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Who Should Read This

• Enrollment Managers

• Admissions Directors 
and Leadership

• Staff Members in Charge 
of Managing the CRM for 
Campus Visits

• Staff Members with 
Oversight of the 
Admissions Website

An Audit of Your Online Registration Process for Visitors
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LEGAL CAVEAT

EAB Global, Inc. (“EAB”) has made efforts to 
verify the accuracy of the information it provides 
to members. This report relies on data obtained 
from many sources, however, and EAB cannot 
guarantee the accuracy of the information 
provided or any analysis based thereon. In 
addition, neither EAB nor any of its affiliates 
(each, an “EAB Organization”) is in the business 
of giving legal, accounting, or other professional 
advice, and its reports should not be construed as 
professional advice. In particular, members 
should not rely on any legal commentary in this 
report as a basis for action, or assume that any 
tactics described herein would be permitted by 
applicable law or appropriate for a given 
member’s situation. Members are advised to 
consult with appropriate professionals concerning 
legal, tax, or accounting issues, before 
implementing any of these tactics. No EAB 
Organization or any of its respective officers, 
directors, employees, or agents shall be liable for 
any claims, liabilities, or expenses relating to (a) 
any errors or omissions in this report, whether 
caused by any EAB organization, or any of their 
respective employees or agents, or sources or 
other third parties, (b) any recommendation by 
any EAB Organization, or (c) failure of member 
and its employees and agents to abide by the 
terms set forth herein.

EAB is a registered trademark of EAB Global, Inc. 
in the United States and other countries. Members 
are not permitted to use these trademarks, or any 
other trademark, product name, service name, 
trade name, and logo of any EAB Organization 
without prior written consent of EAB. Other 
trademarks, product names, service names, trade 
names, and logos used within these pages are the 
property of their respective holders. Use of other 
company trademarks, product names, service 
names, trade names, and logos or images of the 
same does not necessarily constitute (a) an 
endorsement by such company of an EAB 
Organization and its products and services, or (b) 
an endorsement of the company or its products or 
services by an EAB Organization. No EAB 
Organization is affiliated with any such company.

IMPORTANT: Please read the following.

EAB has prepared this report for the exclusive 
use of its members. Each member acknowledges 
and agrees that this report and the information 
contained herein (collectively, the “Report”) are 
confidential and proprietary to EAB. By accepting 
delivery of this Report, each member agrees to 
abide by the terms as stated herein, including 
the following:

1. All right, title, and interest in and to this 
Report is owned by an EAB Organization. 
Except as stated herein, no right, license, 
permission, or interest of any kind in this 
Report is intended to be given, transferred to, 
or acquired by a member. Each member is 
authorized to use this Report only to the 
extent expressly authorized herein.

2. Each member shall not sell, license, republish, 
distribute, or post online or otherwise this 
Report, in part or in whole. Each member shall 
not disseminate or permit the use of, and shall 
take reasonable precautions to prevent such 
dissemination or use of, this Report by (a) any 
of its employees and agents (except as stated 
below), or (b) any third party.

3. Each member may make this Report available 
solely to those of its employees and agents 
who (a) are registered for the workshop or 
membership program of which this Report is a 
part, (b) require access to this Report in order 
to learn from the information described herein, 
and (c) agree not to disclose this Report to 
other employees or agents or any third party. 
Each member shall use, and shall ensure that 
its employees and agents use, this Report for 
its internal use only. Each member may make 
a limited number of copies, solely as adequate 
for use by its employees and agents in 
accordance with the terms herein.

4. Each member shall not remove from this 
Report any confidential markings, copyright 
notices, and/or other similar indicia herein.

5. Each member is responsible for any breach of 
its obligations as stated herein by any of its 
employees or agents.

6. If a member is unwilling to abide by any of the 
foregoing obligations, then such member shall 
promptly return this Report and all copies 
thereof to EAB.
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About EAB

EAB is a best practices firm that uses a combination of research, technology, 
and data-enabled services to improve the performance of more than 1,300 
educational organizations. EAB forges and finds the best new ideas and proven 
practices from its network of thousands of leaders and then customizes and 
hardwires them into every level of member organizations, creating enduring 
value. For more information, visit eab.com.

About the Enrollment Management Forum’s Marketing and Recruiting 
Effectiveness Center (MREC)

MREC is EAB’s new research resource for enrollment teams, supporting 
strategic decision-making and targeted improvement efforts in marketing and 
recruiting. Our research team continually evaluates existing and emerging 
ideas and pinpoints those that are the most viable.

MREC shares new findings each quarter through a suite of deliverables, 
including:

• Short research briefs and white papers

• Live webinars

• Expert takes on emerging issues

• Decision-making tools and discussion guides

https://www.eab.com/


©2018 by EAB. All Rights Reserved. 36232D 3 eab.com

Treat the Registration Portal as the Digital Front Door to Your Campus

Registration Experience Self-Assessment: Overview

The Visit Begins at Registration

For many prospects and their families, your campus pages and visit registration system are the first real 
interaction they have with your institution. This means the look, feel, and usability of your pages set the 
tone for the rest of their relationship with the institution. Visitors to your website will also subconsciously 
compare the visit scheduling experience to their other online transactions and registrations, meaning you 
should pay attention to current norms outside of higher education:

• Eventbrite offers a seamless, one-click way to add events to calendars from confirmation emails

• Retailers such as Amazon send nearly instant confirmation emails after any transaction takes place

• Airlines and travel companies send confirmation accompanied with “things nearby” info for travelers

Design & Usability Ease of Completion Information Delivery

Registration Experience Audit Elements

Important Considerations:

• Look and feel of the pages and 
forms themselves

• Ability to use the system on 
most or all device types

• Ease of locating registration 
on the institution website

Important Considerations:

• Balance between gathering info 
and creating a simple process

• Amount of time required to 
complete a registration

• Way the form design creates an 
intuitive registration process

Important Considerations:

• Easy-to-find event and school 
information during registration

• Clear ways to get help or make an 
appointment change/cancellation

• Timely follow-up once a visit has 
been scheduled

This activity should take 30-45 minutes to complete.

You will need this audit document, a desktop computer, 
a tablet, a mobile phone, and a timing device/stopwatch.

https://www.eab.com/
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Calculating Your Improvement Opportunity Score

Registration Experience Self-Assessment: Overview

How to Use This Tool

This audit is intended to help focus attention on important areas for improvement and should be 
considered an indicator of patterns rather than a definitive score. You will work through this audit to 
create an improvement opportunity score. The higher the score, the greater the opportunity is for making 
strategic changes to that area. There are two types of self-assessment questions on this audit. 

Type 1: Scoring Questions
This uses a simple three-item scale to assess each statement. Do not choose “consistently true” unless 
you feel the page you are auditing reflects the statement 100%. The scale is explained below:

Sample

My website has bright, appealing photography.

Type 2: Measurement Questions
These questions ask you to measure or count some aspect of your website. You will need to write the 
corresponding value in the blank provided next to the question on the checklist. 

Sample
The number of clicks required to navigate to 
the registration system from the main page.

This statement is consistently true.

This statement is sometimes true.

This statement is not at all true.

These responses are then translated into point values that contribute to your improvement opportunity 
score. Conversion details are included in the final portion of this self-assessment.

https://www.eab.com/
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Registration Experience Self-Assessment

Design & Usability

All Admissions pages on the website have a 
consistent template and look.

All Admissions pages on the website align with 
the overall institutional branding.

The Admissions pages incorporate bright, 
appealing photography.

Aesthetically pleasing imagery makes up at least 
20% of the content on the visit landing page.

Average number of graphic elements distorted,
pixelated, or skewed per page (check 3+ pages).

The Look

Navigation

It is obvious where to go from any page in order 
to register for a campus visit or other event.

The number of clicks required to navigate to the 
registration from the university main page.

The Admissions website shows the path a visitor 
took to get to a given page (e.g., A > B > C).

Usability

The Admissions pages on the website are 
responsive to all device types (esp. mobile).

The registration form or system itself is 
responsive to all device types (esp. mobile).

The registration form or system has few images 
or large elements, allowing it to load quickly.

Registration form labels (e.g., “name” or “email”) 
are intuitively placed to help visitors register.

The website and registration form or system are 
both accessible to users with disabilities.

The purpose of each page on the Admissions site 
is clear without substantial effort.

Total Score:

Comments

Work through the following items using the three-item scale (consistently, sometimes, not at all) or a 
specific measurement to answer each statement. Make comments to the side when you come across any 
areas you notice need changes. Unless otherwise noted, start on the main Admissions homepage.

https://www.eab.com/
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Registration Experience Self-Assessment

Ease of Completion

Ease of Use

The registration form asks new prospects only
for information essential to the visit or event.

The registration system warns visitors early if 
there is specific information they need to gather.

The registration form makes it clear which 
details are optional or required.

The form’s flow of questions is intuitive (e.g., 
contact info before program or major questions).

The registration system breaks long forms into 
shorter portions (e.g., contact info, date, etc.).

The form validates errors as they are made so 
a visitor can easily correct them.

Time to Complete

Length of time (minutes) it takes to complete a 
registration on a laptop/desktop computer

Length of time (minutes) it takes to complete 
a registration on a tablet

Length of time (minutes) it takes to complete 
a registration on a mobile phone

Average length of time (minutes) to complete 
a registration (laptop + tablet + mobile / 3)

Work through the following items using the three-item scale (consistently, sometimes, not at all) or a 
specific measurement to answer each statement. Make comments to the side when you come across any 
areas you notice need changes. Unless otherwise noted, start on the registration page itself.

You should create a fake persona to register using three different 
devices. This will ensure that variations in the time to complete 
are based on the device rather than the information being input. 
Start the timer at the same point for each of the three tests.

Field Count

Number of required fields. (Count text boxes, 
drop-down menus, check-box questions, etc.)

Number of optional fields. (Count text boxes, 
drop-down menus, check-box questions, etc.)

Total Score:

Comments

https://www.eab.com/
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Registration Experience Self-Assessment

Information Delivery

It is possible to determine target audience for 
each visit/event without opening more links.

The visit and events pages clearly help visitors 
determine which offerings to attend.

There are at least two ways on each page to get 
in touch with Admissions for help or questions.

It is clear how to modify or cancel a reservation 
for any registration a visitor might make.

Work through the following items using the three-item scale (consistently, sometimes, not at all) or a 
specific measurement to answer each statement. Make comments to the side when you come across any 
areas you notice need changes. Unless otherwise noted, start on the main Admissions homepage.

Finding Info

Follow-Up Info
The length of time (in hours) it takes to receive 
a confirmation after making a reservation

The confirmation email includes instructions to
change or cancel the reservation.

The confirmation email includes clear descriptions 
of what to expect on the day of the visit/event.

The confirmation email explains how to arrive 
(parking, driving/public transit directions, etc.).

A reminder message goes out at least 48 hours
ahead of the appointment a visitor makes.

Total Score:

Comments

You have reached the end
of the self-assessment.

Scoring details are on the next page.

https://www.eab.com/


©2018 by EAB. All Rights Reserved. 36232D 8 eab.com

Calculate Your Improvement Opportunity Score in Each Area

Registration Experience Self-Assessment

Scoring Your Self-Assessment

1 point 2 points 3 points

It is obvious where to go from any page in order 
to register for a campus visit or other event.

The number of clicks required to navigate to the 
registration system from the main page

The Admissions website shows the path a visitor 
took to get to a given page (e.g. A > B > C).

Navigation

Convert your self-assessment marks to a score by assigning the following values to each category:

Add these points to any values you wrote directly on a blank (_______) to find your total improvement 
opportunity score for each page. The sample below illustrates this procedure:

x

x

6

1 point

6 points

2 points

9 total points

With your final scores tabulated, turn to the last 
page to identify the areas that should be your 
strategic priorities for improving your event 
registration system and communications.

https://www.eab.com/
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Identifying the Places Where Intervention Will Result in Big Gains for Visitors

Registration Experience Self-Assessment

My Team’s Improvement Opportunity Scores

Your improvement opportunity scores for each section will guide your efforts by showing you where 
you fall on the scales below. EAB recommends targeting the highest scores first in order to make 
the largest impact on registrant experience.

Tip: This summary page can be a useful tool to take to meetings to provide sample evidence 
of why your institution’s registration experience may need improvement or adjustment.

12 – 19 Your registration experience 
scored very well! Nothing needs to be 
done in this area.

20 – 27 Visitors will benefit from your 
targeted improvement. Focus on any 
subsection with clustered points.

28 – 36 Visitors experience significant 
challenges with your registration. Focus 
on broad usability and design changes. 

36+ Your registration experience is 
not designed for usability; EAB 
recommends a total strategic redesign.

Design & Usability

20 – 31 Your registration experience 
scored very well! Nothing needs to be 
done in this area.

32 – 43 Visitors will benefit from your 
targeted improvement. Focus on any 
subsection with clustered points.

44 – 55 Visitors find completing this 
registration cumbersome; make all-
over changes to increase the simplicity 
of finishing registration.

55+ Your registration experience is far 
too difficult, and EAB recommends a 
redesign to make registration easier.

Ease of Completion

8 – 14 You already give visitors good 
information in a timely fashion. No 
changes are needed unless you have 
specific details you want to add.

15 – 21 Visitors will benefit from a 
little more information built into your 
current pages and confirmations, so 
add FAQs or important details to what 
you already offer.

22+ Your visitors (a) struggle to find 
the information they need or (b) want 
more follow-up than they get. EAB 
recommends building more information 
into your approach.

Information Delivery

I have no critical areas. Even if your 
assessed site scores very low in all 
areas, you can take the highest scoring 
element(s) in each section and work 
with your team to improve those areas. 
This self-assessment gives clear ideas 
about what considerations matter most.

I reached a very high score. This 
does not mean the registration site is 
bad—sometimes usability or form flaws 
are the result of vendors, IT rules, etc. 
Start with things wholly in your control 
first before tackling others, and set 
goals to systematically work through 
the highest-scoring sections.

Gut Check

https://www.eab.com/
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Advisors to Our Work

With Sincere Appreciation

The Enrollment Management Forum is grateful to the individuals and organizations that shared their 
insights, analysis, and time with us. We would especially like to recognize the following individuals 
for being particularly generous with their time and expertise.

Baylor University
Dr. Sinda Vanderpool
Associate Vice Provost 
for Academic Enrollment 
Management

Ross VanDyke
Director of Admissions 
Recruitment

Jessica King Gereghty
Assistant Vice President of 
Undergraduate Admissions 
and Enrollment

Lynn Wisely
Director of Undergraduate 
Enrollment Initiatives

Central Michigan University
Steven Johnson
Vice President Enrollment 
and Student Services

Clarion University
Carrie Thompson
Assistant Director of Admissions

Clemson University
Kaela Gardner
Freshman Admissions Counselor 

Jessie Hackel
Experience Clemson 
Center Coordinator

Gettysburg College
Gail Sweezey
Director of Admissions

Hamline University
Mai Nhia Xiong-Chan
Dean of Undergraduate 
Admission and Financial Aid

Hendrix College
Jennifer McKenzie
Associate Director of 
Campus Visitation

Lynn University
Tierra Thompson
Campus Visit Coordinator

Metropolitan State 
University of Denver
Vaughn Toland
Director of Admissions

Northern Arizona University
Chad Eickhoff
Director of Undergraduate 
Admission

Chris Phillips 
Assistant Director, 
Welcome Center

Sara-Jean Gilbert
Assistant Director of Admissions

Primacy
Jeff Johnson
SVP of Strategic Practices / 
Managing Director

Regis University
Kim Frisch
Dean of Admissions

Render Experiences
Jeff Kallay
Principal

University of Colorado 
Colorado Springs
Chris Beiswanger
Director of Admissions

University of North 
Carolina at Charlotte
Tina McEntire
Associate Provost of 
Enrollment Management

University of Texas at Austin
James Tolleson
Assistant Director of Admissions 
& Director of Visitor Services

Wartburg College
Edith Waldstein
Vice President of 
Enrollment Management

Todd Coleman
Assistant Vice President 
for Admissions

William Paterson University
Daniel Baker
Admissions Counselor

https://www.eab.com/
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