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Project Overview
Capilano University (CapU) engaged AACRAO Consulting to conduct an assessment of its
Strategic Enrolment Management (SEM) plan including planning activities, structure, goals,
strategies, and tactics. The goal of the consultation was to provide CapU with
recommendations and facilitation as needed as the University develops and plans to implement
a long-term SEM plan that includes data-driven strategies and tactics identified by CapU to
meet enrolment goals. Project deliverables included:
Þ Evaluation of CapU’s SEM plan to date.
•

Provide recommendations for enhancing strategies, tactics, and enrolment goals.

•

Provide recommendations for moving the plan forward and for addressing
challenges.

•

Identify gaps in the SEM plan if or as needed.

•

An assessment of key strategic enrolment management departments based on
best practices.

•

Provide recommendations for operationalizing the final plan.

Pre-Visit Activities
AACRAO Consulting conducted research in advance of the site visit to understand the unique
needs and circumstances of CapU. The Discovery phase began with a telephone conference in
which the AACRAO consultants and the CapU Project Leads reviewed the goals of the
engagement, established the visit schedule, and reviewed the list of requested background
materials. It was not expected that CapU would create new materials but would provide those
that best match the materials detailed below.
Þ Current SEM plan draft.
Þ Copies of or links to the University’s strategic plan, mission and vision statements.
Þ Copies of or links to enrolment materials and policies provided to faculty and
administrators.
Þ Short-range recruitment and/or retention plans.
Þ Organizational charts for the Enrolment Management related departments.
AACRAO Consulting | Capilano University
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Þ Copies of recruitment materials, recruitment strategy, and territory management
plans.
Þ Copies of letters and electronic communication used to recruit prospective students,
including student financial assistance communications.
Þ A brief description of the student information system and any ancillary systems used
to transact and record student information, including payment, housing, CRM or
other systems.
Þ Copies of, or links to, related policies.
Þ Annual reports from the functional areas.
Þ Admission and yield statistics for the past three fall and spring semesters, including
enrolment patterns/profiles from local/regional high schools.
Þ Communication plans for prospective and/or current students.
Þ Any recent student satisfaction surveys.
Þ Retention data for the past three years.
Þ Previous or current environmental scans.
Þ Reports on degree completion rates and university transfer patterns.
Þ Any additional reports or information that would help the consultants understand
CapU’s position.
The consultants reviewed the materials provided by CapU, as well as its website, to gain the
best possible understanding of the University’s unique culture, mission and its aspirations for
the future. As was noted during this phase of the work CapU was in the midst of developing its
strategic plan and would have more information on or around the site visit.

2
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On Site Activities
Visit Format and Deliverables included the following:
Þ Two-day on-campus visit by AACRAO Senior Consultants Dr. Tom Green and Jody
Gordon.
•

The visit focused on the areas included in the project summary and the
following:
§

Meet with CapU Project Leads to confirm project goals and details of the
visit.

§

Meet with SEM planning teams to review the Strategic Enrolment
Management planning processes and activities.

A full listing of the Agenda for the two-day visit can be found in Appendix A. A follow-up visit
has been planned for late April 2020. During the site visit, the consultants attended the reveal
event for the new strategic plan. This highly produced event, more akin to an Apple release
than a university talk, was extremely well-done and played to CapU’s strengths in the arts, as
well as its care for student wellbeing. While the major tenets of the strategic plan will take
some time to be fleshed out, the overarching themes and the unique way in which it was
presented provided a rich experience for the consultants to understand the potential for CapU
to be a distinctive choice in BC and Canadian higher education.

Executive Summary
Capilano University (CapU) was created a little over 50 years ago as a community college within
the British Columbia Post-Secondary system. In 2008, the College became a special purpose
teaching university to provide adult basic education, career, technical, trade and academic
programs leading to certificates, diplomas, baccalaureate degrees and master’s degrees.1
Today, CapU sits in a beautiful natural environment and has some distinctive programs that
leverage the growing arts scene and thriving film industry of the province.

1

University Act, [RSBC 1996] Chapter 468.
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Canada embarked on an open, progressive immigration plan many years ago, seeking a
strategic means to grow and diversify its population by welcoming people from across the
globe. This allows statistical projections of the population to reflect trends based on
continuance of this policy and trends in immigration to Canada that are based on patterns since
its inception.

Population Projections for Canada (2013 to 2063), Provinces and Territories (2013 to 2038)
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planning. While the Integrated plan captures many of the good tactics being deployed at the
University, it does not set out clear enrolment management goals with strategies to ensure
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long-term institutional health and student success. Therefore, CapU has committed to
engaging in Strategic Enrolment Management (SEM) planning to set out enrolment goals with
strategies to achieve greater institutional health and student success. The Integrated plan does
provide some initial direction for developing strategic enrolment goals such as new academic
programming; increasing domestic enrolment; diversifying by citizenship, program selection
and delivery mode international enrolment; and growth in Continuing Studies.
Like many Canadian universities, CapU has seen a spike in international students that wasn’t
necessarily planned, is tilted heavily toward Chinese and Indian student populations, and
requires greater levels of student support. Current events in China and the COVID-19 outbreak
are a strong example of how a population too heavily centered on any one country can have
significant enrolment impacts when an event like this threatens to sharply change the number
of new students. The Canadian government recently announced a new set of 10 target
countries where stronger relations are sought, and this could present an opportunity for CapU
to diversify its international population and reap early benefits of streamlined visas or greater
Canadian visibility in these countries.
In addition to the need to develop a SEM plan, a plan for recruitment, both domestic and
international enrolment, is needed. This should be evidence rich and set out a number of key
strategies for achieving the University’s goals for growth and diversification. There are also a
number of tactics recommended in this report that would help CapU to grow its enrolment and
improve the student experience. These include process improvements for admissions, financial
aid and scheduling and timetabling. Finally, recommendations to ensure CapU is meeting all of
a student’s needs across the entire lifecycle and engaging them in experiential learning are also
suggested.

5
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Primary Observations
CapU, being a relatively new university with a long college history, offers a variety of courses
and programs that span social sciences, fine and performing arts, business, science and applied
sciences. Located in North Vancouver, with satellite campuses in Vancouver, Sechelt, and
Mount Currie, CapU enrolls 12,700 students each year: 9,000 in for-credit programs, nearly
1,200 in non-credit courses and 2,500 international students. In spite of the number of
students enrolled each year, CapU has not met its ministry funded FTE target for a number of
years now. CapU has experienced declines in both the total unique applications received from
domestic students for its largest intake semester (Fall) and in the numbers of domestic students
enrolled, as noted in Figure 2 below.
Figure 2. Capilano University Five-Year Fall Domestic Student Applications to Registrations3
Year
2015
2016
2017
2018
2019

Session
Fall
Fall
Fall
Fall
Fall

Applications

Applicants
7595
7264
7188
6914
6353

Offers
4247
4034
3925
4258
4020

Registrations
3418
3397
3332
3130
2924

1582
1590
1570
1586
1466

However, CapU has experienced growth in its international student enrolment especially over
the past five years. Figure 3 below outlines this pattern of growth in international student
enrolment at CapU.

6
3

Source: Capilano University Internal Data
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Figure 3. Capilano University International Student Enrolment 2008 to 20194

CapU has indicated a desire to grow its domestic enrolment and to continue to diversify its
international student enrolment.
British Columbia is expected to see some population growth over the next 25 years at a
increase of 700,000 to 2,000,000. As Figure 1 revealed, unlike some provinces in Canada, BC
will see some growth in population for ages 18-24 years after 2030.

7
4

Source: Capilano University Internal Data
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Figure 4. Projected Population Growth for ages 18-24 for 2019 to 20405

CapU has wisely begun a new strategic planning cycle to create a vision for the University out to
2030. With that, it has also developed a process for shorter-term planning with its Integrated
planning process. This latter planning captures many of the good tactics being deployed at the
University, but does not set out clear enrolment management goals with strategies to ensure
long-term institutional health and student success.
SEM planning requires data, both internal and external information. CapU has not yet
delineated some of the key enrolment groups and metrics of success (known as Key Enrolment
indicators or KEI) that are necessary to good SEM planning. These are:
•
•
•
•
•
•

Student Type – such as high school direct entry, transfers, upgrading studies, non-credit
Desired Student Mix – including racial/ethnic diversity, academic ability, special skills,
first generation status or other student characteristics
Geographic Origin – such as local, regional, national, international
Recruitment Rates – by student type and desired student groups
Persistence Rates – by student type and desired student groups
Graduation Rates – by student type and desired student groups
8

5

Source: Statistics Canada, Demography Division

AACRAO Consulting | Capilano University

In addition to these key enrolment indicators, there are a number of institutional priorities, as
well as other external and internal considerations, to be factored in for enrolment management
planning. These include:
•
•
•
•
•

Student Demand for Seats and Programs
Institutional Capacity
Student Enrolment Patterns
Student Outcomes including employment and further education
Institutional and Program Success

CapU’s main campus is situated in a market that is both attractive and competitive for
international and domestic enrolment. Demographic changes and intense competition for
students, along with increasing student demand in some program areas at CapU, require a
more strategic approach to recruitment than has been done in the past. Given that, an
evidence rich recruitment plan, for both international and domestic recruitment, is needed.
This plan should be tied to the goals and strategies set out in the Strategic Enrolment
Management plan. Development of this plan is critical for meeting enrolment growth at CapU
over the next 5-10 years.
In addition to sound recruitment planning, ensuring that students are fully supported and
engaged in their learning journey is critical. This entails removing any barriers to enrolment,
such as financial, streamlining transactional processes, offering academic and career advising
and providing opportunities for experiential learning. CapU has many of the necessary
elements to ensure student success. However, there is a need to better leverage available
financial aid funds in the form of academic scholarships and needs based bursaries. More
coordinated, timely and intrusive support is also needed when students are at risk of not
persisting. And as research has shown, the more engaged a student is outside of the classroom,
the more likely they are to persist through to graduation.

9
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Primary Recommendations
To summarize, there are five (5) primary recommendations included in this assessment. The
broad themes for these recommendations are:
Þ Recruitment and Admissions
Þ Process Improvements
Þ Holistic Student Support
Þ Evidence Rich Academic Planning
Þ Strategic Enrolment Management Planning
Each theme is outlined, in its own report section, and where applicable supporting resources are
noted in the Appendices.

Recruitment and Admissions
Observations
Some of the most important over-riding areas that impact student recruitment and admissions
include: a) having academic and applied programs that are attractive to prospective students;
b) managing efficient application processing; c) developing a marketing brand and sense of
identity (understanding the reasons why students choose your institution); d) staff
development and use of Faculty to recruit; e) recruitment activities (including materials); and f)
data informed recruitment plan. Observations for each of these areas are offered below.

Academic and Applied Programs
Student recruitment is impacted by the relatively small number of Baccalaureate options
available at CapU. With the goal of increasing enrolment in the near future, it is essential that
the University have the academic and applied programs with the appropriate capacities to
reach these goals.

10
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Managing Efficient Application Processing
There were a number of business process changes noted by the Registrar in the Admissions
Review Project Update tabled with the Senior Leadership Council back in October 2019. The
consultants would echo the need to continue to implement those changes in seeking further
application processing optimization. In a competitive market where students are applying to
multiple institutions slow responses to domestic applicants only further exasperates low
applicant to registrant rates. Leveraging financial aid, as part of the admission offer, would
further CapU’s competitiveness in the marketplace. Further recommendations regarding
financial aid are discussed in the section below.

Marketing Brand and Sense of Identity
CapU does not appear to have an overall brand. No unique branding for CapU was detected on
their website, which could be problematic especially in the international student marketplace.
The University does not know definitively why its students choose CapU. North American
colleges and universities normally have ways of obtaining and sustaining this information so
that limited marketing and student recruitment funds can be spent effectively. Further, the
campus has not yet conducted any evidence-based student satisfaction studies to learn more
about the reasons students choose CapU.

Staff Development and Strategic Use of Faculty
In order to sustain strong student recruitment initiatives, which is heavily reliant on relationship
management, it is essential that institutions support their staff well through staff development.
The consultants did not observe any staff development plans beyond occasional conference
attendance that would address the need to grow expertise in the marketing and student
recruitment areas. Further, it appears that faculty are only marginally involved with student
recruitment.

AACRAO Consulting | Capilano University
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Recruitment Activities – Electronic
The lack of a Client Relations Management (CRM) system results in no workable way beyond
the use of Excel spreadsheets of supporting relationship management with prospective
students. Also, none of the marketing/student recruitment pages is in a language other than
English. Institutions now frequently offer key landing pages in multiple languages or at least
offer a Google translate (or similar service) option.
There is a disconnect between marketing/student recruitment and admissions
communications, with the former being more personalized and the latter being more tactical,
institutional, and lacking graphic usage. It is important to remember that students should
benefit from the same approach taken in recruitment throughout the student life cycle, from
recruitment through to graduation.
Social media is increasingly being seen as a key part of the student recruitment toolbox. While
CapU has all of the social media channels active, without a recruitment plan, it is difficult to
determine if the approach is strategic or simply reactive. In developing a recruitment plan,
strategic use of social media should be included.

Recruitment Activities – Events
Currently both Recruitment offices do not evaluate recruitment events it sponsors or
participates in. Neither do they evaluate their recruitment travel in terms of return on
investment. Best practices suggest that all events should be evaluated according to related
metrics tied to the institution’s enrolment goals.

Recruitment Activities – Print

12

The marketing and student recruitment publications are not competitive to what the
consultants see at other institutions operating in the international student recruitment
AACRAO Consulting | Capilano University

marketplace. For instance, it appears they are printed in English only, when recruitment is
done in many languages throughout CapU’s major student recruitment markets. It is important
to remember that while students may speak English, their parents often do not. This is
especially the case with undergraduate student recruitment.

Data informed Recruitment Plan
Currently, recruitment and admissions operate without a data-supported student recruitment
plan. This is true for both international and domestic student recruitment. Based on interviews
with the recruitment/admissions manager, work is underway to develop an evidence rich
recruitment plan. While there is an International Education plan it does not appear to include a
plan for recruiting international students or the setting of long-range enrolment targets.
Through its Admissions Dashboard CapU tracks applications over several different data points
across several years. However, it appears that no trending analysis occurs and as a result CapU
is less aware of any fluctuations in applicant behaviour both domestically and internationally.
When it comes to international student admission planning, CapU is attempting to ensure
diversity in their admissions intake. This will require the close tracking of recruitment-based
data (see section above regarding a CRM) and a comprehensive plan to achieve this
successfully.
Recommendations
Currently, CapU is setting FTE targets for each Faculty for the upcoming academic year and is
waiting on three new Bachelor’s degrees to be approved. Further expansion of their curriculum
(either new programming or additional intakes of existing programming) will be needed in
order to grow enrolment at the University. With program expansion and enrolment growth in
mind, Recruitment should develop a student recruitment plan that is evidence-based. This will
allow the department to tie its recruitment activities to established goals, and to measure their
AACRAO Consulting | Capilano University
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effectiveness to established metrics with an eye toward maximizing return on investment. It
should also include metrics to evaluate both the overall plan including its key operational
elements, such as student recruitment events, travel and use of overseas agents. This should
lead to more targeted marketing and recruitment efforts with a greater return on investment.
A recruitment plan will also encourage staff and faculty outside of the Recruitment office to
participate in recruiting students to CapU.
Further to this, the University should establish an institutional research and analysis initiative to
better understand its student recruitment environment. Given the need to focus student
recruitment and marketing primarily at the program level, it is essential that the University
learn why students choose CapU and why they choose its academic programs given the vast
range of options that both international and domestic students have. Most institutions have
ongoing environmental scans that speak to both internal and external opportunities and
threats. This is helpful for reaching students with similar profiles to those CapU currently
enrolls, but also to identify new areas that the University could reach through new academic
program development and expanded financial aid strategies.
The University should complete its Web development so that the publicly-facing Web page
enhances marketing and new student recruitment. It should also incorporate in-demand
languages (e.g., Arabic, Hindi, Punjabi, Spanish, Mandarin, etc…) either as developed pages or
with Google translate (or similar services) options. For most students, the first CapU place they
touch is the Web site. Therefore, it should be sufficiently informative and engaging to
encourage students to either inquire for more information or to apply for admission.
Admissions and student recruitment publications should be developed to maximize marketing
opportunities, which includes making better use of images and graphics that tell the story of
CapU’s dynamic and distinctive qualities. These are the publications that agents share with
prospective international students and which are used at educational fairs or at local secondary
school recruitment visits. They need to be compelling and competitive.
AACRAO Consulting | Capilano University
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CapU should begin making plans to develop a CapU brand that will enhance its ability to recruit
students, especially undergraduate students where the market is quite crowded and there is
significant competition in the Vancouver region. Having an agreed-upon and well-implemented
brand will allow CapU to reach key target markets and support the related recruitment and
marketing tactics necessary to convert prospects into applicants.
CapU should look at ways it can increase its program-specific student recruitment. As an
institution with only a small number of programs, much of the institution’s recruitment needs
to be program-specific. The University should conduct environmental scans to determine what
programs might be enhanced or developed to better link to the international as well as
domestic student marketplace. In order to ensure that the University has in-demand academic
programs with the right amount of capacity, it should also consider developing an academic
plan unique to the North Vancouver campus.
The University should assess recruitment opportunities for domestic and regional student
recruitment before increasing infrastructure or funding for domestic student recruitment. This
should include an environmental scan and identification of market segments to focus its
recruitment efforts on, especially related to their film program given its uniqueness in Western
Canada. It should also review North American transfer and articulation agreements to
determine which ones to sunset and which ones to develop further, which should be coupled
with targeted communications, marketing and student recruitment activities. One option is to
further develop degree completion programs in partnership with community colleges.
Recruitment should examine the staff development needs of its staff to ensure that a) they are
paid at competitive levels, and b) receive the necessary professional development to continue
to grow professionally in the marketing and student recruitment area. Student recruitment is
relationship-based, and institutions that have longer-serving staff benefit from better in-field
relationships and more mature recruitment communication skills.
AACRAO Consulting | Capilano University

15

Recruitment should review agent commissions on an annualized basis to ensure the
commissions paid remain competitive. The Office of Recruitment in partnership with the Office
of Admissions should also develop a written agent management plan to ensure that the
University is enhancing its agent relationships. It is suggested that the commissions be focused
toward enrolment targets. For instance, focus on half the commission paid in the first semester
and half in the second semester as a way of enhancing student retention. Where agents and
the campus perform as partners, recruitment performance grows and return on investment
improves.
A communications audit across the student life cycle should be completed to assess
opportunities to enhance communications so to maintain CapU’s personal approach
throughout the process. When looking at recruitment, admissions, and orientation
communications it suggests that there may be communication gaps. It is essential when
recruiting international students that institutions pay close attention to student communication
especially with those living far away who cannot easily visit campus. Moreover, one of CapU’s
strengths is its welcoming environment. This can and should be felt at all phases of the student
recruitment cycle, from beginning to end, even virtually. The Educational Advisory Board has
identified some of the key international student recruitment best practices, which includes
electronic, events, print, organizational, personal recruitment, and travel (See Appendix C).6
CapU should measure all of its recruitment activities against these best practices.
The University should explore ways of involving faculty in student recruitment. This could take
the form of contacting deposited students with the aim of increasing deposited student
conversion. It could also take the form of Skype applicant interviews for some limited
enrolment programs.
16
6

Furtado, K. and Kircher, A. (2011). Strategies for Recruiting and Retaining International Students: A Custom
Research Brief. Washington, DC: Educational Advisory Board.
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CapU should develop a social media effort focused on converting prospective students to
applicants and admitted students to deposited and enrolled students. Implementation of a
student ambassador program to facilitate this effort is encouraged. Social media is now an
essential part of student recruitment and needs to be managed professionally while remaining
casual and personal for prospective students.
CapU should continue its alumni development with an eye to involving alumni in the student
recruitment process. This could take the form of alumni admissions ambassadors, or more
informally as individuals who refer prospective students and serve as contacts for students as
they have questions while processing through the recruitment and admissions cycle.
Timeline for Recommendations
All of the recommendations regarding recruitment and admissions begin with sound data and
good planning. Work is already underway for the development of a domestic recruitment plan.
A plan for international recruitment should follow. Other recommendations made here can
then be carried out as the plans are being further developed and implemented over time.

Process Improvements
Observations
Utilizing available university funds to support students financially throughout their learning is
an effective way to sustain and grow enrolment. It can also encourage groups of students to
enroll who otherwise could not, helping the institution reach its enrolment targets, especially
among groups it has struggled to enroll or under-enrolled in the past. Typically, the targets for
funding should follow the SEM plan goals for recruitment and retention. These can be a mix of
merit/achievement and need-based, where merit/achievement is used to attract students from
various groups and need-based aid is used to support students from low-SES backgrounds and,
when possible, students from middle-income backgrounds who may not have sufficient funds
AACRAO Consulting | Capilano University
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to initially enroll. Need-based aid for current students support retention and completion SEM
goals.
According to the Student Transitions Project, 52% of all secondary school graduates in the CapU
region immediately transition to post-secondary (but not all necessarily to the University). The
provincial average is at 51% but the Vancouver region is as high as 65%. One strategy for
increasing this rate of transition in the region is to remove barriers to education, such as
financial. The Vancouver regional rate is certainly a goal for the University to strive towards,
regardless if students transition to CapU or not. While financial barriers are not the only reason
students do not transition, it certainly is a significant one.
Another barrier to enrolment occurs when a university fails to meet demand at the course level
due to a lack of student centric scheduling. A course schedule that best utilizes the entire
matrix (Monday to Saturday, morning, afternoon and evening) is more likely to see enrolment
maximization.
Once enrolled, in-person payment of fees is challenging due to the lack of co-location between
the Registrar’s Office and the Student Accounts payable (bursar) office. The physical distance is
somewhat mitigated by the helpfulness of staff but the interconnection between enrolment
and payment issues is high, often resulting in the classic “student run-around” between offices
when they are unsure of which can solve the complete issue for them.
Recommendations
It is recommended that CapU review its process for awarding scholarships (academic
achievement) and bursaries (needs-based) to be more strategic in particular with recruitment
of indigenous students but also all direct-entry secondary students who enroll in two- and fouryear programs. It is further recommended that scholarship funding be targeted at students
with high academic achievement without requiring them to actually apply for the award.
Funding would be bundled with the admission offer when it is made. A review of students who
AACRAO Consulting | Capilano University
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leave with unpaid balances would reveal areas where need-based aid/bursaries may improve
retention and completion rates.
On scheduling for courses, CapU should ensure that all departments are utilizing a full
scheduling matrix for offerings. This means ensuring courses are spread across Monday through
Saturday in the morning, day and evening. This ensures CapU is maximizing its capacity for
student enrolment. One way to achieve this would be to assign a set of rooms to each
department based on their total section offerings and ensure they utilize the entire matrix
when scheduling their offerings into the number of assigned rooms. No additional rooms
would be made available until the department fills their existing room assignment.
Ideally creating a year-long schedule allows students to better plan. This can be accomplished
incrementally by first publishing the courses to be offered each term for the year, then adding
campuses, then adding day, evening or weekend and finally adding the actual days and times of
the week.
Timeline for Recommendations
It is recommended that the CapU Awards Committee begin reviewing the awarding of
scholarships and bursaries recommendations immediately. Any changes that are adopted
should be in effect in time for the 2020/2021 recruitment cycle.
Ensuring that course scheduling is maximized across the full matrix implementing year-long
scheduling should occur immediately with the implementation to occur over the next academic
year.
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Holistic Student Development
Observations
At CapU there are a number of initiatives in place to ensure the whole student is supported. As
Figure 5 notes below, CapU takes into consideration all of a student’s developmental needs
with the services they provide.
Figure 5. Holistic Student Development and Support

As research has shown, students who are first generation, academically under-prepared and
work while attending university/college are less likely to persist.7 Further, students who fail to
seek out advising support or do not participate in any co-curricular activities are also less likely

20
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Kuh, et al., (2007), Piecing together the student success puzzle: Research, propositions, and recommendations
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to persist.8 And finally, students who face challenges at key transition points such as through
year one into year two, are less likely to persist.9
Within student services, examples of support at CapU include:
•

Program support – Academic Advising; Pre-University Upgrading

•

Learner support – Writing Centre; Math Centre; Career Advising; Immigration advising

•

Well-being – Accessibility services; International student transition support; Personal
Counselling

•

Student engagement – New student orientation; Volunteer and employed student
positions; Study Abroad; Co-curricular record

CapU made a commitment to the honour the Okanagan Charter which requires the University
to embed student health and well-being in everything they do. Therefore, while key supports
exist, coordination of services with more intentionality and intrusiveness is needed to ensure
they are meeting this commitment.
Recommendations
As Figure 6 notes below, holistic student development and support takes a total community
effort that is coordinated, intentional and in some cases intrusive:

21
8

Pascarella and Terenzini (2005), How College Affects Students; US: Wiley.
See the Foundations of Excellence work by the Gardner Institute at https://www.jngi.org/foundations-ofexcellence/ .
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Figure 6. Personalized Student Experience10

Based on best practices across North America, CapU could look to improve in the following
ways when it comes to holistic student support. Early Alert is an excellent tool for detecting
both academic and non-academic challenges a student may face and then linking them up to a
variety of services for support. The key to success with this initiative is in the word “early.”
Late semester alerts make it difficult for service supports to have a significant impact on a
student’s success. Faculty should be encouraged to engage early with the alert system
particularly between weeks 3 to 6 of the semester. Including information about the support in
their course syllabus and discussing it at the beginning the semester ensures that students see
the program as supportive rather than as punitive. Early alert also encourages coordination
between advising, financial aid, counselling, accessibility services and the writing and math

10

Retrieved from: https://www.gartner.com/doc/reprints?id=1-54138ZZ&ct=180620&st=sb
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centres. It also allows for intrusive and proactive engagement with students to further their
success.
While academic advisors are in place, they should be engaged in developmental-based advising
for students. Developmental academic advising recognizes “the importance of interactions
between the student and the campus environment, it focuses on the whole person, and it
works with the student at that person's own life stage of development.”11 In other words, it
goes beyond checking off a box or filling out a form. To do so, will require implementation of
and use of a degree audit system. The Advisors should only be dealing with exceptions and not
manually handling all program plans. Students, through the degree audit rules, can enter their
plans on-line themselves. This would significantly free up advisors to not only do more
developmental advising but also to run more workshops, in partnership with the Writing Centre
and the Career Development Centre on student success.
On learner engagement, CapU recognizes student learning outside of the classroom through its
Co-Curricular Record. CapU should continue to expand the engagement opportunities and
consider adding partners off campus, via a memorandum of understanding, who are willing to
provide co-curricular learning with CapU as an extension to the campus environment. Its
commitment to hire more students on campus is also an excellent way to further engage
students in applied learning especially peer-to-peer based. Another way to further students’
applied learning is through Co-operative Education. It is also an excellent way to extend the
learning environment out into the local business community and strengthen those
relationships. Finally, thinking internationally, CapU should continue to expand its study abroad
partnerships as this is an excellent way to expose a student to a more global academic
experience.
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King, M. (2005), Developmental Academic Advising; Retrieved from:
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Housing is clearly a challenge for many CapU students but one that is further exacerbated by
the location of the main campus in the city of North Vancouver where housing is expensive and
vacancy rates are low. While a longer-term plan (2-3 years out) may be to build additional
residences as part of the CapU campus, in the short-term partnering with a reputable homestay firm may provide students with the support and confidence they need when locating
housing.
Finally, CapU does not systematically collect information on student satisfaction. It is difficult
to make decisions about student life and learner support services without strong data.
Institutions with effective enrolment management planning rely heavily on the availability and
use of data in making both strategic and operational decisions to guide the institution across
the entire lifecycle of the student’s learning journey. It is, therefore, recommended that CapU
consider either designing a student satisfaction survey, or participating in the National Survey
of Student Engagement (NSSE), to be administered to enrolled students.
Timeline for Recommendations
Implementing an early alert system should occur prior to the Fall 2020 intake. Post-secondary
institutions in B.C. who have this system that CapU may wish to reach out to include University
of the Fraser Valley, Kwantlen Polytechnic University and Coast Mountain College. Work to
select a degree audit software provider should begin immediately. Timeline for completing
implementation can take a full calendar year.
The recommendations in support of deeper learner engagement (expanding CCR opportunities,
adding Co-operative Education, and expanding study abroad) can be done incrementally as
time and resources allow. Finally, while a plan for housing is underway, a short-term solution
noted above could be explored now for the Fall 2020 term.
24
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Evidence Rich Academic Planning
Observations
According to the Integrated Plan, modest growth in enrolment is expected through 2020/2021
for all Faculties. Programming in Continuing Education generates very little FTE and is only
expected to grow modestly by 15 FTEs. International enrolment has seen substantial growth
over the past 5 years. As a result, there is more of a desire to address diversification in
international enrolment. Therefore, there is a need for more long-range academic planning.
CapU lacks data on registration and retention patterns. While it monitors registration in
courses, trends in yield rates is not occurring. Meeting student demand for courses can be
challenging especially when students are enrolling in programs that allow for part-time studies.
But the more data driven the decisions are in timetabling the more likely a University is to get it
right. Data needed includes:
•

Historical demand

•

Historical Fill velocity

•

Employers’ needs/demands

•

Market forecasting

•

Students’ interests

•

Financial costs/gains

Even when armed with all of the necessary data to make enrolment planning decisions, we may
still not get to the right decisions. Whether or not to cancel an offering late in the cycle should
be weighed against both the financial loss/gain and the reputational loss/gain.
Retention data has not been systematically collected and analyzed across all programs. Course
outcomes, such as DFWI reports, are available but do not appear to be acted upon. As the
University wishes to grow enrolment, just placing more applicants into the top of the funnel
without ensuring successful matriculation through course completion and ultimately to
AACRAO Consulting | Capilano University
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graduation, is ineffective. Retention tracking requires following students as they enter and exit
(and in some cases re-enter) the University. While Provincial Student Transitions data exists to
inform CapU where some of their student go after leaving CapU, they lack knowledge about
those students who stay or who drop out or stop out of the post-secondary system entirely.
Recommendations
CapU needs to be better positioned to ensure they achieve enrolment by design and not just by
chance. Collection and use of data in enrolment decision making is critical. A robust datamart
dashboard that is accessible to the CapU campus leadership is needed. A datamart dashboard
allows for information to be more easily accessible especially by those needing to monitor dayto-day and semester to semester trends. Having a datamart dashboard would also help to
monitor key enrolment indicators when they are developed during the SEM planning process
(see section below). Therefore, it is recommended that CapU’s datamart dashboard house
daily, semesterly and yearly enrolment trend data that is accessible by senior administrators.
Further data points could come from adding a dashboard for Registration and utilizing the
aggregate data drawn from student academic plans in degree audit once implemented (see
above). The latter would be of particular use for planning more undergraduate course
offerings. This could further support CapU’s goal to developing year-long scheduling (see
above).
The collection and analysis of retention data needs to occur immediately. Once any patterns or
trends are detected in the retention data, reasons for stop-outs and drop-outs can also be
analyzed through the administration of an early leavers survey.
With a desire to grow and diversify enrolment, determining, of the current program offerings,
which can grow and which cannot, is needed. Market research in order to determine the
potential for new program areas is needed. Particular consideration should be given to the
growth potential in Continuing Education where programming could be developed as on-ramps
to other more popular programs at the university and as incubators for potential new
AACRAO Consulting | Capilano University
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programming. All of this together can then inform a long-range plan for academic growth and
enrolment diversification over the next 10 years.
Timeline for Recommendations
Expanding the datamart can be done incrementally. But the use of data to drive academic
planning and decision making needs to occur immediately in order to realize the potential for
enrolment growth and diversification at the University.

Strategic Enrolment Management (SEM) Planning
Observations
CapU leadership have done an exceptional job of positioning the University for student and
institutional success. In order to achieve their stated goals, data-driven decisions (as noted
above) are critical. Further, long-range enrolment planning should occur that is both strategic
and intentional. This will complement and be in concert with the integrated planning that has
already occurred and the recent planning underway for Vision 2030.
SEM first emerged in the 1970s at Boston College with a growing realization of market
fluctuations and recruitment pressures evidenced by the 1970 US Census. It signaled the end of
the Baby Boom and the decades-old supply of high school graduates that exceed the capacity of
colleges and universities to enroll them. The use of this data to position Boston College from a
regional campus to a national recruiting powerhouse enabled it to anticipate the population
shifts and thrive in spite of them. This remains a core tenet of SEM: data and environmental
scanning allow us to choose strategic directions that take advantage of probably opportunities
and mitigate potential challenges.
By the 1980s tuition price sensitivity and the integration of financial aid with admissions
expanded the SEM focus. By the 1990s SEM had developed into a strategic component of
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institutional planning. However, the focus of SEM planning remained front-ended within the
student life-cycle as seen in Figure 7 below:
Figure 7. Traditional Enrolment Perspective12

As institutions developed more sophisticated student information systems, a data-rich
environment expanded the focus from recruitment and admissions to retention and student
success. SEM planning now considers the entire life-cycle of the student as depicted in Figure 8
below:
Figure 8. SEM Perspective on Enrolment13

The following is a definition of SEM is consistent with the figure above:

12

Bontrager, Bob, “The Core Concepts of Strategic Enrollment Management”, paper delivered at the AACRAO
Annual Conference, March 30, 2014.
13

Ibid.
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Strategic enrollment management (SEM) is a concept and process that [through
strategic planning of enrollments] enables the fulfillment of institutional mission and
students’ educational goals.14
For CapU, this should include viewing SEM within a larger planning process:
[Strategic] Enrollment management is a comprehensive and coordinated process that
enables a college to identify enrollment goals that are allied with its mission, its strategic
plan, its environment, and its resources, and to reach those goals through the effective
integration of administrative processes, student services, curriculum planning, and
market analysis.15
Recommendations
While SEM is not a quick fix or an overnight process, it is about establishing clear goals for the
number and types of students needed to fulfill the institutional mission and it is also about
promoting students’ academic success by improving access, transition, persistence, transfer
and graduation.16 The recommended framework to carry out SEM planning at CapU appears in
Figure 9 below.

Bontrager, Bob. “Enrollment Management: An Introduction to Concepts and Structures”, College and University
Journal, Vol. 79, No. 3, Winter 2004, p. 12.
15
Kerlin, Christine (2008), “Community College Roadmap for the Enrollment Management Journey,” College and
University Journal, Vol. 83, No. 4, p. 11.
16
Gordon, Jody and Sigler, Wayne, “SEM Core Concepts”, Presentation at the AACRAO SEM conference November
4, 2012 and at the AACRAO SEM conference November 10, 2013.
14
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Figure 9. SEM Planning Framework17

CapU’s Integrated Plan forms the foundation for this planning process. What CapU aspires to
be as an institution and how its programming brings that vision to life grounds the entire SEM
plan. Key Enrolment Indicators emerge from the strategic plan and are informed by the
enrolment goals. They define optimum enrolment mix and will guide CapU in measuring the
impact of the plan. Key Enrolment Indicators take into consideration the entire lifecycle of the
student (as noted in Figure 5 above).
A SEM plan must be evidence-based. An environmental scan captures both external and
internal factors that influence enrolment patterns and student success. This data in turn
influences targets that are set within the Strategic Enrolment Goals. Enrolment Goals capture
CapU’s desired future based on its vision and informed by the environmental scan. Campus
Infrastructure ensures that the necessary staffing, structure, service and systems are in place to
support the Enrolment Goals. Finally, Strategies are driven by leadership and developed by
30
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Kerlin and Smith (2017), adapted from Bontrager and Green (2014).
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Schools and support units and Tactics are how CapU will achieve their enrolment carried out by
their Faculties and support units.18
Strategies and Tactics are developed institution wide. It is where the “heavy lifting” within SEM
occurs. This is where support units find opportunities to collaborate, where Faculties develop
interdisciplinary studies and where support units and Faculties come together in support of
student success. Given the operational nature of Strategies and Tactics they should be
discussed after the enrolment goals are determined and approved. Assessment, to ensure the
Strategies and Tactics achieve what they intend, is critical.
The Student Relationships Continuum identifies institutional divisions and departments vital for
enrolment management and student success:
Figure 10. Continuous Workflow and the Corresponding Institutional Departments across the
Student Life-cycle
Awareness

Marketing and

Interest

Recruitment with Inquiry flow-through from

Inquiry

Admissions and other units

Application

Admissions and Financial Aid

Acceptance/Confirmation

Admissions/Registrar/Bursar

Retention/Student Engagement

Academic Departments/ Student Services

Loyalty

Academic Departments/Student Services

Giving Back

Alumni

The goal of a SEM Framework and Plan is to provide a long-range vision for student enrolment
and student success. This plan should enable CapU to establish, achieve and maintain optimum
enrolment and a balanced mix of quality students across a variety of programs. While CapU

18

Gordon and Sigler, Ibid.
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looks to grow its enrolment and diversify its enrolment mix, evidence rich decisions on how and
where it can achieve that will be critical. Decisions on whether to add new programs, or grow
existing programs, or shrink existing programs, or maintain existing programs at current levels
all require the analysis of internal enrolment trend data and external market research. On the
enrolment mix side, decisions as to which markets to penetrate further or which new markets
to go into also require careful analyses of enrolment and market trend data (as opposed to
anecdotal “word on the street”). In other words, setting enrolment goals for growth and for
diversity should be part of a larger strategic enrolment management plan for CapU.
Institutions measure their success by the successes of their graduates and the successful
development of the communities they serve. In achieving its goals, CapU has committed to
being the following university:
We are a teaching-focused university offering a wide range of programs and services
that enable students to succeed in their current studies, in their ongoing education, in
their chosen careers, in their lifelong pursuit of knowledge, and in their contribution as
responsible citizens in a rapidly changing and diverse global community.19
Demographic changes, intense competition for students, and escalating costs require a more
strategic approach to enrolment planning and management to ensure student persistence and
success. It is recommended that CapU develop a fulsome SEM plan to guide them over the next
5-7 years. To assist in that planning, example committee structures are provided in Appendix B
for facilitating SEM planning. All of the examples are based on the following SEM committee
foundational structure:
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Figure 11. SEM Organizational Framework

Executive Team
Institutional strategic plan, approval and champions of strategic enrollment goals and initiatives

SEM (or Student Success) Steering Committee
Long-term enrollment goals, securing the approval of strategies and tactics through
appropriate institutional channels, communication with Executive Team

Recruitment Committee

Retention Committee

Develop 3-4 strategic goals for new student
recruitment; review and approve sub-committee action
plans; recommend to SEM Steering Committee

Develop 3-4 strategic goals for retention and
graduation; review and approve sub-committee action
plans; recommend to SEM Steering Committee

3-4 Sub-Committees

3-4 Sub-Committees

Action plans, time lines and metrics for
each strategic goal

Action plans, time lines and metrics for
each strategic goal

Data Team
Environment scanning, student enrollment behavior research,
enrollment models, provide data to councils as needed
Green & Bontrager

Timeline for Recommendations
It is recommended that CapU adopt a committee structure similar to what is recommended
here immediately and begin work on developing its SEM Plan as an extension to their
Envisioning 2030 Plan. To best understand how the SEM Plan and the Integrated Plan are
connected to this broader vision, see Figure 12 below.
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Figure 12. Plan Integration

The key is to see the SEM Plan and the Integrated Plan as a way to LINK, INTEGRATE, and
EXTEND current initiatives, thus moving the University further toward its Envisioning 2030 Plan
and institutional health and student success.
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Closing and Next Steps
Thank you for the opportunity to work with CapU on this project. It is our mission to provide
subject matter expertise and to transfer knowledge so that institutions can provide outstanding
customer service to students and meet their enrollment goals. This report contains several
large scale and mutually dependent changes to policy, practice and technology. It is
recommended that CapU develop a project plan for all of these changes and working group to
manage these changes. If needed and preferred, AACRAO Consulting can provide ongoing
subject matter expertise to help implement these changes.
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Appendix A: Interview Participants for Site Visit
February 5 and 6, 2020 Strategic Enrolment Management Assessment and Facilitation with
Capilano University
Team Profiles:
Planning

Member

Position

Department

Financial Aid

Tally Bains

Director

Finance

and Financial

Lesley Nelson

Manager, Student

Finance

Team

Processes

Financial Accounts
Kyle Vuorinen

Registrar

Registrar’s Office

Emily Lam

Supervisor,

Registrar’s Office

Financial Aid and
Awards

Executive

Brittany

Manager, Alumni

Alumni & Development

Haavaldsrud

Relations

Paul Dangerfield

President

Toran Savjord

VP, Strategic Planning, Assessment & Institutional
Effectiveness

Jacqui Stewart

VP, Finance & Administration

Laureen Styles

VP, Academic & Provost

Jennifer Ingham

VP, University Relations

Non-

Annie

Director

Academic

Prud'homme-

Continuing Studies and Executive
Education

Programming Genereux
Laura MacKay
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Centre for Teaching Excellence
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Aurelea Mahood

Director

Academics Initiatives and
Planning Office

Jessica Alcorso

IRA, Assessment

Academics Initiatives and
Planning Office

Data Team

Aaron Cunningham

Associate

Registrar’s Office

and

Registrar,

Retention

Registration & SISO
Sam Hannah

Institutional

Institutional Research

Research Analyst
Daniel Levangie

Director of Student

Student Success

Affairs and Services
Aurelea Mahood

Director

Academics Initiatives and
Planning Office

Jessica Alcorso

IRA, Assessment

Academics Initiatives and
Planning Office

Kristin Wilkes

CIO

Information Technology

Elham Seyedi

Manager,

Information Technology

Enterprise Systems
Academic

Brad Martin

Dean

Education Health & Human

Programming

Development & Indigenous
Centre
Pouyan Mahboubi

Dean

Faculty of Arts & Science

Ted Gervan

Dean

Faculty of Fine and Applied Arts

Lara Duke

Dean

Faculty of Global and
Communication Studies

John Molendyk

Instructor

School of Business

**Dean of Business & Professional Studies is a vacant position. Laureen Styles,
VPA and John Molendyk share the coverage
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Recruitment

Miranda Huron

Director

Indigenous Education & Affairs

Hiten Amin

Manager, Student

Registrar’s Office

and

Recruitment &

Admissions

Transition
Francisco Silva

Manager, CIE

Centre for International
Experience

Gillian Damborg

Manager, Creative

Communications & Marketing

Services

AGENDA - February 5, 2020
Time
9:00 AM

Location
LB309

Topic
Review of Overall Project Deliverables and objectives for Day 1

9:30 AM

LB309

Meet with SEM Planning Team Financial Aid and Financial Processes

10:45 AM

Comments

Transition to Executive Meeting

11:00 AM

BR471

Meet the Executive Team

11:45 AM
1:00 PM
2:00 PM
2:30 PM
3:45 PM

BR204

Meet with SEM Planning Team Non-Academic Programming
BREAK
Transition to Town hall
SEM Town hall
End of Day 1 Wrap up and Review of Day 2

LB322
BR204

4:30 PM

15 minutes on
agenda

End of Day 1

AGENDA: February 6, 2020
Time
9:00 AM
9:30 AM
11:30 AM
11:45 AM

1:00 PM
1:45 PM
3:00 PM
4:30 PM
5:00 PM

Location
Topic
BR451
Review of objectives for the day
BR451
Meet with SEM Planning Team Data Team and Retention
Transition to Blueshore Theatre
Blueshore
President’s Perspective
Theatre
(Birch
Building
main floor)
BREAK
BR451
BR451
BR451
End of Day 2

Comments

President will be addressing the university
community regarding the future focus of
Capilano University
75 min presentation
Snacks post-presentation

Meet with SEM Planning Team Academic Programming
Meet with SEM Planning Team Recruitment and Admissions
Wrap-up and next steps
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Appendix B: SEM Committee Structure Examples Based on the SEM
Organizational Framework
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2019-2020
Committee Appointments

Executive Team
NeSCC President’s Cabinet

Strategy Team
Jennifer Starling, SEM Chair; Greg Walters, ATD Chair; Debbie Street, Recorder; Bob Carpenter;
Deidra Close; Tricia Crawford; Chris Demas; Dr. Susan Graybeal; Margaret Lester;
Carson Waugh; Dr. Josh Whitlock

Recruitment Team

Retention Team

Carson Waugh, Chair; Jim Henrichs, Vice Chair; Linda
Calvert; Dr. Pashia Hogan; Matt Kitzmiller; Nikki Morrison

Deidra Close, Chair; Kathy Coleman, Vice Chair; Mike Collins;
Dr. Jane Honeycutt; Malissa Trent; Dr. Nathan Weber

Budget Planning & Sustainability

Curriculum Development & Engagement

Matt Kitzmiller, Lead; Erin Blevins; Mary
Chambliss; Wayne Loving; Jeannie Noonkester

Dr. Jane Honeycutt, Lead; Dr. Louise Dickson; Eric Fish;
Dr. Rick Merritt; Cindy Perry; Chris Slone; Wendy Taylor

Engagement Team

Cultural Change & Systems Integration
Linda Calvert, Lead; Jim Kelly; Jenny Reed; Sherrita Spriggs;
Student Representative

Bob Carpenter, Chair; Amanda
Adams, Vice Chair; Chris Hitechew;
Shelby McKenzie; Norma SanchezWebb; Student Representative

Technology & Adaptive Strategies
Mike Collins, Lead; Nichole Manz-Young; Jennifer
Puckett; Shawna Shafer; Scott Starnes; Lisa
Rowland; Student Representative

Research & Data Team
Dr. Josh Whitlock, Chair; Nikki Morrison, Vice Chair for Recruitment;
Malissa Trent, Vice Chair for Retention; Dawn Carter; Jeff Coalson; Dr.
Carol Cole; Josh Crowder; Dawn Dabney; Dr. Donna Farrell
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SEM At SAIT
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Appendix C: International Recruitment Best Practices20

Type

Activity

Description

Videos of international

Students describe their experience in their native

students

language. Videos are informational sessions for
parents.

Virtual visits

Prospective students visit campus through “Skype”
sessions pre-arranged through their high schools.

Hot courses international

Micro recruitment web pages/portals provide key
recruitment information in the student’s native

Electronic

language. Particularly appealing to family members
who are not English proficient. Provides for first
inquiries to be submitted.
Social networking

Use of social networking (e.g., Facebook, Twitter) to
connect with prospective students.

USB bracelets

USB drives are loaded with information on the
institution and handed out at recruitment events
abroad.

Newsletter email campaigns

Institutions sometimes engage in newsletter email
campaigns as a way of getting key messages focused
around target prospective student audiences.

Events

Showcase events

Gatherings (e.g., conferences, events with visiting
faculty, award receptions) highlight the quality of
the institution.
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Organizational

Print

Type

Activity

Description

Advertising in magazines

Institutions sometimes advertise in key recruitment
magazines as a way of creating exposure.

Working with Education USA

In-country advisors working with Education USA can

advisor

help brand the institution.

Working with embassies

Recruiting teams visit with attaches to learn about
their needs and to create connections.

Working with state

Efforts to better brand the state abroad can

government

enhance the institution’s brand in the target country
or region.

Alumni

Alumni participate in regional receptions in their
home country and perform alumni ambassador
duties as a way of increasing yield.

Current students

Current students participate in the recruitment

Personal Recruitment

process if they are home during recruitment events
(e.g., pre-departure events). They also participate in
chat or social media discussions with prospective
students.
Agent recruiters

Third party organizations work under contract with
an institution to identify prospective students incountry and direct them through the application
process. Agents are paid through contract and
contracts are normally reviewed annually. Some
regions dominate recruitment (e.g., China, Korea).
Agent and institution’s interests are not always

Travel

aligned.
Education fairs/tours

Organizing agencies coordinate several fairs in a
region. These fairs, hosted by such organizations as
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Type

Activity

Description
Linden, ECIS and AIEF, focus on recruiting
undergraduate students. Excellent first contact with
a large number of students. A good way of entering
and exploring a country. Works like an Americanstyle college fair, which will require considerable
follow-up to yield enrollments.

Recruitment counselor trips

International recruitment counselors visit
international high schools in a specific country or
region. In addition to meeting students, the aim is
to develop relationships with schools that will yield
long-term relationships resulting in a stream of
students. This is a long-term strategy that will not
lead to impressive yields immediately.

Faculty trips

Faculty members, potentially accompanied by
recruitment counselors, visit high schools to provide
discipline-specific information to interested
students. Can leverage faculty international
contacts. More effective to recruit graduate
students than undergraduate students.

Institutional leadership trips

Members of the institution’s senior leadership (dean
level or higher) participate in trips to foster
relationship-building and outreach to cohorts of
students at a given institution. Results in formal
MOU’s and transfer articulations once a mature
relationship is established. Requires a great deal of
advance work and organization.

Trips with multiple institutions

Representatives from multiple institutions join
resources and travel a particular region together.
AACRAO Consulting | Capilano University
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Type

Activity

Description
Trips are not normally with institutions with the
same profile.
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Appendix D: Resources
Academic Space
AACRAO (2015). Managing Academic Space: A Guide for Higher Education Institutions.
Washington, DC: AACRAO.
https://community.aacrao.org/CPBase__item?id=a1H1L00000BjRmRUAV
Admissions
Lauren, B. (2008). The College Admissions Officer’s Guide. Washington, DC: AACRAO.
https://community.aacrao.org/CPBase__item?id=a1H1L00000BjYRTUA3
Sedlacek, W., & Sandlin, M. (2015). Employing noncognitive variables to improve admissions
and increase student retention. Washington, DC: AACRAO Consulting.
http://williamsedlacek.info/files/ACS%20Noncognitive-Jan-2013.pdf
Admissions – International
AACRAO (2016). The AACRAO International Guide: A Resource for International Education
Professionals. Washington, DC: AACRAO.
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