
Enrolling and Financing Hub 
 
List of rooms described in the scenario: 

• Large reception area with myriad of flexible seating/meeting areas and multiple 
computer stations, plus TV/DVD.   

• Storage space for guests’ luggage  
• Private counselor / staff offices that have a door and walls that keep out sound 

from other offices: 
o 12 offices to accommodate 3-4 people in addition to staff and space for 

reference material storage 
o 2 offices that are larger ones for up to 7 people for diplomat supervisor 

and multicultural counselor  
• Storage area for supplies in close proximity to staff offices – access to 

publications, plus long-term storage for boxes of publications 
• Guest lavatories – on first floor, near lobby area 
• Private spaces - 2 private offices for part-time interviewers, one that is large 

enough to accommodate up to six people for small family meetings.  This space 
could be shared with other hubs for private meeting space.  Should be close to the 
reception area for easy access. 

• Workrooms—workroom for 10-15 student workers at a time (5 computers); 
workroom for 3 RSAPs (3 computer workstations); workroom for Diplomat 
steering committee (1 computer) 

• Conference room-- room should be a technological “smart” room with a 
conference table with chairs as well as extra seating in the room that can be 
flexible and used when necessary to accommodate a larger group (up to 35-40 
people for group Info Sessions).  Space must be flexible enough to accommodate 
small groups of 1 or 2 families, as well as large groups of up to 40 people.   

• Break room – microwave, fridge, etc.   
• Recycling spaces 
• Business center for multiple printers, fax machine, copy machine, etc.   

 
Bottom Line: 

- Reception area (1) 
- Storage areas (2) 
- Private office spaces (14) – 12 full-time staff and 2 Part-time staff 
- Large conference room (1) 
- Work rooms (3) for RSAPs, Interns, Diplomats 
- Break Room (1), Business Center (1), Recycling Space (1) 

 
What do you envision a day would be like in the office? 
 
PROSPECTIVE STUDENTS’ PERSPECTIVES 

• Drive through front gate/ greeted by campus safety/ directed towards available 
parking  

• Parking car in VISITORS parking 



• Enter Burrow 
• Greeted by welcoming faces; Admissions is clearly marked and visible; students 

will see their names/hometowns/schools on a cool technological device 
• Student receives folder and reviews schedule with Campus Visit Coordinators 

(CVC) 
• Students/Families “check” luggage in admissions lobby if necessary 
• Student fills out yellow campus visit information sheet and turns it in to CVC 
• Student and family gathers in defined admissions/financial aid lobby that is calm 

and comfortable; students should be visible from the CVC desk 
Prospective student: 
o Reviews folder 
o Watches DVD 
o Surfs internet on available computer stations 
o Reviews Rhodes publications and Memphis visitors brochures 
o Enjoys refreshments  
o Peruses display cases (Kinney Program, Faculty, Athletics, Memphis, 

Diplomats, Alumni) 
o Freshens up in personal/unisex  restrooms 

• Prospective Student (PS) goes to first appointment 
o Interview (in Burrow)—  

� admissions counselor greets parent(s) and student; student and 
counselor walk to counselor’s private office to have a 
conversation; after individual conversation with PS; counselor and 
PS meet with family in one of six comfortable clusters of seating 
within the lobby 

� financial aid counselors meet with student and family in 
counselor’s private office 

o information session (in Burrow)—room should be a technological “smart”  
room with a conference table with chairs as well as extra seating in the room 
that can be flexible and used when necessary to accommodate a larger group 
(up to 35-40) 
o led to class, professor meeting, coach meeting, or lunch visit by a current 

student 
o tour groups gather in lobby (starts and ends in Burrow) 

 
 
CURRENT STUDENTS’ PERSPECTIVES 

• Current student arrives in Burrow and:  
o If a student already has an appointment, then the student should stop and 

be received (where?) and announced to staff person of his/her arrival.  
Student will then be directed to appropriate office. 

o Walk-ins without an appointment will go to Rhodes Express.  They will be 
escorted from the “welcoming faces” to Bursar and Fin. Aid meetings if it 
is necessary for the student to speak to an expert. (if questions can’t be 
answered by Rhodes Express) 



o If current student needs to wait for his/her appt, where will s/he wait?  
Same lobby with prospective students?  Separate lobby away from 
prospective students?  Chairs immediately outside the staff offices?  
Determined by architects. 

 
 

A More Detailed Day in the Life of the Enrolling Hub 
 
 
The admissions office welcomes anywhere from 1 to 40 prospective students in addition 
to their families.  As the families enter Burrow they proceed to the reception desk and are 
greeted by one of our two campus visit coordinators.  The coordinators give the student a 
folder that includes information about Rhodes, Memphis, restaurants, the entering class 
and their schedule of planned activities. 
 
When not greeting visitors, the Campus Visit Coordinators answer the phone, respond to 
email messages, plan upcoming student visits, and monitor the admission interns. 
 
Behind the Campus Visit Coordinators, the admission interns will make plans for future 
visitors by arranging overnight visits, meetings with coaches and faculty, classroom 
visits, transportation, campus tours and either an interview with an admission counselor 
or an information session.  The interns need three work stations with computers and 
phones. 
 
After receiving their folder (which contains information about Rhodes, Memphis, area 
restaurant, a profile of the entering and their schedule), the prospective student is given a 
campus visit form that has biographical information about the student.  The student is 
asked to complete the form, adding activities and academic information.  Once 
completed, the form is given to the interviewer.  Prospective students and their families 
are seated in the reception area, and help themselves to coffee, tea or a cold drink as well 
as go to a computer station to access the internet/email.  They also have the opportunity 
to watch the Rhodes DVD on a TV screen.  We currently have display cases which house 
information about the Rhodes College Diplomats, alumni, faculty, athletics, and 
community service.  Finally, there is literature available including yearbooks, Colleges 
that Change Lives books and Rhodes magazines.  
 
Student volunteers meet and greet visitors in the reception area and then give them a tour 
of campus before returning the group to the reception area.  The Diplomats have their 
own cabinet for storage of name tags, shirts, etc. 
 
Students staying overnight, meet their student host in the reception area between 5:00 and 
9:00 pm Sunday through Thursday.  This area is staffed by student workers employed to 
work from 5-9 pm. 
 
Admission counselors meet with the prospective students for a personal 
interview/meeting in either their own office or a common meeting room to give the 



student an overview of the college and discuss admissions, scholarship availability, and 
financial aid questions they may have.  Admission counselors also conduct one or two 
information sessions (depending on the day of the week) for larger groups. 
 
In addition to interviewing prospective students, the admission counselors, as well as the 
Dean of Admissions and Financial Aid, Director of Admissions and Director of 
Admissions Operations, work on their program responsibilities, i.e. planning campus 
programs, coordinating the student and alumni volunteer programs, planning travel, 
fielding calls from prospective students, parents, counselors, budget, direct mail 
campaigns, publications, etc.   
 
 
What is your responsibility in this Hub? 
 
The Enrolling Hub is responsible for marketing the college to prospective students, 
parents, and high school counselors, communicating with and recruiting all new students 
to the college, and admitting all first-year, transfer, provisional (degree-seeking) and 
special (non-degree) students whose academic qualifications are within the standards set 
by the Faculty Standing and Standards Committee and meet the college’s enrollment 
goal.  The Hub is also responsible for providing a personal connection with the college.  
 
The Hub provides visiting prospective students and their parents with a good first 
impression of Rhodes, informs them about the college and our admission and financial 
aid processes, answers any questions they have about the college (or gets the answer for 
them), provides them with a tour of the campus, arranges any meetings they wish to have 
with campus personnel, and any other arrangements they require for an enjoyable visit, 
such as providing connections with current students, faculty, and staff.  
 
 
How do you interact with the customer? 
 
The primary customer of Enrolling is prospective students and their parents.  However, 
Enrolling also has daily contact with current students who serve as our tour guides, 
overnight hosts, work/study students, interns, and general advising.   
 
Welcoming visitors/Reception area:  When prospective students and their parents arrive 
on campus, they will park in the visitors parking area in front of Burrow, and be directed 
via signs to the admission reception area.  When they enter Burrow, the admissions 
reception area should be clearly visible and there should be an absence of congestion and 
confusion, a clear idea of where they are to go.  The reception area should be warm and 
inviting, well appointed and reflective of the quality of the college, with plenty of space 
for up to 50 guests.  The area should feel like a home parlor rather than a waiting room.  
The furniture should be arranged in such a way as to have multiple sitting/meeting areas 
for counselors and coaches to meet with individual families to conduct formal and 
informal discussions.  These hubs (HOW MANY) should allow seating for 4-6 people.  
Prospective students and parents should have access to at least two internet connected 



computers with attached printers for printing directions to their next destination or local 
landmarks/ restaurants.  The reception area should have two clearly marked and 
accessible private guest lavatories.   
 
The reception desk should be large enough to comfortably accommodate two 
receptionists with ample additional space to accommodate four work/study 
students/interns who will be making visit arrangements for future guests. 
 
Admission counselors need private offices to interview students and parents.  Lack of 
distractions and noise as well as privacy are two primary considerations due to the 
confidentiality of information.  The interviews last from 15 minutes to 1 hour.  Following 
the interview, depending on the number of family members accompanying the student, 
the counselor meets with the family either in the office or in the reception area to answer 
any questions the family may have.  Ideally, the office has seating for three people in 
addition to the counselor.  The Diplomat supervisor and the Multicultural Coordinator 
need seating for 5 to accommodate their current students. 
 
There should be two private meeting rooms for part-time interviewers.  These rooms can 
be shared with students.  One room can be shared with the RSAP and one with the 
multicultural interns and Diplomat steering committee.  Each room needs a computer and 
room for storage. 
 
Admissions also offers information sessions for high school sophomores and juniors 
(and, at their discretion, seniors).  The information sessions are conducted by an 
admission counselor or part-time interviewer.  The group size varies from small groups of 
two families with 4-8 people to very large groups of 25-30, and possibly more.  We are 
currently discussing new approaches to our information sessions that may include joint 
presentations with a counselor and student or student-led information sessions.  There 
may also be the need for audio/visual presentations during the information sessions.  The 
conference room should be a “wow” space – as elegant as possible. 
 
An increasing number of our program responsibilities in admissions are coordinated 
through work groups.  These groups need a meeting room(s) in which to meet to discuss 
their programs.  Work groups normally number from 3 to 8 people.  The work room may 
be a multi-use space to include staff mail boxes and possibly act as a break room. 
 
While current students seldom have questions about the admissions process, they 
often have questions about their financial aid awards or the process involved in 
being awarded need-based aid.  They also have questions that need to be addressed 
about their scholarships or fellowships. 
 
 
How does the work flow from one Hub to another? 
 
Not knowing where each Hub is located in Burrow and the entire functions specific to 
each hub makes answering this question somewhat problematic at this juncture.  



However, there is no doubt that there will need to be continual, close communication 
between the admissions and financial aid offices and Data Services.  Accessibility to 
student files or optically scanned information is yet to be addressed in detail but will have 
a significant effect on how effectively and efficiently admissions works.  Suffice it to say, 
the admissions staff needs timely access to information in the student’s file to respond to 
questions posed by the student, their parents, or their high school counselors.   
 
Access to the student’s file is also critical when making decisions on the student’s 
admissibility to Rhodes.  Timely access is particularly important in mid-November and 
mid-January for Early Decision applicants and from mid-January through mid-March for 
Regular Decision candidates.  In actuality, timely access to a student’s file or information 
is always necessary. 
 
Data Services will also provide admissions and financial aid important status reports.  
Some reports will require a quick turnaround time, others will not.  Data Services will 
also be responsible for mailings to prospective students and high schools, and for the 
admissions email campaigns.  All of these contacts need to be timely and well 
orchestrated.   
 
Coordination of the various hubs will be important and necessitate regularly scheduled 
meetings of hub representatives.  A system will need to be developed to resolve top 
priority conflicts between the hub groups. 
 
Enrolling will work collaboratively with faculty, students, coaches, alumni affairs, 
multicultural affairs, and student affairs in planning programs and evaluating and 
enhancing the student experience. 
 
 
 



A More Detailed Day in the Life of the Financing Hub 
 
 
What do you envision a day would be like in the office? 
 
Depending on the time of year, this hub receives anywhere from 5 to 30 student or parent 
visitors each day.  When the questions or issues asked are not able to be answered by 
Rhodes Express or the Enrolling hub, the visitors are directed to the specialists in this 
hub, and potentially from other hubs as well.   
 
When not receiving visitors, the staff in this hub answers telephone calls that have been 
referred from Rhodes Express due to the complexity and sensitivity of the questions. 
Additionally, the staff responds to email messages, and tend to other responsibilities 
involved with the processing of financial aid and maintaining student accounts.  This hub 
also assists in policy and procedure improvement as well as compliance with Title IV, 
FASB, and other regulations. 
 
 
What is your responsibility in this Hub? 
 
The Financing Hub is responsible for evaluating the financial needs of all students (first-
year, transfers, readmits, and current students) and administering all financial aid and 
scholarship programs.  It also is responsible for administering student accounts with the 
college, which includes ensuring that charges and payments to accounts are processed, as 
well as the processing of bills.  All members of the hub will be able to provide general as 
well as some specific information in all of these areas.  Highly specific information may 
have to be directed to a certain specialist in the hub.  For legal considerations, separation 
of duties must be maintained for Title IV compliance (i.e. the individuals that award 
financial aid funds cannot also disburse/apply financial aid funds). 
 
How do you interact with the customer? 
 
The primary customers of the Financing Hub are prospective students and parents as well 
as current students and parents.  Interactions with these customers can be in-person, by 
telephone, or by email.  In-person interactions are almost always done by one specialist 
who sees the student and/or one or both parents in a private office since much of what is 
discussed is private or confidential information.  Depending on what the customer needs, 
these interactions may last only a minute, or may last up to a half hour. 
 
 
How does the work flow from one Hub to another? 
 
This hub will work closely with almost all of the other hubs.  Prospective students from 
the Enrolling hub will almost always deal with this hub for financial aid issues, as well as 
billing and payment issues.  This hub will depend upon the data that is input in Data 



Services and Rhodes Express for current and prospective students, and vice-versa.  This 
hub will be referred a high amount of walk-in traffic from Rhodes Express.   
 
There are very often financial components to issues that will arise in Maximizing 
Personal Success, such as dorm fees and withdrawing student issues.  Students’ financial 
aid eligibility and tuition charges are dependant upon the students’ class schedules which 
will be handled in the Maximizing In-Class Success hub.  Study abroad and other 
programs handled by the Maximizing Out-of-Class Success hub often have a financial 
component that involves the sharing of information between it and the Financing hub. 
 


