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Hands up

• Who has worked in their current institution 
for less than three years?

• Who thinks administrative processes in their 
institution never change?



Enrolment: The Old Way

• Student sent green enrolment form in the 
post to capture address details and any 
missing HESA information;

• Student given a time slot to go to Sports Hall 
with green form;

• Joins very long queue;

• Gets to a temporary member of staff who 
swops the enrolment form for a programme of 
study form;



• If programme of study form has a red dot on 
it, student joins another long queue to meet a 
member of the Finance department;

• If not, student to proceed to school enrolment 
in another part of the campus;

• After school has confirmed programme of 
study, the student is given the yellow sheet to 
take to the Students’ Union to collect student 
card;



• The enrolment form and the confirmation of 
study forms are returned to Registry where 
staff spend the next couple of weeks 
transferring the information on to the Student 
Record System and notifying Student Finance 
bodies of changes to programme.



Timeline 

2007
•Online enrolment but module selection on paper

2008

•online registration and continuing students can select and amend modules online new students’ 
module selections and any changes to programmes done on paper

2009

•All module selections and programme changes done online. Student record directly links 
through to school enrolment information

2010

•Schools given online tasks to manage student attendance and engagement including closing 
down the records of no-show students

2011
•Closing down of no-show records transferred to student records

2012
•Students encouraged to amend own password

2013
•User names issued as part of the applicant process





Getting feedback on enrolment

• Actually quite difficult to get feedback from 
students if it has gone well;

• Online Questionnaire for all first students: 
‘Project Q’;

• First year Student Learning Experience 
project;

• Focus groups with students;

• Feedback from staff.



“I had no problem at all, I was satisfied with how everything was managed.”

“I got my id card and bank letters on my second day in Cardiff. I couldn't 
have been happier”.

“It was very organised, we were given all the relevant materials on arrival 
and enrolment was quick and ran smoothly.”

“Long queue waited for enrolment. And totally awful photo in my 
student's card.”

“The collection of cardiff university identity card was a very slow process, 
possibly if there were two queues, one for international students and one EU 
students it would have made the queue move faster, since it appeared that 
checking international students visas caused a slight bottleneck.”

“My enrolment went very smoothly so I cannot see how it could have 
been improved.”

I generally do not feel that there is room for improvement in this area, due 
to the common knowledge of the long wait to pick up student cards. 
However, the people there were helpful in informing people which line to 
go into and what forms were needed.



• “Feedback from our students indicate that there were 
no issues with [online enrolment] task.” Journalism

• “Never before have so many of our students enrolled 
before arriving, so system must be working!” 
Postgraduate medicine and dentistry

• “I had no problems at all during enrolment time this 
year. I found SIMS worked well and saved the School a 
lot of time.” Optometry

• “It seemed that all or almost all students arrived at 
School enrolment having already done their 
registration and fee payment. There were no students 
who requested help with this”. Physics and Astronomy



Issues

• Sense of anti-climax and isolation for some 
students; 

• Students wanting some form of direct contact;

• Students less likely to meet up with someone 
going to the same school enrolment;

• Coping with emails – that sinking feeling that 
you’re loosing the battle once you hit 1,000;

• Increased expectations that everything can be 
resolved with same day service.



Cultural change for school

• Previous model had meant that Academic 
Schools had waited until central enrolment was 
complete before arranging any activities;

• Use of Welcome Packs was patchy so the 
assumption was that centrally provided 
information would be sufficient until student 
arrived in Cardiff;

• All student questions from ‘What should I read 
over the summer’ to ‘Does Cardiff have an 
Argos?’ were dealt with centrally.



• Schools must provide a link to a web page 
which will be active from 1 August (which 
often includes suggested reading);

• Most schools now start first year activities on 
the Monday and have them spread more 
evenly throughout enrolment week;

• Introduction to IT sessions can be more 
subject-specific as students will already have 
accounts and access to the VLE.





Proactive communication to avoid 
unnecessary contacts

• Seeing their acceptance on UCAS Track was never 
enough – lots of phone calls of ‘I’m in – what do I 
do now?’

• Students were clear they wanted something 
physical and not all online;

• So in August, as well as a text, they are sent a 
‘Welcome to Cardiff’ leaflet – essentially a 
campus map with an essential guide to 
enrolment;

• The covering letter asks them to check their email 
address is correct.









User names and passwords - a 
perennial problem: Some quick wins

• Don’t use 0 and O or 1 and I in randomly 
generated passwords;

• Base the user name on the student number;

• Incorporate security questions to re-set 
password in initial login;

• Issue user names and passwords to access 
applicant portal and applications for 
residences.



Student Finance 2013/4
If you have applied for student funding from the Student Loans Company (SLC), this 
will be transferred to your bank account, either within 72 working hours of your 
programme start date or the date the University notified SLC of your enrolment, 
whichever is the later. You must have;
1. Completed online enrolment
2. Returned the declaration from your funding application
3. Collected your Student card (new students only).
If you do not receive your funding, please check the details below for guidance.
Programme Start Date: 23-SEP-13
Date University was notified of your SLC funding application: 17-SEP-13
Date the university notified the SLC of your enrolment: 18-SEP-13

Your SLC payment will be paid in the next few days, you can check your payment 
release date by logging into your online account and you should allow few 
working days for the funds to reach your bank account.
If there is no Notification date from the SLC listed above please contact the SLC on 
0845 3005090. If there is no date for the university informing the SLC of your 
enrolment please e-mail studentrecords@cf.ac.uk or telephone 20876211.
Financial support and advice is available from the Student Support Centre at 50 
Park Place, telephone 029 20874844 or e-mail studentsupportcentre@cf.ac.uk .





Emphasise the help available



Keep it in bit size chunks



Reduce the clicks



Reinforce the data protection 
messages



Be aware of those tricky words for 
second language speakers



Make it active – positive confirmation











Those queues

• We still have them but limited to:

– Student Card

– Freshers Wristband.

• However fairly predictable when queues will 
be at their longest ….

• and we use social media to direct students to 
quieter time slots
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We’ve stuck to the low-tech to 
measure queue length!

Time given to student Time card given to operator Time elapsed

16/09/2013 10:55 10:58 00:03

17/09/2013 09:50 09:54 00:04

17/09/2013 13:30 13:36 00:06

18/09/2013 10:35 10:49 00:14

18/09/2013 13:05 13:47 00:42

19/09/2013 10:41 12:06 01:25

19/09/2013 12:10 13:58 01:48

19/09/2013 15:01 16:07 01:06

20/09/2013 10:00 10:10 00:10

20/09/2013 11:35 12:02 00:27

20/09/2013 12:45 13:53 01:08

20/09/2013 15:40 16:09 00:29

21/09/2013 09:50 09:58 00:08

21/09/2013 12:30 12:49 00:19

21/09/2013 15:20 15:36 00:16

22/09/2013 10:10 10:15 00:05

22/09/2013 12:10 12:20 00:10

23/09/2013 10:15 10:21 00:06

23/09/2013 13:20 13:41 00:21

23/09/2013 15:10 15:26 00:16

24/09/2013 10:30 10:36 00:06

24/09/2013 less than 10 mins

25/09/2013 less than 10 mins

26/09/2013 less than 5 mins

27/09/2013 less than 5 mins





Keys (not secrets) to our success

• Enrolment Working Group – always planned 
thoroughly but a standing group bringing 
together all stakeholders keeps everything 
together;

• Commitment from Students’ Union;

• Analysing patterns in questions from students to 
refine communication;

• Emphasising linkages between accurate 
programme records as a single source of 
information throughout the year.



And finally from a second year 
student:

“It's nice how Cardiff uni enrolment doesn't just 
assume I haven't changed ethnicity in the past 
year” (Twitter 30 August 2013)


