h a t  F L S  d o e s .  M S  a n d  S L
s h o u l d  c o n s i d e r  w a l k i n g  a  d a y  i n
F L S  s h o e s ,  s p e c i f i c a l l y  i n  r o l e s  t h a t
S L  m a y  h a v e  n e v e r  h e l d  i n  t h e i r
c a r e e r  b u t  a r e  n o w  r e s p o n s i b l e  f o r
s u p e r v i s i n g  a n d  p r o v i d i n g
l e a d e r s h i p  f o r .  

Closing &
Recommendations

W e  l e a r n e d  t h a t  w e  n e e d  t o  f i n d  w a y s  t o  e n g a g e  F L S ,  M S  a n d  S L  i n
P D & T  o n  a  r e g u l a r  b a s i s .  E v e n  a  1  h o u r  f o c u s e d  t r a i n i n g  s e s s i o n
( e . g . ,  l u n c h  a n d  l e a r n )  o n  a  s p e c i f i c  a s p e c t  o f  t h e i r  j o b  o r  r e l a t e d
t o  t h e i r  p r o f e s s i o n a l  g r o w t h  c a n  b e  b e n e f i c i a l .  I n s t i t u t i o n s  m u s t
s e e k  o u t  t r a i n i n g  p a r t n e r s ,  s u c h  a s  A A C R A O  a n d  I n s i d e T r a c k ,
r a t h e r  t h a n  t r y i n g  t o  c r e a t e  a l l  o f  t h e  n e c e s s a r y  t r a i n i n g  i n  h o u s e .  
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A l t e r n a t i v e  m o d e s  o f  t r a i n i n g
d e l i v e r y  m u s t  b e  s o u g h t  t o  h e l p
r e d u c e  c o s t s .  T h i s  i n c l u d e s  v i r t u a l
t r a i n i n g ,  w h i c h  w a s  t h e  n u m b e r - o n e
p r e f e r r e d  d e l i v e r y  m e t h o d  a m o n g
r e s p o n d e n t s .  A A C R A O  w e b i n a r s ,
w h i c h  c o v e r  a  w i d e  v a r i e t y  o f
t o p i c s ,  a r e  a v a i l a b l e  f r e e  o r  a t  a
c o s t - e f f e c t i v e  r a t e .  M a n y  w e b i n a r s
a r e  r e c o r d e d  a n d  c a n  b e  v i e w e d
a s y n c h r o n o u s l y  i f  n e e d e d .

W e  h e a r d  f r o m  S L  i t  i s  h a r d  t o  l i v e
i n  t h e  m o m e n t .  B u t  t h e y  a l s o  r e a l i z e
t h e y  n e e d  t o  t a k e  a  s t e p  b a c k ,
e v a l u a t e  t h e  t r a j e c t o r y  o f  t h e i r
t e a m  a n d  i n i t i a t i v e s ,  a n d  a d j u s t
a c c o r d i n g l y .  W e  a l s o  h e a r d  t h a t
a c q u i r i n g  t h e  s k i l l  t o  m a n a g e
c h a n g e  e f f e c t i v e l y  i s  i m p o r t a n t  t o
m o s t  S L  a n d  a l m o s t  h a l f  o f  M S .  I n
2 0 2 0 ,  A A C R A O  r e l e a s e d  a  r e p o r t  o n
m e m b e r s ’  e x p e r i e n c e  w i t h
m a n a g i n g  c h a n g e ,  a n d  c h a n g e
i n s t i g a t i n g  f a c t o r s .  T h e  r e p o r t
i n c l u d e s  r e c o m m e n d a t i o n s  f o r
i n s t i t u t i o n a l  c h a n g e  m a n a g e m e n t
a n d  a  l i s t  o f  r e s o u r c e s .
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Appendix A
Area(s) of Current Responsibil ity

0% 25% 50% 75% 100%

Records and Academic Services and/or Transfer Credit Evaluation Related Functions 

International Student Services 

Enrollment Management 

Admissions and/or Transfer Student Admissions 

ManagerialSenior Leadership Front-line staff

Area(s) of Additional PD&T by Position Level

0% 25% 50% 75% 100%

Records and Academic Services and/or Transfer Credit Evaluation Related Functions 

International Student Services 

Enrollment Management 

Admissions and/or Transfer Student Admissions 

ManagerialSenior Leadership Front-line staff



Appendix B
Ranked Importance of PD&T Tangible
Recognition by Position Level
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ManagerialSenior Leadership Front-line staff

Identify new 
strategies/tactics

Refine a 
current skill

Learn 
a new skill

Networking

Exposure to 
"hot" topics

Earn a recognition 
or achievement
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Appendix C
Comparative Perspectives on the Relative
Importance of Core Competencies for Front-
Line Staff

0% 25% 50% 75%

Problem Solving 

Communication 

Service Orientation 

Technological Knowledge 

Diversity and Inclusion 

Student Success 

Professional Integrity 

Holistic and Systemic Thinking 

Change Management 

Collaborative Decision-Making 

Leadership and Management 

Interpretation and Application of Institutional and External Data 

Managerial about
front-line

Senior Leadership
about front-line  

Front-line staff
about themselves



0% 25% 50% 75% 100%

Study Abroad 

Recruitment 

International Enrollment Management 

Advising 

Assessing Prior International Education 

Government Compliance 

0% 25% 50% 75% 100%

Determining Enrollment Mix 

SEM Leadership 

SEM Assessment 

Staffing Leadership 

Enrollment Technology 

Neither interested
or disinterested 

Not interested 

Interested

Neither interested
or disinterested 

Not interested 

Interested
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Appendix D
Level of Interest in Proficiencies

International Student Services Proficiencies 

Enrollment Management Proficiencies
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Appendix D
Level of Interest in Proficiencies

0% 25% 50% 75% 100%

Speeches & Presentations 

Social Media Utilization 

Market Analysis 

Staffing Operations 

Enrollment Goals 

Articulation Agreements 

Transfer Recruitment & Admissions 

Communications Plan 

Inter-Collegiate Relationships 

Emerging Technologies 

0% 25% 50% 75% 100%

Assessing Prior International Education 

Evaluating Prior Learning Assessment 

Graduation, Commencement & Academic Events 

Reporting & Institutional Research 

Transfer Credit Evaluation 

Operations & Business Process Management 

Academic Policy & Curriculum Delivery 

Data Systems Management 

Record Keeping Services & Data Stewardship 

Knowledge of Student Records Management Law, Policy & Governance 

Admissions Proficiencies

Records & Academic Services Proficiencies

Neither interested
or disinterested 

Not interested 

Interested

Neither interested
or disinterested 

Not interested 

Interested
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Appendix E
Top 10 Proficiency PD&T Interests by
Position Level

0% 25% 50% 75% 100%

Knowledge of Student Records Management Law, Policy, and Governance 

Operations and Business Process Management 

Staffing leadership 

Data Systems Management 

Academic Policy and Curriculum Delivery 

Record keeping Services and Data Stewardship 

Enrollment technology 

SEM leadership 

Emerging technologies 

Sem assessment 

0% 25% 50% 75% 100%

Record keeping Services and Data Stewardship 

Knowledge of Student Records Management Law, Policy, and Governance 

Data Systems Management 

Academic Policy and Curriculum Delivery 

Enrollment technology 

Staffing leadership 

Operations and Business Process Management 

Transfer Credit Evaluation 

Emerging technologies (admissions) 

Reporting and Institutional Research 

Senior Leadership

Managerial Staff 
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Appendix E
Top 10 Proficiency PD&T Interests by
Position Level

0% 20% 40% 60% 80%

Record keeping Services and Data Stewardship 

Data Systems Management 

Inter-collegiate relationships 

Knowledge of Student Records Management Law, Policy, and Governance 

Assessing Prior International Education 

Transfer Credit Evaluation 

Academic Policy and Curriculum Delivery 

Communication plans 

International Student Advising 

Enrollment technology 

Front-line Staff


