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LEGAL CAVEAT 

EAB is a division of The Advisory Board Company. 
The Advisory Board Company 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 The Advisory 
Board Company cannot guarantee the accuracy of 
the information provided or any analysis based 
thereon. In addition, The Advisory Board 
Company is not in the business of giving legal, 
medical, 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, medical, tax, or accounting issues, before 
implementing any of these tactics. Neither The 
Advisory Board Company nor its officers, 
directors, trustees, employees, and agents shall 
be liable for any claims, liabilities, or expenses 
relating to (a) any errors or omissions in this 
report, whether caused by The Advisory Board 
Company or any of its employees or agents, or 
sources or other third parties, (b) any 
recommendation or graded ranking by The 
Advisory Board Company, or (c) failure of 
member and its employees and agents to abide 
by the terms set forth herein. 

The Advisory Board Company, EAB, and Education 
Advisory Board are registered trademarks of The 
Advisory Board Company in the United States and 
other countries. Members are not permitted to 
use this trademark, or any other trademark, 
product name, service name, trade name, and 
logo of The Advisory Board Company without prior 
written consent of The Advisory Board Company. 
All 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 The Advisory Board Company and its products 
and services, or (b) an endorsement of the 
company or its products or services by The 
Advisory Board Company. The Advisory Board 
Company is not affiliated with any such company. 

IMPORTANT: Please read the following. 

The Advisory Board Company 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 
The Advisory Board Company. By accepting 
delivery of this Report, each member agrees to 
abide by the terms as stated herein, including 
the following: 

1. The Advisory Board Company owns all right, 
title, and interest in and to this Report. 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, 
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 The Advisory Board Company. 
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Advancement Forum 

Practice in Brief 
This process aids in the identification of alumni volunteers working across campus. Alumni relations 
staff offer central services to support decentralized units with alumni programming. In exchange, 
staff report the names of alumni they engaged to access these benefits.  

Rationale 
Most institutions lack adequate protocols to track the involvement and service of alumni who are engaged as 
volunteers and leaders across decentralized divisions, such as academic schools, student affairs departments, and 
other campus units. As a result, alumni relations leaders often lament failure to present a united and coordinated 
front to alumni, and advancement CRM systems lack valuable intelligence on engagement and affinity. This practice 
helps central alumni staff discover colleagues across campus who are engaging alumni and build relationships to 
enhance their work. Stakeholders range from individual faculty members who invite alumni into their classrooms to 
student affairs staff to unit-based engagement staff. 

 

Implementation Considerations 
This practice consists of three components:  

#1: Creation of the Campus Alumni Engagement Form 

#2: A communication plan that comprises regular e-mail updates after events with high alumni attendance 

#3: Design and delivery of incentives to encourage partnership with central alumni relations staff, including a 
package of helpful benefits and high-quality customer service 

 

Resource Considerations 
The first and second components together take about five hours a year to implement, including working with web 
staff to create an online form to collect data and executing on a communications plan.  

The third component is an ongoing process that will vary by campus, based on the complexity of benefits offerings 
and the size of your institution. In most cases, however, these simple manual tasks can be delegated to student-
workers or clerical staff; at a small liberal arts college like the University of San Diego, this consists of as little as 
mailing a dozen thank-you cards on university stationary each month.  

 

Profiled Institution:  

University of San Diego in San Diego, CA 
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Haunted by Ghost Volunteers 

Alumni Volunteers Hiding in Plain Sight Across Campus 

 Source: EAB interviews and analysis.  
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Most Institutions Host Poorly-Stewarded Volunteer Roles 
Outside Advancement Division 

Departments 

Dining Services 

Bookstore 

Facilities/Grounds 

Academic 
Affairs 

Student Affairs 
and Enrollment 
Management  

External 
Relations and 
Advancement 

Decanal search 
committee 

Entrepreneurship 
curriculum 
taskforce 

Student 
organization 

advisor 

University 
archives 
volunteer 

Administrative 
and Business 
Operations 

Student orientation 
panelist 

Admissions 
yield event 

host 

Student-athlete 
motivator 

First-
generation 

student tutor 

Student leader 
mentorship 
program 

Pro bono 
sustainability 
consultant 

Geology 
museum 

tour guide 

Marching 
band alumni 

board 

Arts festival 
steering 

committee 

Business 
community 
ambassador 

HR emeritus 
and retiree 

group 

Parents 
Council  

Distinguished 
professor awards 

committee 

Women and 
Philanthropy 
giving circle 

Class agent 

Flowerbed 
maintainer 

Nursing dean’s 
advisory board 

Merit scholarship 
essay reader 

LGBTQ reunion 
organizer 

Hands-on community 
day of  service 

Church and ministry 
partnership council 

International 
student host family 

Student send-
off ceremony 

planner 

Service 
trip 

chaperone 

Cancer Center 
patient advocate 

Career center 
resume 
reviewer 

Agriculture 
extension speaker 

Visitor center 
greeter 

Workplace 
extern host 

Architecture alumni 
networking host 

Diverse supplier 
vendor initiative 

committee 

Staff 
leadership 
academy 
speaker 

Planned giving 
advisory board 

Tech 
transfer 
advisor 

Fraternity 
alumni 
board 

Guest lecturer 

Admissions 
interviewers 

Home-
coming 
planning 

committee Debate coach 

Athletics 
event 
usher 

Regional and 
affinity club 

leaders 

Most campuses feature a 
substantial contingent of “ghost 
volunteers”, alumni giving time 
and talent to academic schools, 
student affairs departments, and 
other units, especially as one-
time speakers, panelists, or 
event assistants. The service of 
these individuals is largely 
unknown to alumni relation and 
development staff, causing their 
records to reflect inaccurately 
low engagement (and 
consequently depressing affinity 
ratings), and leaving most of 
these volunteers stewarded 
inconsistently or not at all.  

Moreover, many institutions 
struggle with rivalrous tension 
between central alumni relations 
or alumni associations and 
decentralized units, over a 
perception that the former seeks 
to tightly control access to 
alumni by the latter. In most 
cases, alumni relations seeks to 
promote high-quality volunteer 
experiences, but may 
unwittingly gain the reputation 
as a bottle-neck from those 
units seeking to collaborate to 
engage alumni, while campus 
stakeholders hoard their 
relationships lest they be 
“stolen” by central advancement 
or solicited for funds.  

This challenge will only grow as 
alumni seek increasingly 
segmented volunteer and 
leadership opportunities that 
pertain to their particular area  
of affinity.  
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Incentivizing Campus Partners to Name Names 

Trading Information for Recognition and Scaling 
Stewardship for Decentralized Volunteer Managers 

Seeking to identify “ghost 
volunteers” and to foster a 
positive ethic of collaboration 
between the alumni association 
and the rest of the institution, 
the University of San Diego 
Alumni Association created the 
Campus Alumni Engagement 
Form. Three times a year, after 
flagship university events that 
engage many alumni 
volunteers (like Homecoming 
and Parent & Family Weekend), 
alumni staff e-mail the form to 
the entire campus community.  

Mindful of the potential 
protectiveness towards alumni, 
they thank faculty and staff for 
their efforts in engaging 
alumni. They then highlight a 
slew of ways that the alumni 
association can support their 
efforts and their alumni 
volunteers, but can only access 
if they fill out the form.  

For example, alumni 
association staff will send the 
volunteer a thank-you note on 
behalf of the university, deliver 
a year-end gift, and validate 
parking. If unit-based staff fill 
out the form in advance of the 
event, they will even arrange 
free parking for the volunteers. 
By highlighting these 
incentives, units want to fill out 
the form to ensure their 
volunteers get recognized and 
to take care of these tasks for 
them.   

 

 Source: EAB interviews and analysis.  
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University of San Diego’s Process to Identify Volunteers 
Key Components 

Thank faculty and staff for engaging alumni 

Highlight how Alumni Association can support their efforts next 
time or in follow-up:  

• Arrange parking for alumni visitors 

• Provide appreciation gift for speakers/presenters 

• Send a year-end thank you note from the university to all 
alumni volunteers  

Ask units to complete Campus Alumni Engagement Form to 
access these benefits  

Send e-mail three times a year after university events that 
engage many alumni volunteers  

 Alumni name, contact information, 
class year if known 
 

 Date, time, and location of events 
 

 Other staff, alumni, or faculty 
participants in program 
 

 Description of capacity or role alumni 
volunteer is fulfilling 
 

 Specific requests, questions, or notes 

Key Information Collected 
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Just the First Step of a Larger Cultural Change 

Fostering a More Clear Division of Responsibility This practice effectively 
repositions the alumni 
association as a valuable 
resource to staff and faculty. In 
effect, it becomes a single-
source “shared service” for 
volunteer recognition for the 
rest of campus.  

This approach, in which the 
form is perceived as a means 
to secure benefits rather than 
as an effort to gather data or 
tread on unit autonomy, has 
been critical in in getting 
campus partners to respond.  

In the three years since 
implementation, the form has 
helped to uncover many “ghost 
volunteers.” This service is 
now logged in alumni records. 
When alumni relations staff 
notice frequent submissions 
and discover a recurring 
volunteer role, they will 
contact that unit leader and 
offer to help with the volunteer 
experience, in some cases 
even offering funds or staff 
support to improve it.  

This strategy has inflected the 
perceived credibility of the 
Alumni Association on campus; 
many units now proactively 
reach out to the Alumni 
Association when they need 
help or assistance. 

 

 
Source: EAB interviews and analysis.  
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350 94 
Number of alumni 
volunteers discovered 
through form in first 
three years, 
representing 32% of 
annual volunteers  

Unique submissions 
from campus units, 
over half from 
individual faculty 
members 

The Form is Just The Beginning 

“Years ago, we had a reputation as not being a collaborative and 
collegial partner to the rest of campus. The attitude was that if 
other people told us about the alumni they were engaging, then we 
would – God forbid – ask them for money… 

With the Campus Alumni Engagement Form and all that it has led 
to, we’ve really broken those barriers. The message is we don’t 
want to own and control all of alumni relations on campus. We see 
ourselves as a resource and a connector and a partner. There’s not 
10 alumni relations staff – there’s 2000. Every staff and faculty 
member is an alumni relations representative.”  

Charles Bass 
Senior Director of Alumni Relations 

Results From the Campus Engagement Form 
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Sample Documentation 
Engagement Tracking Form Template 
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Source: Adapted from form used by the University of San Diego; EAB interviews and analysis. 

  

Sample Campus Alumni Engagement Form 

To see the University of San Diego’s form online, click here. Below is an adapted form for your campus. Be sure 
to determine staff workflow for processing this data and fulfilling volunteer benefits before publishing the form.   

Name E-mail 

Phone Title 

Department/Unit 

Your Role on Campus 

Campus Partner Information 

Faculty Member Staff or Administrator 

Student-Leader or Student Worker 

Volunteer Leader 

Location  

(e.g., office, classroom) 

Other (please describe: _____________) 

Program/Event Information 

Program Date 

Program Time 

Program Location 

Total Number of 
Anticipated Attendees. 
Include students, alumni, 
faculty/staff, etc.  

Speaking opportunity/presentation 

Mentorship or networking 

Event assistance 

Fundraising 

Other (please describe: _____________) 

-- Select --  

-- Select --  

In what capacity are alumni volunteering? 
Select most applicable option  

Please list first and last names of alumni 
participating in your program. Please include 
class year and e-mail address if available.  

Prefer to upload an existing 
spreadsheet or document listing alumni 
information? Click here   

Alumni Information 

-- Select --  

Campus Partner Benefits 

Please select the benefits you would like to access. In the box below, detail any special requests or notes for 
particular alumni. We will be in touch if we have any questions or are not able to accommodate.  

End-of-year gift  Thank-you note Inclusion in campus 
volunteer honor roll 

Parking-related (please 
allow two weeks notice) 

http://toreronetwork.sandiego.edu/s/1374/hybrid/index.aspx?sid=1374&gid=2&pgid=1113&cid=2072&post_id=0
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Sample E-mail Message to Distribute Form 
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Source: Adapted from message used by the University of San Diego; EAB interviews and analysis. 

  

Sample E-mail Content 

Alumni relations leaders send the following e-mail to the entire campus community several times a year after 
events with high alumni frequency.  

Consider the appropriate sender for your campus. While the senior alumni relations officer is the most logical 
choice, asking the university president or even a senior volunteer leader (i.e., chair of the board of trustees) to 
send this e-mail demonstrates alumni engagement as a campus wide priority and may inspire more e-mail open-
rates and follow-through on submission.  

Dear [university nickname or mascot] community, 

This past weekend, the campus was alive! In addition to parents, families, and friends, the XYZ State 
University community welcomed home hundreds of alumni for Homecoming and Family Weekend.  

Thank you for your part in engaging our alumni by inviting them into your classrooms, providing networking 
opportunities with current students, and bringing them back to campus in other capacities.  We value your 
willingness to strengthen these bonds, help all graduates remain an integral part of the community we all 
cherish, and enrich our global network. Through your efforts, you are ensuring that today’s students see role-
models of the kind of engaged alumni we hope they will become.  

To support your efforts to involve alumni in the life of the university, the Office of Alumni Relations is happy to 
send a year-end thank you note from the Alumni Association to all alumni volunteers, include their names on 
our campuswide volunteer honor roll that will be published in the alumni magazine, and provide an appreciation 
gift for alumni speakers/presenters. To take 5 minutes to ensure your volunteers receive these benefits, 
please use our Campus Alumni Engagement Form.  

In the future, feel free to use this form to access other benefits in advance of volunteers’ arrival, such as 
providing for free parking.  

Have an idea to engage alumni in your department’s work, but not sure where to start, or if we can help? Try 
us. We are here to support you.  Please contact our office if you have any questions. 

The Alumni Relations Team 

 

 

From: John Doe, Senior Alumni Relations Officer <johndoe@XYZState.edu> 
Date: Tuesday, October 14, 2014 10:00 AM 
Subject: Alumni Engagement on Campus Last weekend 
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Making It Work On Your Campus 
Further Considerations for Program Administration 
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Source: EAB interviews and analysis. 

  

Consider Incorporate Development Component Into Campus Alumni Engagement 
Form Process 
To generate trust, the form on the last page and the above e-mail are free of any content 
suggesting the information will be used to further fundraising or philanthropic goals. 
However, depending on your campus culture, you may add in these components: 
• Consider creating a workflow whereby prospect management staff automatically check 

wealth ratings or conduct a quick wealth screen of individuals as they are entered, to 
identify quick-win opportunities for development officer visits, touches, or follow-ups.  

• Addition to the form: “Do you believe any of these alumni would be willing to donate to 
your unit’s programs or get involved with another university initiative? Let us know and 
we’ll get in touch.” 

• Addition to the e-mail: “P.S. – Our development officers tell us that volunteers are the 
best benefactors of their home department’s programs. If you’re curious how to turn 
your volunteers into supporters, let us know and we’ll work with you.”  

• At campuses with mature fundraising culture, the form could even include questions 
pertaining to each alumnus (i.e., asking for updated contact or employment 
information), check-the-box indicators of affinity (i.e., current children in attendance) or 
even wealth qualifiers (i.e., executive-level job title, second home, discussion of 
expensive vacations).  

Brainstorm Most Persuasive Benefits For Your Campus 
• While campus partners at the University of San Diego find value in volunteer recognition 

and parking assistance, faculty and staff across your university might respond most to 
other benefits, such as arrangement of student-led tours of new buildings and or 
accommodations at a nearby hotel with discounted pricing.  

• Consider meeting with trusted partners across campus to ask them the 1-3 things that 
would make them more willing to host programs that feature alumni as volunteers and 
ask how the Alumni Association staff could help.  

• You might even consider conducting a focus group or survey once you gather ideas, 
asking staff to rank-order benefits that might interest them. Of course, ensure the 
alumni office has appropriate capacity to support and follow-through on offerings!  

Campus Alumni Engagement Form Should Not Substitute for Robust Alumni 
Reporting Protocols for Units with Large Volunteer Programs 
This process is most effective at streamlining processes for departments that use alumni or 
volunteers occasionally, or for individual faculty members unfamiliar with the 
administrative infrastructure to support advancement. It is not an effective way to collect 
data from departments that regularly use hundreds of alumni as volunteers in standardized 
capacities, such as an admissions representative or interviewing program. In those cases, 
alumni relations should establish a separate relationship with the unit’s leader and agree to 
a formal protocol for data and information-sharing.  



Education Advisory Board 
2445 M Street NW, Washington DC 20037 
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Want to Learn More?  
 

This practice brief is part of the EAB Advancement Forum’s 
research initiative, entitled: The New Rules of Engagement: 
Building the Next Generation of Alumni Leaders and 
Volunteers. 

To learn more about this research and to find other resources, 
access the Alumni Leadership and Volunteerism Resource 
Center. If you have any trouble accessing this page, please 
consult your Dedicated Advisor.  
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