EIGHT YEARS AND BEYOND

In the early 1990’s re-engineering was the new buzzword.  SMU’s version was initiated under the name “Project Pegasus.”   The University faced the need to do a major technology upgrade and saw this as a time to evaluate other systems.  The approach was to create a number of cross-functional team to look at ways to improve efficiency and service.  One such team was SAFE that brought together Financial Aid, Student Financial Services, and Undergraduate Admission to “simplify and improve the administrative and financial experience of students.”  

Two years of hard work by the SAFE Team produced the Division of Enrollment Services  -- three Executive Directors reporting to the Associate Provost coordinating services in Undergraduate Admission, Financial Aid, and Student Financial Services.  Work teams were designed to integrate functions that focused on Recruitment and Retention, Customer Service, and Communication.  Where possible tasks were centralized to improve efficiency.  Space was renovated in Perkins Administration Building and Enrollment Services opened for business in January 1998.  At the same time, PeopleSoft was being implemented to provide technical support for the University.  

The evolution of the Division began immediately.  PeopleSoft affected the way that work was done.  Staff adjusted to provide more technical support, Project Pegasus was dismantled, and leadership changed.  It quickly became apparent that staff needed to be experts in one area with a general knowledge of the other areas.  Two years into the new design, the Registrar’s Office joined Enrollment Services.  Staff began to see the possibilities of the PeopleSoft applications and improve customer service through technology.  The first five years were a period of adjustment, testing the model --embracing what worked and modifying what didn’t.  

Two much anticipated events came in 2003, ACCESS.SMU (the web based student information system) went live and the Laura Lee Blanton Student Services Building opened.  Both allowed Enrollment Services to realize more of its vision.  The Blanton Building provided space intentionally created to fulfill the need to assist prospective students and current student in one location.  ACCESS.SMU facilitated the development of web based self-service features.  The Blanton Building became the one-stop-shop for recruitment, financial, records, enrollment, and computer services for the SMU community.  ACCESS.SMU allowed online application, enrollment, payments, financial aid award acceptance, degree progress reporting, grade reporting, class roster management, and much more.  

The organizational structure of Enrollment Services has been modified to support the work of the Division in the 21st century.  In 2004, the Registrar’s Office went through an organizational overhaul creating a mid-level group to manage staff and functions.  The Information Systems staff also was expanded to better keep up with requirements in security, athletics, and academic advising.  Financial Aid solidified its new structure with satellite offices in the graduate areas and expanding the Loan Unit.  

2005 has brought changes to three more areas of Enrollment Services:

Enrollment Resources has been moved from its reporting relationship through Student Financial Services to the Operations area of Enrollment Services.  Following a study conducted in the Spring, it was determined that for Enrollment Resources to fulfill its purpose of being the initial contact for students and families that call any of the four areas in Enrollment Services, there needed to be a Division focus that allowed the team to train in all four areas and to keep current on all the latest information. 

Irma Herrera has been promoted to Associate Director of Enrollment Resources providing oversight and direction for the staff in Enrollment Resources.  Irma brings a wealth of knowledge about the University and the undergraduate admission process.  Together with Adrienne Hawa, Daniel Herrera, Cameron Clark, and Jerrod Harrell, Irma will work to increase the effectiveness of the team and provide timely and accurate information to our students and families. 

Student Financial Services is responding to the reassignment of the four staff from Enrollment Resources through the creation of the Student Financial Outreach and Retention team.  The group will be lead by Charles Harper and Laura Del Rio.  An Assistant Director and a Specialist will be hired to assist in outreach efforts to prospective, new and current students and will work with students to resolve financial obligations to the University.

Undergraduate Admission has determined that the most efficient way to approach the recruitment process is by integrating all function into one area.  There will no longer be distinct efforts directed at transfer and first year students.  The objective is to improve responsiveness, efficiency, and thoroughness in undergraduate recruiting.  As was mentioned above, Irma Herrera has taken a senior leadership position at the Division level.  Ginger Oravsky, Laura Harrington, and Barrie Glasscock will continue to work with transfer students as we move toward our goal of 325 new transfer students this fall.  As the model continues to evolve, all UG Admission staff will be available to assist as needed in recruitment of transfer and first year students.    

