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Overview

• This version is an update of the 2015 survey presented at Palm Beach Atlantic University and the 

2015 Annual Conference.

• The survey was in the field for roughly four weeks, from April 12th through May 6th. Respondents 

received an initial survey invitation followed by weekly reminder emails.

• The survey starts with a filter question that branches respondents that do not spend 50 percent or 

more of their time directly recruiting students and/or managing a recruitment territory to the end 

of the survey after a question asking what their primary focus is in the Admission Office.

Population
Total 

Responses
Started Completed Branched Out

Completion 
Rate

+/- Error at 90% 
Confidence

1,240 200 31 169 75 17% 5.3%
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Getting to Know You



Respondent Profile

• A majority of survey respondents are white (84%), serve at a Christian Liberal Arts institution (86%), 
are female (63%), are between the ages of 25-34 (54%), and have a bachelor’s degree (70%).

• The average size of a respondent’s typical fall new student class is 444. The smallest class reported is 
25 and the largest is 2,000. The most frequently reported size is 200, with half of respondents having 
more than 339 students and half having less.

• Respondents generally have 4 or more team members that spend at least half their time recruiting or 
managing a territory. The most frequently reported number of team members is 6-10 (38%).

• Only 22 percent of respondents worked in an admission office as an undergraduate. Of those that did, 
90 percent were paid with most working in the office for one year or more. Over half worked as tour 
guides (61%) and ambassadors (58%).

• Seventy-four percent of all survey respondents currently work at their alma mater. Sixteen percent of 
respondents began work in admissions immediately upon graduation, while thirty percent joined the 
admission office more than two years out. Respondents length of time as an admission counselor 
varies.
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Do you spend 50% or more of your time directly recruiting 
students and/or managing a recruitment territory?

73%

27%

Yes No

n=207 n=77

Which of the following best describes the primary focus of your work in the 
Admission Office?

7%

18%

18%

26%

31%

Organizing campus guest experiences

Management of other staff

Other

Data and systems

Management of Admission Counselors
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1%

70%

28%

0% 1%

Associate's
Degree

Bachelor's
Degree

Master's
Degree

Doctorate Other

Highest degree obtained

What type of college / university 
do you currently serve?

Bible College 9%

Christian Liberal Arts 86%

Other 5%

Race/ethnicity (select all that apply):

Hispanic or Latino, of any race 7%

Asian, not Hispanic or Latino 7%

Black, not Hispanic or Latino 2%

White, not Hispanic or Latino 84%

Two or more races, not Hispanic or Latino 4%

I prefer not to respond 2%

63%

37%

Female Male

Gender:

29%

54%

10%
4%

1% 1% 1%

21-24 25-34 35-44 45-54 55-64 65 or
older

I prefer
not to

respond

Age:

What is the size of your typical 
fall new student class (new 
full-time, first-year and 
transfers)?

Average 444

Median 339

Mode 200

Minimum 25

Maximum 2,000

How many other team members 
spend at least half their time 
directly recruiting students or 
managing a territory?

5%

38%

16%

16%

11%

7%

7%1

2

3

4

5

6 - 10

>10
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74% working at their alma mater

Did you serve in the admission office 
when you were an undergraduate?

22%

78%

Yes No

Were you paid for your work?

Yes 90%

No 10%

What was your role?     (please select all that apply)

61% 58%

34% 34%
26%

8%

Tour guide Ambassador Telecounselor Data entry Other Social media

How long did you work in the admission office as an undergraduate?

24%

26%

29%

16%

5%

My entire college career

Three years

Two years

One year

Less than one year

Top 5 majors:

1 Communications 15%

2 Business Administration (general) 11%

3 Theology or religion 11%

4 Psychology 9%

5 English (language and literature) 7% 8

n=38

Serving the Admission Office



5%

16%

22%

27%

30%

Between six months and one year
after graduating

Immediately after graduating

Between one and two years after
graduating

Within six months or less of
graduating

More than two years

Started service as an admission counselor:

12%

19%

22%

23%

24%

3 to 4 years

2 to 3 years

Less than 1 year

1 to 2 years

More than 4 years

How long have you been serving as an admission counselor 
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Support



Support | Highlights

• When examining the relationship between admission counselors and their supervisor, respondents 
largely agree that supervisors are providing feedback regarding performance, however, over a third 
(38%) feel neutral or express disagreement when asked if that feedback is constructive. Nearly half 
(41%) of respondents feel neutral or express disagreement when asked if their supervisor genuinely 
cares about their life outside of work. Nearly a third (29%) express neutrality or disagreement when 
asked if their ideas are valued by their supervisor. 

• Conferences and staff retreats rise to the top when respondents are asked about what types of 
professional development activities they have experienced as part of an admission team. Conferences, 
mentoring, team-building activities, and retreats are reported the most frequently as being the most 
impactful professional development activities. 

• Seventy percent of respondents indicate that their employer offers tuition reimbursement for graduate 
study. Most frequently (48%), respondents have to wait one year, followed by no waiting period (30%), 
and uncertainty around the policies (10%). Nearly half (48%) report that no requirements or 
expectations are required to receive tuition reimbursement. For most, tuition reimbursement is only 
available on campus and 100 percent of tuition costs are covered. 
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20%

42%

20%

36%

51%

38%

39%

48%

18%

13%

28%

9%

11%

6%

13%

7%

1%

1%

Strongly Agree Agree Neutral Disagree Strongly Disagree

I frequently receive encouraging feedback on the 
work I do.

My supervisor genuinely cares about my life 
outside of work.

I have a colleague / peer (not my supervisor) who 
consistently challenges me and encourages 

professional growth

My ideas are valued by my supervisor.

36%

20%

30%

22%

37%

43%

58%

43%

13%

19%

10%

19%

15%

18%

2%

12%

1%

1%

5%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

My supervisor makes it a priority to meet with 
me individually on a regular basis.

I receive frequent feedback from my supervisor 
regarding my performance.

The feedback I receive is constructive.

Over the last 12 months, I've experienced 
professional development opportunities as part 

of the admission team.
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• Classes
• Books
• Articles
• Group training
• Staff days / 

onsite training
• HR training 

session
• Working 

breakfast

• Development 
seminars

• Video 
conferences

• Strengths finder 
tests

What types of professional development activities have you experienced as part 
of the admission team?

Activities Percent

Conferences 42%

Mentoring 16%

Team-building 16%

Retreats 15%

Networking events 14%

Professional organization insights / mentoring 7%

Training seminars 4%

Hands-on, practical experiences 3%

Department meetings / collaboration 3%

Presentations / Public speaking 2%

Books 2%

Webinars 2%

Sales Training 2%

In my opinion, the most impactful professional 
development activities are….      [n=100]
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2%

11%

9%

16%

40%

48%

68%

Other

Other

I have not experienced any professional
development activities

Mentoring within a professional organization

Participating in a training webinar

Staff retreats

Attending a conference

Types of Professional Development 



30%

48%

5% 4% 3%

10%

No waiting
period

1 year 2 years 3 years More than 3
years

Don't know

Does your employer offer tuition 
reimbursement for graduate study? 

What is the service requirement before you 

are eligible for tuition reimbursement?

70%

19%

10%

Yes No Don’t know

No requirements or expectations 48%

Continued service beyond completion of 
the degree

20%

Repayment if I leave before fulfilling 
service requirements

15%

Don't know 18%

Which statement best describes the requirements you must 
fulfill if you receive tuition reimbursement for graduate study? 

14
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Graduate Study Tuition Reimbursement



52%

2%

39%

8%

Only available on
our campus

We do not offer
graduate

programs; only
available

elsewhere

I can choose on or
off campus

options

Don't know

Which statement best describes the graduate degree options 
available to you through tuition reimbursement from your 
campus?

What is the nature of the tuition benefits / reimbursement available to you?

43%

7%

20%

21%

10%

100% of tuition costs
covered

75% covered

50% covered

Other

Don't know
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Preparation & Role



Preparation & Role | Highlights

• When considering a typical week in the office, respondents spend most of their time in direct contact 
with prospective students, averaging 43%. Entertaining / interviewing guests on campus is the next 
most frequent task, followed by administrative duties, team meetings, and processing applications. A 
majority of respondents travel most frequently in the fall with most traveling between 4 and 8 weeks. 

• Eighty percent of respondents report that talking with admitted students / parents about their financial 
aid packages is part of their role. When asked if they enjoy said conversations, 42 percent agree, 32 
percent feel neutral, and 27 percent disagree. Seventy-five percent feel well-equipped to discuss 
financial aid packages.

• A little over half of respondents (51%) received 4 days or less of training when they started as an 
admission counselor. This is reflected when respondents are asked if they received sufficient training 
and 38 percent express neutrality or disagreement. Respondents largely agree that they clearly 
understand their personal recruitment goals and what work is expected of them in the admission office. 

• Most agree that they have the necessary tools and resources to do their jobs and deliver optimal 
results. However, nearly a third (29%) of respondents express neutrality or disagreement. Of those who 
feel neutral or disagree, when asked what tools would help them be successful, CRM’s are mentioned 
with the most frequency, followed by more staff, and training. 
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Activity Average time Median Mode

Direct contact with prospective students who are 
not on campus (email / phone / social media) 

43% 41% 50%

Processing applications 7% 5% 0%

Doing data entry 5% 2% 0%

Entertaining / interviewing campus guests 12% 10% 5%

Giving campus tours 3% 2% 0%

Planning travel 6% 5% 5%

Planning events 4% 1% 0%

Planning individual student visits 2% 0% 0%

Analyzing data 4% 2% 0%

Performing other administrative duties 8% 5% 5%

Meeting with your supervisor 4% 3% 5%

Meeting with your team 7% 5% 5%

Working on professional development activities 2% 0% 0%

In a typical week in the office, how much of your time do you spend on the following activities?  
This is a best guess estimate – please be sure your percentages add up to 100% 

18
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80%

Yes No

Does your role involve talking with admitted students / 
parents about their financial aid package?

n=142

25%

13%

50%

29%

17%

32%

8%

18%

1%

9%

Strongly Agree Agree Neutral Disagree Strongly Disagree

I enjoy having conversations about finances with 
admitted students / parents.

I feel well-equipped to have conversations about 
finances with admitted students / parents.

19
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7%

16%

59%

14%

49%

29%

21%

26%

10%

26%

6%
2%

19%

2%
0%

13%

1% 0%

Fall Spring Summer

Don't travel Less than 2 weeks Between 2 and 4 weeks Between 4 and 6 weeks Between 6 and 8 weeks More than 8 weeks

20
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My current role allows me to use my strengths on 
a daily basis to help my office succeed.

My employer has provided sufficient training for 
my position.

I clearly understand what is expected of my work 
in the admission office.

I clearly understand my personal recruitment 
goals for my territory / region.

9% 17%
25%

47%

3%

Less than 1 day 1-2 days 3-4 days More than 4 days Other

41%

39%

17%

24%

41%

46%

46%

59%

13%

14%

21%

10%

5%

2%

13%

6%

4%

1%

Strongly Agree Agree Neutral Disagree Strongly Disagree

How much training did you receive when you started as an admission counselor? 
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What tools would you need to be most successful in your 
job that are not currently available to you?          
[shown if neutral, disagree or strongly disagree]

13% 59% 13% 14% 2%

0% 20% 40% 60% 80% 100%

Strongly Agree Agree Neutral Disagree Strongly Disagree
I have the necessary tools and 

resources to do my job and 
deliver optimal results. 

Tools                                                                   n=50 Percent

CRM / Efficient CRM / Better CRM 22%

More staff 12%

Training 10%

Up-to-date technology / better technology 6%

Useful connections to other departments / more 
collaboration

6%

Consistency / templates and established processes 6%

More time 6%

CRM training 6%

Access to historic data 4%

Access to data 4%

Student workers 4%

Financial resources 4%

Professional development 4%

Mass texting / texting capability 4%
22

Availability of Tools & Resources



Organizational Culture and 
Departmental Climate



Organizational Culture and Departmental Climate | Highlights

• When examining culture and departmental climate, 80 percent agree that their office is a positive place 
to work and 88 percent agree that the mission of their institution helps them believe that they are 
serving a noble cause. 

• Nearly all respondents (93%) agree that their colleagues are committed to serving with excellence.

• Eighty-nine percent agree that they have at least one person in the office that they consider a personal 
friend.

• Eighty-two percent feel empowered to do what is expected of them and feel a sense of urgency to 
achieve personal enrollment goals. 
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26%

54%

52%

58%

56%

36%

41%

30%

14%

6%

6%

10%

4%

4%

2%

1%

1%

1%

Strongly Agree Agree Neutral Disagree Strongly Disagree

The overriding mission of the college / university 
helps me believe I’m serving a noble cause.

I believe my colleagues in the admission office are 
committed to serving students with excellence.

There is at least one person in the office that I 
would consider a personal friend.

I am empowered to do what is expected of me.

34%

36%

32%

48%

44%

52%

12%

13%

13%

6%

6%

3%

0%

1%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

My ideas are valued by my co-workers in the 
admission office.

My office is a positive place to work.

I feel a sense of urgency / pressure to achieve my 
personal enrollment goals.

25
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Job Satisfaction



Job Satisfaction | Highlights

• Seventy-six percent of respondents agree that they enjoy their current position. Of those 24 percent 
that express a neutral stance or disagree, having their employer listen to them and receiving better pay 
emerged most frequently as ways their employer could increase their enjoyment. 

• The top three most enjoyable aspects of the job are direct contact with prospective students (60%), 
meeting with the team (51%), and entertaining / interviewing campus guests (51%). The three least 
enjoyable aspects of the job are doing data entry (54%), performing other administrative duties (27%), 
and planning travel (24%). 

• Not many agree (16%) that there is a clear career path beyond their current position at their 
institution. Of those that do, 70 percent indicate that the career path was not explained to them when 
hired. A little over half of all respondents (53%) hope to be promoted in the admission office. For those 
that hope for promotion, a position supervising admission counselors is selected most frequently as the 
most appealing leadership duty followed by helping to determine admission recruitment strategy. 

• Eighty-four percent of respondents feel neutral or disagree that they see themselves working for the 
admission office at their current institution in 5 years. Of those respondents, half indicate uncertainty or 
no plans to pursue a career path in higher education. 

• An increase in pay (74%), a clear career path (39%), and professional development (26%) are the top 
three choices reported as leading to an increase in overall job satisfaction. 

27



54%

27% 24%

Doing data entry Performing other
administrative duties

Planning travel

60%

51% 51%

Direct contact with
prospective students who
are not on campus (email

/ phone / social media)

Meeting with your team Entertaining /
interviewing campus

guests

24% 52% 16% 7% 1%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Strongly Agree Agree Neutral Disagree Strongly Disagree

I enjoy my current position.

The most enjoyable part of my job is:
(please select your top three)

The least enjoyable part of my job is:
(please select your bottom three)

What could your employer do to increase your enjoyment?

• Open to new ideas / Listen to employees (7)
• Better pay (5)
• Keep morale high / Positive work culture (4)
• More incentives (3)
• Support work/life balance (2)

28
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3%

3%

7%

13%

13%

15%

15%

15%

16%

17%

19%

19%

51%

51%

60%

Doing data entry

Other

Planning individual student visits

Processing applications

Other

Planning events

Performing other administrative duties

Meeting with your supervisor

Giving campus tours

Analyzing data

Working on professional development activities

Planning travel

Entertaining / interviewing campus guests

Meeting with your team

Direct contact with prospective students who are not on…

• Travel (6)
• Communications (3)
• Working with / 

counseling enrolled 
students (3)

• Meeting with students 
while traveling (3)

• Recruiting events (2)

• Travel
• Communications
• Building relationships 

with students and 
families (2) 29

The most enjoyable part of my job is: (please select your top three)

Most Enjoyable Aspects of Your Job



4%

4%

5%

5%

6%

11%

13%

15%

15%

18%

19%

21%

24%

27%

54%

Working on professional development activities

Planning individual student visits

Meeting with your team

Other

Entertaining / interviewing campus guests

Meeting with your supervisor

Planning events

Other

Direct contact with prospective students who are not on…

Giving campus tours

Analyzing data

Processing applications

Planning travel

Performing other administrative duties

Doing data entry

• Phone calls (5)
• Financial aid conversations (3)
• Financial aid (3)
• College fairs (2)
• Travel (2)
• Stressful or negative work 

environment (2)

• Phone calls (2)
• n/a
• Too much “sales”
• Work with incomplete data
• Little room to grow
• Stress to hit numbers
• High turnover
• Working with athletes
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The least enjoyable part of my job is: (please select your bottom three)

Least Enjoyable Aspects of Your Job



28%
23%

16%
11% 9%

3% 3% 3% 2% 1%

No Not Sure Student
Affairs

Faculty Enrollment /
Retention

Athletics Other Advancement Retention Financial Aid

There is a clear career path beyond my current position 
here at my institution.

1%

15% 30% 31% 23%

0% 20% 40% 60% 80% 100%

Strongly Agree Agree Neutral Disagree Strongly Disagree

This career path was explained to me at the time of my 
hiring.

30%

70%

Yes No

I see myself working for the admission office at my current institution in 5 years.

4% 12% 28% 29% 27%

0% 20% 40% 60% 80% 100%

Strongly Agree Agree Neutral Disagree Strongly Disagree

Are you considering one of the following career paths in higher education?
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74%
66%

42%
31%

25% 21% 21% 19% 14%
6%

Supervising
admission
counselors

Helping to
determine

admission and
recruitment

strategy

Marketing and
publications

Organizing
campus guest
experiences

Analyzing data Social media Recruiting
international

students

Managing a
larger territory

Recruiting
transfer
students

Other

23% 30% 33% 10% 4%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Strongly Agree Agree Neutral Disagree Strongly Disagree

I hope to be promoted in the admission office.

Which leadership duties appeal to you as you think about continuing your career in admission work?  

(check all that apply)

n=91
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Please select the top three choices that would increase your overall job satisfaction: 

(If you do not see choices that apply to you, please specify what would increase your satisfaction using the "other" response fields.)

1 Increase in pay

2 A clear career path at your current institution

3 Professional development

1%

5%

7%

9%

11%

12%

15%

15%

16%

17%

20%

22%

22%

22%

26%

39%

74%

Other

Other

Increased independence in your position (autonomy)

Greater inclusion in recruitment planning

More support

Improved professional work space

More in-depth training

Less travel

Change in the office culture

Better communication

Better benefits

Recognition for your work

Increased paid time off

Leaving work at work (business hours)

Professional development

A clear career path at your current institution

Increase in pay
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Trends
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Trends
Getting To Know You

• This year we see a 7% increase in respondents that have a Master’s degree and a slight decrease in 
respondents that started their position soon after graduation (from 29% starting their position immediately 
after graduation in 2015 to 16% reported in 2019).

• There is a slight decrease in the respondents captured that served in the admission office as an 
undergraduate, from 35% in 2015 to 22% in 2019.

• There is a larger proportion of female respondents (63%) than in 2015 where females made up half of 
respondents.

Support

• We see an increase in those who feel neutral or disagree that they have a colleague (not supervisor) who 
consistently challenges them and encourages professional growth, from 28% in 2015 to 41% in 2019.

• Responses related to the relationship between the respondent and supervisor remain very similar from 2015 to 
2019. This is an area that continues to have room for growth. 

• Slightly more employees are reported as offering tuition reimbursement (from 65% to 70%), and uncertainty 
around these policies has decreased while we see an increase of those institutions that don’t have 
requirements or expectations (from 32% to 48% in 2019) for tuition reimbursement.

• There is a ten percent increase in respondents reporting that their institution covers 100 percent of tuition 
costs (from 33% in 2015 to 43% in 2019).



Trends

Preparation & Role

• The time reported spent on tasks in a typical week remains very similar, we do see a slight drop in respondents 
reporting discussing financial aid packages with admitted students / parents (from 84% to 80%). 

• Time on the road in the fall, spring, and summer is similar to what was reported in 2015. There is a slight 
decrease in the time reported on the road for the spring and summer while fall travel remains close to reports 
from 2015. We see a shift from 12% reporting no travel in the spring to 16% in 2019. Similarly, there is a shift 
from 51% not traveling in the summer to 59% in 2019.

• There is a slight increase in reports of having more than 4 days of training from 41% in 2015 to 47% in 2019. 
Twelve percent more respondents in 2019 agree that they have the tools and resources to do their job and 
deliver optimal results in comparison to those surveyed in 2015. 

Organizational Culture and Departmental Climate

• There is a slight increase in expression of neutral feelings or disagreement (from 4% in 2015 to 11% in 2019) 
in regards to having one person in the admission office considered a personal friend. 

• We see a similar pattern with respondents thoughts about the mission helping them believe they are serving a 
noble cause. Expressions of neutrality and disagreement increased slightly from 7% in 2015 to 12% in 2019.
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Trends

Job Satisfaction

• The top 3 most enjoyable aspects of the job remain the same. The least 3 enjoyable also remain the 
same with a small shift. Planning travel has replaced processing applications as the third least enjoyable 
aspect of the job. 

• Expressions of neutrality and disagreement increased from 2015 to 2019 from 77% to 85% when 
respondents are asked about a clear career path. We see the same pattern when respondents are asked 
about seeing themselves working in the admission office at their institution in 5 years (a 10% increase 
in neutrality or disagreement from 2015 to 2019). 

• Of those respondents that don’t see themselves working in the admission office in 5 years, interest 
in enrollment / retention has dropped by ten percent as has interest in becoming faculty. Interest in 
student affairs has dropped by 8% since 2015. However, two response options were added to the 
2019 survey—No, Not sure. 

• The top 3 choices to increase overall job satisfaction remain the same from 2015 to 2019 with a small 
shift in placement. A clear career path overtook professional development as the second choice that 
would increase overall job satisfaction. 
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Implications



Implications for Enrollment Leaders

• There should be high urgency about creating clear pathways for growth in responsibility, title, professional 
development and compensation in order to keep talented staff motivated and engaged.

• Admission counselors see conferences like NACCAP as the best sources of professional development; how can 
you make it a priority they attend AND maximize their time at the conference?

• Intentional approach to who attends what

• Assigned reporting out about what they learned when you return from the conference

• Ongoing accountability for applying what they learned (not just the counselor but the whole team as 
applicable)

• Most respondents seem clear about their goals and what is expected of them when it comes to their territories; 
how can you create the same type of clarity about professional development and paths to careers?

• Clearly diversity on our admissions teams has not kept pace with diversity on many NACCAP campuses. How 
do we impact this, considering the changing demographic landscape?

• Identify potentially great student workers early in their college career. Many will stay on throughout their 
student journey and provide a great feeder system into staffing needs.

• There are still training deficits many places impacting the effectiveness, confidence and job satisfaction of our 
admissions professionals.
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