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A training system has thiee functions: - ‘ .
« As the inifial training for newly hired Admission Representatives,
As a reference for follow-up training for new Admissions Representatives; and
& ‘As a guide for refreshing ine skills, atiitudes, and product knowledge of :

The Tirst key to successful seliing is good iraining. As an Admissions Director/Sales
Manager, vou are responsible for the initial training of newly hired representatives, and

Vs N

for refreshing the skills of established representatives.

Their success is your success, Good initial training and carefui follow-up training can
be the difference between success and failure. And as you know, success starfs with

r3

Much of your success depends upon other people. [n order for a newly hired rep to
become successful, you have to train them how to do the job well. A training system
will help you do that.

whnen you add your special oualities

ou earned the respensibility to train and guide your cwn group of Admissions
Representatives for successful selling. You've worked hard to achieve your goals and
now you're in chargs. You're the coach, the leader, the decision maker, the
cemmunicator, the motivator, the instructor, the disciplinarian

-You need to wear all these hats in ordér to successfully train newly hired

representatives, to effactively supervise their follow-up training, and to control the on-
going training of established members of your team. Only then can you be well on your
way to meeting your personal goals, your team’s goals, and Kapian Higher Education
Corporation's goals. :
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You need to earn the Admission Representative's respect, too. Today's representatives
eynnnf vou. the M:nager tn

el Al

Exhibit seif-confidence

Be interested in them as individuals

Understand them as human beings

Belisve in them "

Be able to renf‘h decisions

Delegate and educate but do not do their jobs for them
Tell them how weill their doing

Share the credit for the accomplishments

Assume the obvious is not obvious

Tell them in advance about changes that will affect them
-rnpn“s to them the "why" behind KHEC policies and procedures

AR LR

Make the most of their ahilities - ,
Work consistently at building their pride in their sales results and
accomplishments

You can and should earn respect by maintai ."19 nthusiasm for vour work a'ad
displaying a genuine lnferest in the péople around you, Remember much o or your
success depends upon others becoming subces ful first.

Buiiding respect with your Admission Representatives is crucial. Earning respect
requires paying regular attention to.the representative’s ego and welfare.

..l.
iz

[s\]
o

A very impoitant p pavi tent
and tOTalth ully supervise their follo w—up trammg

GOAL
What is your goal? What do you want to accomplish? It's probably the same thing
KHEC and your team players want—a fair profit.

Obviously, there are other things in life besides money but the bottom line is profit.

For the moment, let's deal only with this one goai—to make a fair profit—and determine
what it takes to mest that goal.

HOW TO ACHIEVE THE GOALS

In order to make a profit, the KHEG product must first be sold to as many appropriate

people as possible. This can happen only when a good sales team is performing well.
Each member of the sales team must have the right combination of skill, attitude,.and
product knowledge to do their job well.

CONFIDENTIAL . . KHE 056796
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You're responsible for training them for success. Your attitude is crucial. Success really’
doas start WI'rh\l youl.

Let's look at an example of why you want to train effectively. We'll assume youl have
five Ad Reps in your group. The difference between each rep enroiling 12 students per
month as opposed to 16 students a month at a 75% show rate is 180 starts per year

5 reps x 12 enrollments = 60 en rollments a month

80 enroliments x 12 manths = enrollments per year ‘
720 enrolimants x 75% show **t* = 540 starts per year
Compared to: - o

5 reps x 16 enrollments = 80 enrollments per month
80 enrollments ¥ 12 menths = 980 enroliments per ysar

‘960 enraliments x 75% show rate — 720 starls par year
GOOCD AD REPS = GOOD SALES =GOOD STARTS=G0O0D §

Good training includes you demonstrating how to sell our product, on campus on the

tnle hane, ora remote site. Th's helps make certain that the Ad Rep becom

oon as possible, which means that they will probably stay wi h KHEC
end to stay with trxe thing they can do well,

it's very costly to you and to KHEC to keep training new Ad Reps. Help keep the

turnover down by providing your Ad Reps with the best training possible. Your

successful Ad Reps will make money for themselves, for KHEC and for you.

Remember
e A e e AT EE L A G A DT e s &
GOOD AD REPS = GO0D SALES = GOOD STARTS =G00D §

Be proprietary. Think as an entrepreneur. Ask yourself if you would rehire this person -
for your won business and continue to employ them? Would you gladly sign this
pmrsnn's paycheck and deduct it from your persenal checking account? If you're not
thinking as an owner-operator, you should be. ‘

ds n how well your Admissions Representative a"?‘ sve. A
on you'r pdu is not O'ny helpful, it's nec&sa‘yf our personai
rofit. No One c n take better care of your business than vou, so..

for the Admissions Representative job.

ne interviewing pro ess. You'll hire only qualified peopie, people

'Using all of the training material at your disposal, you can prepare the newly hired for
WINNING. Youcanbein charge of a winning team.
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¥ Prepare

v Present

v Demonstrate

v Observe

¥ Supervise/Fallow-up

Let's iake a ook at each step in detail.
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-Review ali of the training materials yourself so that you know exacily what fo do
for the initial training sessions. -

-Establish the dates and items of day for the learning session, and communicate
them to the participants.

-Establish the learning location, What room are you going o teach in?
roaanrnia tha vAam anlrhamrda WD is -t g

N ) ) ’

Ramember to reserve the roon backboards f p hﬁdrta VCR's, audiocasseatte

players, and anything else you might need to conduct the sessions. \w1 i you

provide coffee, tea, milk, sweet rolis...?

-Give an overview of the iraining program. Tell them what areas you wili cover
for each day of the course.
-Present the material in ence. Naturally there will be questions and

m sequ
discussions, but you'll be able to stay on schedule.

is helpful both here and in Step 4. For initial demonstration
you play the part of the Admiss 0'1 Representa ive ar .d have someone

purposes, ¥
glse play the part of the prospective KHEC student. When you have finished,
‘have the student critique your performance, and then discuss their critique with
them
.
CONFIDENTIAL ’ : »KHE 056798
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urposes, have the frainee play the part of the Admissions
Representative and someone else play the part of the prospective KHEC
student. The DOA should observe

-Begin the evaluation of thelr performance by having the trainee critique
themselves. Ask them to tell you what went well and why it is important to do it
that way.

Ak yviaa

- -Next the DOA should teli them about the good things they did. Always begin
with pGohlvc comments-emphasize what they did ri '

-Then ask the trainee what they would do differently if they had it to do over
again and why it would be important to do it differently.

-Then the DOA houlc_ tell them what thay could have done better to achieve a
- more effective presentation. Again, focus on the positive:

-Next, set a time-frame for reviewing the performance and learning the material.
Help them work on what they need to learn.

-Laave the trainee rep feeling good about themselves. You're trying to help them
‘ evelop their skul s, atfitudes and product knowledge. They're in class because
they wanted the job, and because you believed they could do the job well. Help
‘ them motivate themselves—instiil seif-confidence. ‘
Note #

, don tcnt.que it. The DO/—\
_2(‘1' "\Fl‘)g -hln

(I..I

Note # Two: Usuaily you can change only one or two things at a time. Focus on
the tow most important points, for example the use of the questionnaire,
and leave other points for another time.. When you try to cover or corrsct
too much at one time, the trainee rep gets frustrated and lost.

-This last step is part nftheo ing process. Learning must not stop at the end
of the last day of initial traini :

-Observe and listen fo the pres‘entations of each member of your sales team.
Initial training is not enough. Good performance records are establlshed and
improved by continual observation and practice.

C o
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We can always learn something new or improve our per formance no mat er how old or

‘\.‘ewly hired dml sio ons Representatives are young at the job regardless of their age.

ro:now—up training is essential for them.

New Admissions Representatives are like novice scuba divers. The novice scuba-diver
does not dive alone. Tha rovice began diving in shallow water, always watched over or
attende d by an experience teacher.

4 Lb

Gradually the dives are in deeper water, but the instructor is always. there, availabie for

help. - Eventually, the novice becomes sufficiently competent for a diving licenseand

deeper water,

LS.

They know new situations are always waiting for them-an unusual fish, an unknown

"current. They depend on sach other shnrmg expenences, sharing know!edge and

methods. They never stop themselves from learning.

The established Admiesiens Represer* t‘ es are like experienced divers—they are rich

& much to offer the “novice and eacn other.

it's human nature, though, to let a little entropy seep in, to develop bad h
be recognized unle they are noticed by someone e'se A de\, .op ing
sales is often a clear indication that som:
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Yau can heip them. Observe their presentations. Encourage them to tape their
presentations and have them listen to the tapes. Heip them recognize and correct bad
habits that may be keeping them from being a Founder's Club Superstar. 2

There is no question that onaoinu training is valuable. - It can mean the difference
P | g v

petwaan-a mediocre team and a wmnlng teamn. Winners tend to stay with the team
longer. it's not only fun fo win, it's profitable to win.

Keeping the successfui performers means that there is less turnover. Less turhover
reduces the initial costs of adding a new representative—not just in training costs, but in
how much the representative can consistently produce.

. se—1 Ay N

UEVELOF WHO

FiRS
Itis a commoh tendencv totry to helb the weakest performers first. Develooin

|
for themselves end you, wh!le you develop the ekll f the weaker perfcrmcr lt
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less time to develop stronger performers—30 minutes with a '-:troncj rep can r‘ompare to
six days with a poor performer. .

apii g the skills, attitudes and product knowledge of \,fo r best pnrformers
: the time for develeping the weaker parforme
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All of your Admissions Representatives shouid be performing at an acceptable level by
the end of their first three months with KHEC. It's your job to instill the necessary
confidence and sense of self-worth in your people {o accomplish that.
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But don't forget those good performers, Contml_n to spend time with them, tco. A
disproportionate amount of time spent with weak performers can heavily impact your
for balance. '

teaim’s profit. Sts‘i'v'e

Commitment Based Selling can help you train the newly hired Adrnissions
Representatives s and provide a foundation for the ongoing training process for all the
members of your sales team,

NTIAL : : ' _ ' KHE 058801
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i .? o . e s s,
4 . ADMISSIONS DIRECTOR INTERVIEW

Applicant Name: : . Date:
| Adimissions Rep Start Date., -_Test:
Program of Study: - Class Time: Day Evening

m

Cover the following with the future student to ensure commitment!

Addltlonal comments:

O Time to attend class 0 Child Care
f (1 Attendance Policy O Work
I Received School Tour O Trans sparta atian
5 O Outside studies & Family Support
| O Tutoring Available  [J Class Schedule
; U Placement Assistance U Financial Package
: O Book Program G Orientation Date
: J Receive School Catalog

Are there any obstacles or concerns yo.z have now or in the future that could interrupt

your training schedule? If so, what could that be?

Read the acceptance request on back of 1Q and lock for carser readmap/plan!
Accepted? Yes NoO
! Director of Admissions' Signature : Date
CONFIDENTIAL KHE 056802
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L HIRING AND IMITIAL TRAINING
A, Hiring

Do you anticipate hiring needs or do you hire in desperation?

Do you have time to make a quality hire or are

-
~g

out just looking forawa

body?
Do you place advertisements in a timely manner? Do you measure
context and paper selection for eife ctlveﬁess'?

Do you have the time to take telephone calls from applicants or should
you ecelve resumas? Should you do individual or group interviews?

Have yoari few hires been successful? If not, have you contacted your
Director and/o D strict Director of A nissions for interview training?

Do you have an interview format to follow?

Are ail salary plans approved by the Director and District Director of
Admissions before an offer is made?

___ Has all the paperwork been completed and forwarded to the Home Office
{o insure the new employes has a paycheck on time?

B. New Representative Training

___ Are you prepared for training?

Do you have training materials for each Repr-sentétive?

_‘_ Are forms, brochures, catalogs, proof sources and other materials ready?

___ s there an uninterrupted tim e set aside in your schedule? (20 hours the
first week) :

®
,GQNF.I_DENTIA.L | . | ' | KHE 066803
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Are you. prepared to demonsirate each skill in both a role piay and and
actual sltuatlon'7

you contacted and ""hedu!ed time with Financial Aid Cducatio

When the training is completed, is the new employee certified by the
Schoot Director that he/she has the ability to master basic skills
(telephone, interview, close) before you allow them customer contact f
actual situations?

Do your new employees understand performanc 1dards,
consequences, and have | pe cm—n:-n-e goais?

Do you communicaie with your Dtsmcr Director of Admission regarding
advertising as needed? .

D yo u monitor your lead conversion ource on a weekly and monthly

basis and compars it against budget bef:u » you racaive the “zips” report?
Do you have all necessary brochures, catalogues, tapes letiers, and proof
sources in stock and in use?

Do your Representatives work re-circulated leads?
Do you follow the cornpany policy for recalcuiating ieads?

Do you distribute leads according to Representative productivity?

Do you know which Representatives convert which leads best and which
rst and distribute the leads

Representatives convert which lea

Kaplan Higher Education Corporation
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accordingly (I.E. Representative A converts TV leads very well, but hates
direct mail leads)?

Are leads careruhv recorded by source and by Represeniative?

you develop the attitude in your Representatives that they are
nected 1o provide at least 20% of their leads with referrals and
nnally developed business?

't) '['D CJ

Are ail leads imputed into the KHEC lead tracking system on a timely
asis?

ba
B. Momtormg presentative Foilow-Up

central location?

4

Do you mainta in a daily master appointment sheetin a ce
up each day with enough

Do you look at it daily and insure you are set
interview appointmen .u’? '

Do your Representatives- make enough appoiniments daily, weekiy,
monthly to average minimum interviews per month?

Do you occasionally call no-show appaintments to verify?
Do you phone-shop your Representatives to monitor telenhone skills?

Do your Representatives voice ta tual elephone calls to prospect:ve
....--..- L
Tionior t-'t‘i‘- hoi

m
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studenis 0
Do you sit in and listen to actua% telephone calls to prospective student?

Do you ride with your Outside or High School Representatives twice a
weak?

LAl =3

Are your Representatives using flip chars, presentation books, and school
video tapes where appropnate?

Do you sit in on actual interviews with your Campus Reoresentatlves thce
a week?

(‘LVJ

CONFIDENTIAL : _ . : KHE 056805
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Do your Campus Henresematlves turnover every interview not ciosed
Whnn ’(hf:‘II‘ closing rate is balow 50%?

"

Do vou have

D

your Representatives tape actual interviews?

Do you call pending enrollments and/or interviews not closed for your
Qutside Representatives who close below 50%7

Do your Representatives know their personal sales statistics (lead
conversion, show rate, closing percent, ete.) weekly, monthly, annually?
Do you nold a formal f"ed ack session at leas once a month with all -
empiayees reporting to you? - ‘

Do you have a written action plan for each Representative each month to
maximize strengths, wor*' out weaknessés, and establish goals?

Do you sit in with telemarketer to monitor effectiveness?

Ca you review telemarketing scripts for effectiveness?

Do vou set quotas and goals each week for each telemarketer?

Do your Representatives sall all programs effectively?

Do you hold regular product knowledge and placement m'rormatuon
mmtings’J

Start and Show Rate Follow-Up

Do you follow all show rate procedures?

Are all Campus enrollments scheduled for their follow-up financial aid

interview w:thln 3 days of enrolling?

Are alil uuts;de enroliments given or mailed financiai ai
days, and/or scheduled for an appointment

Do your Representatives feel that they are responsible to insure that ail
enrollments ara narkannd and that all documents are collected?

PRV GgS

41. ] . o nd

Do you rnamtam effective communication with the financiat aid office and
receive weekly updates by start, by students? ‘

Do you conduct second interviews of all enroliments by teleohone orin
person within 3 rla\/s of enrollment?

KHE 056805
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Q“ o , L Do your Representatives contact ail entoliments a minimum of once every .

two weeks?
: Do you spot check enroll—nent o insure that your Representatives are
tﬁlkmg o their -il idents once every iwo weeks?

$. 1242

Do you send additionai letter, ar‘lcles proof sources, and cards to
enroiiments on a tlmelv basis?

s registration and/o. orientation mandatory? -

crient ation mo*r'"tln and worth aue..dmg

@

Do you have a solid part-time job placement, student housing and/or
student services program in place?

Do your work with the entire schoal, so that everyone is involved in show

" Do you hold creative brainstorm meetmqs at least once a quarter for new-
ways to increase vour show rate?

o

A L e

: Do you hold regular sales meetings?

Do you delegate part of your meeting to Representatives?
Do you have a prograim to recognize Representative(s) of the month?

! ' Do you post weekly, monthly standings and review weekly?

Do vour Representatives Understand the Founder's Club? Do they know
Il times how many starts they have towards achieving Founder's Club?

p==
!
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Do you identify potential managemen
- y : -

_; _ . Do you Know the personal and professional goals of each employee? Do
‘l _ you help maximize achievement of these?
|
|
|

Are wrltten oerformanoe evaluations discussed on a timely hasis?

CONFIDENTIAL , . KHE 056807
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Are ail salary increases approved prior to d|scussmg them with the
pmnln\me?

Y=

Do you hold corrective interviews on a umely basis? Do you document
them?

Do you have a writien action plan to help the employee improve
—e PPN I .
a7 .

Do you do written cou“cchng sessions before termination? Are these

discussed with your Director and District Manager prior fo the actual
counseling?. '

Do ‘y u follow the KHEC Policy _
termination? When in doubt, do you consuit with Human Resources?

Are all terminations approv oy your District Manager prior to
termination?

Do you terminate on a timely basis?

Kaplan Higher Education Corporation
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CLASS START GOAL:

I

. Start goai divided by show raie%

a
1

# of Enrolls needed

s—nr

# of interviews needed

2. Enroliment goal divided by /E%

[

# of Leads needed

imerview

3.

1. Appointments divided by LIA%

Enroliments

Leads

KHE 056809
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Agening e uradim Alve 8§ now ine
a8 - - -
challenge for each representative.

Students who enroll in our programs
have second thoughis and gquestions
when they leave the school.

“This is a BIG step.” 4
“Twelve months is a long tims."

. “l just made a huge commitment.”
- “Can | rea!!y do this?"
. “\What if | fail?"

Thoughts like these are inevitable. .

Uniess we effeciively deal with ihese

thoughts, the student could give in fo
self-doubt and .cancel t. eir enroliment.

""‘.* student has just made oneg of t

biggest decisions they wiil ever make -

and it should coime as no surprise that
their enthusiasm wiil begin to fade the
minute they leave the school. The
student's family may have second

thoughts and try to talk them out of their

decision. The student's friends may
become jealcus because they know

their friend is going to get ahead of

them. The student may start having
doubts own their own, You know that
your Quest schogl is the best chance

the student has to betier their life-it’'s the
representative’s job not to Ie‘ th m get
talked out of their decision. It is up to
the representative to help them
overcome their doubt 3 and the doubts

and/or concerns of others. ltis up to the
representative to help hem succeed.

CONFIDENTIAL

Obviously, the representative can't be at
the studenfs side all of the time,
dispelling every negative thou 'ght and
doubt that happens a

if they managed the
thay won't have to!

To ensure that students start their
training program the final step of the
Commitment Ba ed Selling process is to .
Dt—lvt—l[np ’]lld Maintain rm@w-up The
Quest show rate plan has been
designed to help our students make it~
through a very difficuit and unkriown
process. The show rate plan consists
of a series of personalized pericdic
corntacts with the student, in an effort to
rm!p them sclve any problems that may
arise in their quest for career training.
The show rate plan will;

Increase the percentage of
students who start class. -

Decrease the number of ui‘UpS

. Provide feedback on the quality
of  service the student
experienced during the
enrollment process

Quest has a commitment to help their
studenis foilow through on their plans
for a better future. We give positive’
rnmfo.fce ent to our students as we

main de dicated and commitied to their

Step One: Commitment Based Seiling

Process

KHE 056810

Kaplan Higher Education Corporation

Document 30, Page 18




3
.
)

.

o

\1.

-,

‘evaluation, and

Show rate- begins with the enrollment
process. All ste s fo the Commitment
Based St:"nng ' f.ll ocCess shoul he

0
")

a3 ilEu’-“u in the pronper sequence. The
admissions representative shouid also
s{,"seduic all foiiow—up financial aid,
-second interview
appointments at this time.

£}

0]

5
£
o
P
=r

This. is where

-~
(1]
o3
Y]
[y
=

i 70 ne
represenfaiive greeis the prospective
student, introduces tuemselves, takes
the student to i'n ir office, and puts the
prospect at ease. This is also where the
representaﬁ\ t'2 the stage for the
interview and \M‘a the UIQSUUCL can
expect during their visit. This step also

sets the stage for the .mpo rtance -of the
representative role in the enroilment
process.

2. Piospect undersland the
importance of the interview.

3. Prospect understands how the
interv:ew will proceed.

Remember: The initiate impact
statement must be scripted and
memorized.

Uncover & Discover the Buying
Profile. BDuring this step the

rna:re to

uesti ) discover  the
rospective student's fires, carots,
rimary features and fo determine

| the prospective student has
broken a promise or bent a commitment
Fi

in the past.  This segment aiso allows
the representative fo ask a layer of
questions that will help them develop
the prospect's awareness of their own
dreams and- which career training
pronram that will lead them to the

A At ] s

desired career field.

The dUIIIIbeO'_l

UJ

™

CONFIDENTIAL

representative may need to ask a series
of probmﬂ guestions to determine the
prospective students bu ylﬂu profile. The
representative should also pre-handle
any obstacles that could prevent the
prospective student from starting and
graduating  from  their = program.
Example: Childcare, transportation,
emp loyment, extra-curricula activities,

(

1. identify 10 primary Features -
(Discover what is important to the
* prospect)
2. ldentify-5 Fires - (Discover w
pr_ospect wants to
eii“'l atefreduce/avaid)
tity 5 Carrots - (Discover what
the prospect wants + to
" improve/enhancefincrease)

i

w
E:
CD

4. 'de"lt..y Cha}!eng ing Questions -

(Discover where the prospect has
—n'zn ~ H

" ~ ~
fOKEen OF et a promise O

commitment in the past) -

IMPORTANT:
s The Ad Rep must complete the 1Q
= The IQ should take a minimum of 40

minutes to complete.
» The 1Q must include IME at the
beginning of
every section,

-»

Activate Interest. This step of
Commitment Based Seling is a
fransitional statement to go from

receiving = information to  giving
information. Activate Inte
a bridge to transition from the Uncover &
Discover the Buying Profile to Creating
Desire. Activate Interest let's the
student know that Quest training
programs  aie des;gnnd to mee’r the
needs of un"ployera. .ng this alcp
the representative wouid present the ten
primary features and benefits for the first

rest serves as

Kaplan Higher Education Corporation
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s Students in simiiar situations

time and then gain agreement that it
would be okay to continue with the

™
> 8
D @

fransition  from - receiving
information to giving informatian.

3. Bridge between asking questuons to
shovmnn the school.
4. The Ad Rep presents 10 primary

3L

features/benefits.

ate Desire. During this step the
epresentative presents the school’s
evidence of credihility by telling QLCGF‘SQ
stories of students, graduates and
employers. This s \uCuEShl_' ty
achieved while taking the prospect on a
tour or showing the ppufqu The use of
the tour and portfolio provides evidence
that your school has been the choice of
many graduates who have gone on fo
be successful. During this step the
representative speaks through five
success perspectives:

» Qur Students

» Qur Graduates

s Employers

. Gr—aduates tnai were in similar

, the

E ks -~
o n:-‘g.tu.rt; of

D
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s
wm
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Eiicii Action. This siep is where the
representative summarizes the interview
and asks for the sale. The
representative’s goal is fo get the
application  signed,” - collect  the
enroliment fee, and make follow-up
financial aid, evaluation, and second
interview  appointments.  After the
enrollment is complete *h
representative should ask for referrals

CONFIDENTIAL

- Selling process

and post close. it is absolutely-
necessary to post clogse the sale
because others. may try to change their
mind. " Your job is to ensure they nepp
their resolve to better their lives.

Develop & Maintain Foliow-up. This is
the final step to the Commitment Based
This step ensures that
students start their training. There is a
direct relationship between being fully
packa ge d for financial aid and the

_percentage of students th at show up for

class. To begin the financial aid officer
will perform a financial aid estimate for
each prcspect ive student who has mads
the decision fo enroll Quest s

committed to providing quality finahcial

plannhing “for students. and parents so
decisions
ti

that they may make informed
for financing their education, By
providing the student with quality
product  information  during the
admissions process, early notification of
the availability of ‘“tnar‘clal assistance
alternate payment pians- will ensure
improved show rates, It.is essential to
make sure that the proepnctive student
is packaged, that they have completad
ali the necessary paperwork correctly
and that their financial aid forms are
completed in a timely manner. Official
financiai aid appointments shouid take

place within three ‘business days of |,

enroliment for inside and 7 business
days for the outside and hlgh school
markets. All enrollments should be
scheduled for an official financial aid
appOinunuiu and any required testing
appoiniments  before leaving  the
rapresentatives office. On a dﬂilv basis

the director of admissions should get a

list of the prior day nnd'rludl aid

appointments and have the
representatives follow up on all ho show

financial  aid apoomtment The
representative © should schedule all
financial aid, testing and second

KHE 026812
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_interview appointments before the

student leaves the campus

he director of admissions, assistant
tor -of admissions, executive
b or a senior admissions
tative should conduct a second

! he Sscond interview
i

o —f
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Questionnaire, wi llﬂ three uayS of the.

enroliment. The second interview is
designed to achieve four objectives: '

1. To reinforce the basic features and
benafits of the program and answer
any questions.

S .

2. To address any potential obstacles
that may prevent the appiicant from
starting and graduating from school.

3. To bui!d the applicant's self-esteem
and motivate the students to start
class and begin looking toward
graduation.

4. To ensure that
fundamental physma and mental
faculties necessary to benefit from

the program.

ideally, the second inte e
pa ce ﬂ rthe .manmal d ap p" tment.
if the new student is unable to visit the
campus within three busihess days,

then the interview should take place
over the telephone, If the student is
dependent, the second interview shout
inciude parents and/or cther membe
of the decision commiltee, a
appropriate. The  admissions

!

nm @ LW

" representative should 'state during the

admissions process that the enrollment
is suu,cct_ to review by the director of
admissions or executive director.
During the second interview, the
“Second  Interview Questionnaire”
should be completed and retained i

each new st"dent’.. enrcllment f!le.
Using the questionnaire as a note taking

CONFIDENTIAL

device, the foliowing format should be
followed:

s [ntroductic

identify Career Objectives

«. Ensure Commitment

o |dentify Obstacles

= Reinforce hﬂt “Wa care about our
tuderta sticcess.”

Step Three: Financial Aid Packaging -

penod;

The 48-hour period following enrollment
is a ¢ tcal t.rre for buym’s rer“orse
sets in within 48. hours of the dnmsnor
This call will deal with any buyet's

. remorse and re-motivate the student on

why they decided to- enroll to begin with.
Don’t Ba Afraid to Maka This f‘al" Ba

rr kAl AwiTaaLie i re

lt: ,

responses to overcome thé most
commonly heard ohjections during this
call. Examples: "l need to save some
money first.” "I need to get a job before
start school.” ‘i cu..’t afford it.” "“When
is the next start?" Knowing how the
representative is going to overcome the
student's objection in. advance - will
increase the chances in getting the
student to understand why they need to
start school  nowl Successful
representatives understand that our
students do not buy features; they buy
the benefits of the features. Keep this in
mind when dealing with buyer's
remors '

Ul
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Step Five: Handwritien Congratuiatory Noie

The admissions representative

nandwrites a note to the new student

As soon as the represeniative walks the
-~

ould return to their

@
C
C
[}
=)
=
(o]
b
o
-
)
~
W
0.

desk and write this note. Make the note .

personable and enthusiastic. The
representative’s enthusiasm v
across in their written word
handwritten note sh m

; of enr nt. Generating this
e a part  of correctly

1 {
vot woui = nt ST
. . . .
information.... Can’'t wajt to see you
F3 fmrndomdlmrn ereod iy arne o di s h S o 15
di Griernmauan anu wjen graquaiiaii!

Using an accordion tickler file system 1 -
3 the letters (which are
personalized- on the computer) and
0O

organize them to be mailed at equal
intervals. - Generating these letter
should be a part of cofre

Within 72 hours of enroliment an

acceptance letter is sent from the
executive director. Using an accordion
tickler file system 1 -31 file the istters
{which are personalized on the
computer) and organize them io be

mailed at equal intervals. Generating
these letters should be a part of
correctly processing the enroliment
application and file. Concurrently the
representative is mailing
“Acceptance/Welcome Letters” from the
education and career setvice

- firabs oo il mmeeiee #inn ¥
woeariy. rign SCr00r SCiiiOIS iat
enroil in advance of their graduation

of exciting infarmafion mailed fo
them on a menthly basis. When
sending welcome letters  include
arficles/statistics on career
opportunities, ~ placement news,

motivational materials, a copy of the
______ ap, a /

student's essay, graduatc, studen
employer testimonials,. etc. and wiite

CONFIDENTIAL

An - acceptance ceitificate is mailed

within 72 hours of enrolimen

~-

N - - =
Step Eight: Admissions
| PP Y S S SR SRR S pe
Raorasaniative Talabhone Contact

The admissions representative has the
responsibility to call their student’s to

see how everything is going. Students
may be reluctant to call their admissions -
1

representative and ask for help. The
follow-up call allows us to find out how
they’re doing, and how we may be abie

‘to help them solve problems they think

=
=
[¢)

ep them out of school, Talking to

-the student regularly helps to keep them

informed, encouraged and motivated to
start their training program.. For
frequent start schools foliow-up caiis
shouid be made weekly and for
quarter start scheols

(] 7 ==

telephone contact on a monthly
basis. The admissions representative
student’'s high school diploma, pending
financiat aid paperwork, testing, exciting
placement news, or a call just to see
haow things are going. Regular contact

KHE 056814 .
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rate.

These items should be kept in a file and
sent out within the appropriate time
period (de"endo on the enroliment-to-

Step Ten: Orieniation Letier

e
4 y pr!ol‘ to otientation so
an -make appmpr iate plans to
rientd’non is the responsibiiity

of ali departments. . A oood orientation
should he motivating, not rules and
regulations orientated. Students should
leave orientation looking forward to their
first days of class. The orientatio
should be well planned and coordinated
between ail depariments. . The
admissions representative should place
no show follow-up calls immediately
following .the no show for orientation.

n letter should be mailed 10

Y

.CL_J

Step ECieven: Orientation Reminder
Telephone Cali

Begin one week prior to orientation o
call and reach each and:- every student
by telephone. Prepare them for what to
expect: “When you arrive, check in
with the receptionist and she will

notify me that you have
I.

for the orientation. You wiil meet
everyone on staff and learn how they
will assist you m achieving your

CONFIDENTIAL

career goais.

Y
feliow students that
e

-

...,.
e O
[} o
I~y

T

]

S

S

Pamy

R~

3]

=

oL G

~—

{ wait to see yoii (day & tim )
i be great io see you again.”

ﬂdmlSSanS representative should notify
the executive director and/or the director
of ad“m:,s,ions when & future student

=
o

.noti r.vs them that they can not attend

orientation. We should not have many
surprlses on orientation, registration, or
start day!

Step Tweive: Orientation

-~
.
L ¥

L

Orientation day has finally arrived and
now the student is wondering: Shouid 1
go? Wil fail? Is now the right time?

| fitin?. It is a proven fact that these
thoughts and doubts along with others
are breezing through their minds on
orientation and the first day of schoal.
We have ail attended orientations but do
we leave there feeling up or just glad
another orientation is over. Too often

they are flat because we do the same
boring things. Many fimes we re. iew
the ruies and regulationu, the school

«,atalogue and introduce the lﬂSlIUCLOTb
and staff. Is it any wonder that our
students may leave orientation looking

_h.w they are in a dazs?

o~ |

The orientation can begin with everyone
being assigned a “study buddy”’ and
then the students interview their buddy

so they can introduce them to the other
orlentatlen attendees. This will hreak the

e and increase their comfort level. A
p art of the interview is to discover why
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' The orientation shc

they decided to go to school and what
they hoped to gain from the training.
The study buddy will also discuss any
c:usnﬁcips that could prevent them from
completing the training. (This interview
allows students to realize that many are
there for the same reason or reasons.)

dose of paositiv

handou ai
Have Ih st
reasons why t

" e} Ty a
1)
o
Q.
1
Q_ .
3
Q
e
"‘_‘
(o]
=
.E.

ents' write down three
v decided to enroll, List
all the reasons on the board. Engage in
conversation about all the commonalties
among the group. This activity helps

B cn =N~
o

the student's to know that thers are.

many others in a similar situation as

themselves.

The orientation should end on a positive

note. Awards can be given o the

person who traveled. the farthest, the

PPy SN I

first to arrive, the longest time since
attending school, etc. These awards
can be presented with a lot of humor
and laughter.

Yes, the siudenis can meet with the
necessary ruies and regulations; but
they alsp need to receive

encouragement while having a lot of fun.

Liven up your next orienta

enjoy it almost as much a s the. students. :

No one has a second chance at a good

first. impression. The .entire staff must

be excited and show our belief in
education. Students usually make their
decision to remain in school during their
first few weeks of class. Their decision
to stay depends on the attitude of the
faculty and staff. The aftitude we
display will be thp attitude adeptnd by
cur students, sure it is a poa..

CONFIDENTIAL

clude a strorg :

~ telephone.

]
other departments and receive the

Procedura for Handling
Cancellations, Reschedules, and
Orphans

The director of admissions. or executive
director must approve ali rescheduled
enrollments. ‘No nxrepﬁons. Local
students must reschedule; in person, for
an interview by rhn Ani“!-S-':iC)‘r'!S director
or executive d|ructor not by mail or
Distant students must send
in a wriiten request. and- have a
telephone. interview with the director of
admissicns or execufive director. No

'0‘19 should b es Hc;uult’-"d until they

have paid all applic e ees, fested, re-
packaged in r" na'u I and completed
all necessary enrohment paperwork. A
student should not be automatically
rescheduled inte a new class.
The director of admissions shouid
rsonally talk to all cancellations before-
ey are processed. As a last dich
ffo rt to save a cancellation, require that
ome into the school to cancel their
ment. Do not allow cancellations
1appen over the phone. Requ are ali
ellations to sign a cancellation form
to make the canceliation official. A face
fo face meeting increases the chances
of saving the enrollment. Many times
the real reason why they want to ua'\ =

_.l

~
<l
[

=T

5“-0
]

o
3 =<
5 g

-
o

0
DJ

has not surfaced. "nce we uude tand
the real reason they want to cancel, we

have a beﬁer c“\qnce of savmg '1
and helping them find a solution. We
understand that we can’t save every
cancellation; but at least we have a
better chance if we can get them back
into the school.

Orphan enroliments usually account for
a high percentage of the total

|
- gancellations. The director of -
s ct

admissions
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[w]
1m

c

directly, or assign follow-up activity to
thae most dependable representative,

Weekly Future Start Ascountability
Meeting ‘

On a weekly basis the represeniative,
director - of admissions, executive
director, and a financial aid
representative should comaqre booked
futures and their financial aid p .wgmg

r
atus. D"rhg this meeting a l\cd Fla
list for studenis not packaged, noi
tested, or no showed a financial aid or
testing appointment should be created.
Other areas to be discussed include

T}
a

« When was the last time the

admissions representative taiked to the
student? _

+ Has -student paid - any required
appiication fees? »

= Isthe POG on file?

» Has the student completed their
application for financial aid?

a ls tha rnprneaqfahuﬁ fe!l ATt I

un loat
l\l VY WAL

oW
to date with sl documentation of

A=A RV

s Are there any obstacles that could

prevent the student from starting or
finishing their program?

The representative can follow-up by
r(eepmg a record of their foillow-up
activities by using a follow-up binder.
The following forms should be included
for every student:

» Contact Accountability Form
« Enrollment Agreement
a FA Estimated Award | att

s Missing Document Checkhst
» POG

« Transcript Request

NTIAL

The follow-up- hinder provides the
admissions representative With an
arderly listin g chpEutcd rts and

o maintain  current s an
follow-up. A sepc.rate contact sheet
should be maintained for each student.
The representative shouid document ail

. LW

sta
si

—~2
al
L8

Wi

" follow-up contact dates, the activity and

the outcome of the r'cn'fact or mailing.
The representative should bring their
follow-up  binder to the wesekly
accountability meeting,

OTHER SHOW RATE IDEAS

St 3

Every.

ay the school director or the
director of adm lSQIO"‘ wants to know,
"How' - many enroliments does the
representative ha ve? How many are

goof“' As we move closer to each start
date  and the number. of students
multiplies, remembering names and
faces gets tougher and so dees the

Led

king and recording of aumiSSiO']o
quirements. How can we help
dmissions track start numbers and
creale a bonpeuuve spint among the
admissions team?

-
‘I’ 5}
o

]

Create Name Tracking Boards..........

I Q.o
3
@
gg
Q
2)
= @
E"h..
[}
r (D
S o
3
AR
Ty
@}
n'i
el

can include proof of grad Udtlon ﬂnanma
aid, testing, etc. Every time an
admissions representative enrolls a new
student they mark the students name
and program, on the Name Tracking
Aciivity Board. Also when a student
cancels the admissions representative
must cross out that student's name.
This daily accountability allows the
director and/or director of admissions to
view the next start at a glance. Creating
name tracking boards also creates
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competition among the admissions

team. Every representative knows how

he or she compares to the other
[

representatives.

-schools, the purpose of the pres

The purpose of releasing press llUlleb
typicaily is to bring public attention to a

business: development,
impraving public relation

\7
and seivice awarsnass.

through nam
ror Ques

=N

Lt -

()]

release program is two-fold. In addition
to the pubiic relations aspect, when the
new student’s decision to attend school
is published in a local hometown
News pa »er, community, peer and family

ressure is brought fo bear and-

hopefuily, the pro**ective student is
mo nvated to foliow through with their

~ decision.

~ The process begins at enroliment. The
: t

ive the name of the
t‘ometown newspaper that will receive
our mailed press release. In addition
the student acknowledges the press
notification by completing the Press
Release Form. © Upon  successful
completion of the adinissions
requirements, -the school acceptanc
press release is mailed to th
referenced hometown newspapser. A
copy of a Kaplan approved press
release must be used,

The coordinator of hlS procedure must
prepare for the program by first,
gathering notification information and
addresses of all major newspapers in
fhe school's general recruitment area.
cond'y, the Kaplan corporate public

1. _____

ations office l“|UbL approve the press

CONFIDENTIAL

thereby

release notice. Then, as students from
smaller municipalities enroll, their lacal
r"“v‘ spaper information can be added to
& index file.

[

o~

- Open House |

For a Lr‘cessful open-house, follow
these tips

L2 AN

']
xI
&y
<
)
)

<
)
2
o)
5
D
2
@&
=

VIL{1 T
news articies, and the latest
placement stats for their review.

o Let them know that refreshments will
be availahle at the conclusion of the
open house. '

I vt
¢ {-o.mally grest all visitors

_+ Give an overview of the school, its -

history, and the admissions process.

Tour

. Renresentatives to tour prospects
focusing on their area of interest.
Program Du"‘ ctors are to assist in

the open house o assist w.
answering guestions about th ir
program.

hotild conduct a 10 to 15 minute
overview of services providad.

+ Handouts should be made availabie.

Financial Aid -

= Should conduct a 1

- overview of the fina
apporturities available

qualify.
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Question & Answer Session

» Director of Admissions to be

© available at thn conclusion of the
open-house to answer questions.
DOA and Repmmntmlves are to
assure prospective students
scheduled an appointiment with a
representative for further information
or to schedule an apnointment to
return,

»

CONFIDENTIAL

A survey from the executive director or
director of admisslons measuring the
prospective students at the school, a
oirgspondence from the placement
epariment requesting f‘omp'et;o an
return in order to complete their
placement  file, or return t

correspondence for prize drawing at

DT

Ell
he

orientation..  Remember to include
postage paid envelope for the studeant to
mail back to the school. Using an
accordion tickler file system 1 -31 file
the letters (which are personalized. on
th

e computer) and organize them to be
ailed at equal intervals. Generating

m
_these lefters should be a part of

coitectly prdcessing the enroliment

- “application and file.
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: POSITION TITLE: Admissions Representative -
| DEPARTMENT:  Admissions Departmient
| REPORTS TO:  Admissions Director & School Director '
FUNCTION: The Admissions Representative is responsible for interviewing,
enrolling &fol.ow—up of prospective students who have Inquired
about the school programs.
Duties:
5 Inquiry Calls
A Follow telephone script.’
B.  Overcome objections with the goal of scheduling appointment.
C.  Mail information for those who fail to schedule appointment.
B D Timely follow-up on al inquiries. that fail to schedule appointment,
1. Tele sphane fnlIOW-Hp
2. Mail follow-up
E immediate follow-up on ali appointments that fail to show for
appointment.
1. Telephone follow-up
2. . Maii foliow-up ,
F. Do cumentatlnn of all mqui ies and follow-up.
G.  Schedule acceptable perc gﬂ of leads to appointments.
it lruﬁr\.fsew ,
A. Interview prospective students according to Commitment Based
Admissions process, ‘
: 1. Initiate impact
2. Uncover & Discover Buying Profile
5; = Interview Questionnaire
: s IME
: * Probing questions
;_i +  Career Road Map
: = Five Fires & Carrots
= - Ten Primary Features .
‘ ¢ - Challenging Questions
3. Activate Interest
4. Create Desire
= Features & Benefits
|"l_
\‘\

CONFIDENTIAL : ' . ’ KHE 056820

Kaplan Higher Education Corporation

Document 30, Page 28




School Portfolic
Scniool Tour

1

Elicit Action

Referrals

Timely follow-up on ai interview that fail to show for appoiniment.
s  Telephone :

Noo

: ¢ Mail
:5 . Enrollment :
i A, Complete all required enrollment paperwork with accuracy.
| 1. Requesi HS/GED, & previous education transcripts when needed
L ' B. Ensure all enroliments have completed financial aid packaging
C. - Ensure all enrollment meet admissions requirements. -
1. HS/GED

2. Testing
- D. Follow-up to ensure student staits schoot.
1. Telephone
2. Mail

V.

i
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3
=
3
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L e
n
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o
o
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3

Acceptable number of starts
Minimum of one referral for every enrollment

Moo W;

V,

[9p]
<
L:l'
=
=5
a
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<
=
{
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o

VI.  Adhere to schiedule of hours set forth by Admissions Director/Schooi Director.

; Vil.  Attend meetings as designated by Admissions Director/Schoal Director.
A School meetings
B Company meetings

Vill.  Honestly & correctly present school’s programs and career opportunities.

X Other duties as assighed
| Admissions Representative Signature ‘ Date
| o
‘ Director of Admissions Date
CONFIDENTIAL ' KHE 056821
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Day Four:

-CONFIDENTIAL

A ... AT % F . PN o e
NeW ﬁﬂmibsiﬂﬂ'ﬁ%?FES%ﬂtaIive
‘b L] = ~“ - - ---l‘
i raining Schediile
WWanl Mna
Y, R
3(_‘,_mple e New Hire Pnp::rwork
3Job expectations
3Sta" .mrou ction
3initiate Impact memorization

BActlvate Interest memorization

3Review school catalog

3Review employee handbook

3Review all sales promotionals

3Schedule meetings with department heads & instructors

3IMest with Director of Admissions for previous day review
“3Morning, sit one hour in all rograms iab class

a
3Afternoon, meet Wlth lab instructor for one hour
3Afternoon, minimum on hour meeting with:

3t laCcluent Director
3internship Coordinator
arlna'u,lai/-‘\lu Director
3School Director
3Edugcation Director

3Meet with Admissions Director for previous day review

3Moriting, sit in lab classes

3Afternoon, meet with lab instructors

3Afterncon: read Module One Commitment Based Selling Overview
3Memorization Initiate impact & Activate i'nterest Statement

3Morning, meet with Admissions Director for previous day review
3Morning, observe Admission Reprasentative interview.

IMorning, read Module Two understanding Our Product

3Afiernoon, worksheets for Moduie Two Understanding Our Product

3Memorization Initiate Impact & Activate Interest Statement

KHE 056822
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Day Five:
Waekend:

Must have |nitiate Imp‘""" & Activate Interest statement memorized prior to second wee

3Morning, meet with Admissions Director for previous day review
3Morning, meet with Admission Representaﬁv n lead tracking system

and reporis

IMo nulg, read Mo dU!c Three tr‘g its
3Morning, Worksheets for Mo dui Three Reiatmg Benefits
3Afternoon, read Module Fou ur Success Ps rspective

1 1o RA~A (s el H
3Aftarncon worksheeats Module Four Succass Perspective

3Afternoon, Rmd Module Five Buying Motives
£ PN 2 23 s 3
5 1

training on Commitment B

Day Seven:

Day Eight:

CONFIDENTIAL
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3Review previous day
3lnitiate Impact

3Role Play Initiate I. ipact
3Uncover & Discover Buying Profile
3Probing questiom
3DOA role play questionnaire
3Homework: Review Module Seven Uncover & Discover Buying Profile &
read Module Eight Activate Intarest

3Review previous day

3Uncover & Discover Buying Profile
3Role play, rele play, role play
3Aciivate interest

3Role play Activate Interest

3Homework: read Module Nine Create Desire & Movude Ten Elicit Action

- KHE 056823
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IUI

Nine: 3Review previous day
3Create Desire
3Create Desire role play
3Portfolio
3Tour

a

g

3Elicit Action role play :
3Homework: read Module Eleven Develop & maintain Follow-up &
R . PO ‘ .

| Day Ten: . 3interviewo
" " 3Telephone training & handling objections
ITelephone role play
3Commitment Based Seiling Evaluation & Certification
3Homework: read Module Twelve How to Increase Appointments & |

in-l-n LA res
LG VITYYD .
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D
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|
|

Rasulls
Crientation

Intelligence

Persuasive
Communication
Skills

Customer
Focus

Decision
Making

__ L.

Team
Builder

Value
Driven

Sfrategle
Thinking

Comments

\
N

CONFIDENTIAL

Interviewer (Your Name):
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VA T il _ e ~~ J.!“i - - .
A K 5 E o
AR OLICCESS UTiiena

Demonstrated Behaviers.

High standards of personal and busmess ethics.
Values align with KHEC.
Personal accountability and openness.

Results orientation

)

Intelligence

Able io think from abstract fo concrete.
Vocabulary/grammar.
Creative/curious,

Asks for the order/closes.
i o

-
hridences

Eye contact/list ening SKi

Appreciates and emphasizes customer perspective.
Sets and communicates standards for customer gervice,

Customer/missicn focusad.

Decision making

Team builder.

Knows role in teams.
Collaborates effectively with coliesagues.
Listening skills/other oriented.

Value driven

- Understands the RO pr

QCEss.
Knows the competi tl‘“" bid proces
o s

4

1 Strategic thinking

Understands business, industry, ard compstition.

Proactive varsus reactive.
Sees outcomes at full scale.
Develops strategic plans.

CONFIDENTIAL

Kaplan Higher Education Corporation

Document 30, Page 36

KHE 056828




{

A

M

o

CONFIDENTIAL

. Who is the Executive Directo

. What year did the company acquire KHEC College?

. How many years has KHEC College served in the community?

of KHEC College?

. Who is the Education Director of KHEC College?

. 'Who is the Finance Director of KHEC Coliege?

. Who is the Placement Director of KHEC College?

Wha is the Admission Director of SACMDA/CCT?

Kaplan Higher Education Corporation
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Who is the president of our parent company?

Wha is the vice prasident of our company?

=
=
(e}
m
=

t Coast Directors?

} ok
o
I
m
(€]

o)
o
0
0
zh

> [T1
L (O
. A
0 N
o) =

How many schools currently make up our parent combany?
KHEC COLLEGE

How many programs does KHEC College offer?
What are the programs offered at KHEC College?
Who accredits KHEC Coilege institutionally?

What programs currently hold programmatic accreditation?

Does KHEC College guarantee employment to their graduates?
Do we offer financial assistance {o our students? .

What type of Financial Aid programs does KHEC College offer? '

Kaplan Higher Education Corporation
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tudents and what are the. minimurmi

" scores accepted?
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five job opportunities for Medical Assistant graduates?

What are the differences between a traditional college and a technicalfvocationa
college? :

Who are KHEC College’s competitors?

What is the advantage of someone wanting to use KHEC Co lege as a stepping
stone toward their career goals?

VWhat can the school grant a student that has a medical condition or has- mlhtarv
cbligations? : ,
How many ronserutlve s can a student miss before the school must drop them?

What percentage of absences can a student accumtilate for the entire program?

How much time does a student have to cancel the|r application to be ehglble for a
refund of the registration fee? :

T rua
B. Faise

A student must he given a school catalog at the time of enrollment.
A. True ' '

n = e b

B. False

Kaplan Higher Education Corporation

Document 30, Page 40

KHE 056832



KHE 056833

I3
o A n
et g €
35 | S
- .- ¥ < . - )
% £ N . ) i
o R7) o . . 3 ) S
mw .m. WW.S _ - _ © 5
> 5 . ) o . c @
52 S 2o
lnu ! ..~. ..—u ]
5% bl e
oL S A g%
S.._.... =0 5 2
o 2= : . 2 S
| ¥ - (Fp e >3
£, w = m
_ns An_w ] I
7 . g°
DI iy ! 2 B m
= m g
_nu o .. . . (] ©
L] ﬁl .Mw i K
&N .m a i A
tn “nl m :
- = \
e Lrn
l_ﬂu -m" ' ) e
<[ & 2 ‘ 2.
= 2 = -
e - c |0 - 5|8 S
o . e |2 82 |8
2O w _ e : |T 25253 |3
= = . 3 . : EiE > £
i & . m... mu MW % _.IM_I,“ _H 5 ..mw ..a...m g | £
| : = i et | - ) 5 o
® i O S o % W mm_ < |l v o m 232 Mw n .W
. am” A . 1 = Y g D Ul ] - S kel mW .ma P_ A2 M )
.Ml‘u Q | c | w L = |3 B |e = uv.m_uC -
s Mu ]® 2 | S D @ == <3 eIy O - =« .
CLE | = |- oL@ S-|3 B8 o S |2 - X o
ooye O 0 O EE 318 18 . = & i
5E (2 o [a 21 3 |3 = 2= =0
Q|- | @ = |5 8B = 2
Gl = = T T 12 2 |E
74 & |5 > | C = ==
(2] e e .nl .M_ =
F= s |2 = 2
5| = |2
<C

CONFIDENTIAL




if

)

reseniative
0
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Sign-

-

Staff Introduction

‘| Placement

t

Assistan

Medica

Pharmacy Tech -

—r

s

Processor

‘School Director -
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0
|

NFi

v,
m

™ _ " . s s _ . |
Daily Caliing Record
2 2
Name
Date
# of Appointments # of Referrals
Calls . Contacis Appointments
123458789 16 1234353673859 0 1234567 839 10
11213141516 17 {8 19 20 1 121314151617 18 19 20 11121314 151617 1819 20
2199 78 24 25 2R 27 28 29°AN 2 2223242826827292920 21222324252527 2828 30
3132333¢353637 383940 3’ 32 3334 3536 37 34 39 40 . 313233243596 37 2R3540
2142434244546 47454350 4 42 43 44 45 48 47 49 29 50 41 42 43 44 45 45 47 4648 50
616262 64 65 65 687 6869 70 B" B2CIEAE5ES 67686870 61 62 63 64 65 &6 &7 5869 Tl
7172737¢ 7587778 79 80 7727374757677 718 79 80 71 7273747576 77 7879 80
81 82 53 B4 B3 66 57 48 89 &0 . B* Y2 Y3 B4 45 84 87 68 89 20 A1 B2 A3 84 85 66 67 585399
91 92 93 94 95 96 97 98 93 100 9° 9293 94 95 95 97 98 99°* 00 97 92 93 94 B5 95 07 899 100
interviews
~Name Results
. N Enroliments
» . " =

Sfudent's Name Phone # ‘Course Lead-Source Start Date -
- . . . 4 S .. ) o . L

. .. T < ) . . P

~
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- Kaplan QOperating Principles & Mission Statement.......................... SRR Pg.. 1
Commitment Based Selling Overview ......c...c.ocevenee.. e et aee Pg. 8
CBS FIOW CRAIE ..ooeeevv e eeseseveessioneee oo e oo et Pg.9 | =
CBS OUHING ovvvoover e vveeeseeesveseeeieee s seeesees e sesss s seeeesenen Pg. 10-11 Es’%
Fires & Carmots ...oiiiieiii s s e seese s desae b e eseae e Pg. 12-14 =
“Why Customers” Buy Worksheet.......... MEre e e e e ene s e e e et es ke e eeeesessenrrns Fg. 15
5 Features & Benellls... ..o e Pg. 15-20
| Features & Benefits WORKSREELS......oevoc oo SR Pg. 21-26
SUCCESS PErSPECVE...vvvvieeeeer et g eee e e s .Pg.27-29
Suiccess Perspective WOorksheat ..o s Pg. 30-34
Initiate Impact........ccoeeerreeninnnn ettt e Pg. 35
Uncover & Discover the Buying Profile ...........uiveeiesersrenn et PGL 36
- Career Road Map............ SO e ettt P 37438
ProbiNgG QUESHONS ... .eveves oo svereesaseereesmerseerescesessess s et Pg. 39-44
Adult interview Questionnaire .......... e e e e Pg. 45-50
High School QUestionnaire ... e e Pg. 51-54
ACHVAIE INTBIESE ..o e st e et e ere et e e s Pg. 55
O =t I B LT = TR N UT U Pg. 56-57
Challenging Questions .........ccocoiriccecce, e Pgd. 58
Educational Investment Ghecklist Role Play & Checklist .........c...,i..; Pg. 5960, -
NG ACHON: -iveveerevieeeesensesaciesssess s st s Pg. 6162
L POSECIOSE.. oo e TR Pg. 63
GBS REMSMAISIPDL oo oot e Pg. 64
BE'S Of TRIRPROMING .- ecrrrrrs e ensens st s osnsonn PG, 65268
L Effectivefelephoaing Techniques ..., Teveenes .......... e PG, 8771
* Telephone CheckKiist.......... e S e i e PEL T2 -
T\.Iephéne'Scripi‘..'.,.'.......‘...........,....' ............. Hi e e et e Pg. 73"
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school into their lives, what has to change to fit school info their
{ita? {work schadiila {6 with familv/iriends
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When we get an enroliment or e S &
selling the program. When we a commitment (Corimitm
Based Selling) we focus on why the customer is there and why

“want {o buy the program.

lost sales ‘présentations use 25 features tgievery 2 énefits to avery

This'is foclising off seliing the program, not the’

A i L]

Value is fair value for something exchanged. Our customers’ lives
are full. They must believe that they are getting value in fair
exchange for what they give up in their lives. Somsthing is geing to
have to change {0 make room for schooi. We have to build vaiue.
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INITIATE IMPACT & CREATE DESIRE
s : Name of your college A PORTFOLIO '
Credibility, Professional, and Representative & Company Corporate Logo
~ Role Recommendation i N
| — | Pictures of President/Owner/CEO
i | -] -
l . i— i Pictures of Key Managers
|
! RO NSO AVED B Pictures of Key Staff Members
UNLUUOVER/LGISLUVER N ’
. DIIVIAMS DDADN £ i PiCTUI‘eS of Schools
LW F ATNYT § O FNASE RA,i B
Questionnaire | Philosophy
— E— - . . e
] | Accreditation Certificate
|| TN
| ‘ 2!'7 : . i : Need for Specialization
ACTIVATE INTEREST E Opportunities
World of Specialization ] Curricufum
2. N - .
Shortage & Demand i Lefters N
Skilled People i Testimonials
LT | ST
vieaningful Carser i Pictures of Students in Class
Your college:Philosophy E Unigue Fedtures and Selling Points
Your Coliege Reputation N Pictures of Graduates at Wark
#of Years Established E List of Employers who Hire Graduates.
Small Classes X -Earning Opportunities
Llar\o-lr-ll "o ! - oege -~ .
T :auua’Ol e = | Ul[lOﬂ/L:OSIS
; Accredited i Summary of Sr:'nﬁn! Benefits
Counseling/Guidance Programs i Summary of Qualifications.
i (‘ualif's:‘: Instructors i Graduatios Certlficate
. 1
Specialized Tralning . | — K
g - — . | -
-; Modern Equipment H Y
: : 2 y
f Placement i | DEVELOP/MAINTAIN
tudents Mus lify -
Students Must Qualify = y FOLLOW-UP
QUALIFICATIONS K (]
Interast I \\1 _l_
T | B \ 4
! Motivation B T
! - ELIGIT ACTION
| Willingness to Make the Effort ' | A A ~LOSE U
(. Agreement to -continue ]
9
CONFIDENTIAL - ' . ' KHE 066844

Kaplan Higher Education Corporation

Document 30, Page 52




KHE 056845

d.y.,ﬁ.ﬁ-b—gm _— —u_l—u.(_ﬂ—mﬁ»——r_ ——_ I ".. ot ‘__ .E_E_E,Eri—_lm_‘_

L N - @ = :
) L. ) ) @ g g 5
S £ 50 2 o= =
o . o8 = 0 © c
.t O > = -~ Q. ¢ ()
¢ . < & = = = B E =
=2 D Q © o @ .6 = S 3 =
=) P Q e 0 O o D >a @) Q 4]
g 2 8 L 09 = G p ©® E 5 S
S L o B8 =T e o 2> < B o m
Q ..nn.. fud [®] o [ - 4 PO o . - =10
o S O > X i @ = N = Q = o
by — - 9 O . ~ 7] QD o = < Q O Q
b= © = 0 “ k= 4] £ =] : = + c o))
o o = 3 @ W . 40 4 o Q. 2 T oD o @ c &
mw w oz & o o w E ] (=] mw = S a £ £ Slal
- ) = ot aan . = = - . —
" ! D i @ i o o= = z 9 -
20 o .MN = mw O R« == - iv] T o S < o mlw ..nla. o
£ o o S @ O = 3 & < Tb S =& 5 O™
L 0§ 2 B o} o o ) w: @ = S
Rt - = > D w o~ @ = i L
£ 8 o mw mm z . e c & > E s @ s —
5 2 2 2 = = N o5 @ .G 03 = c o [<B) m
e = £ g = : z »w= Ew = £ @
< - -~ M -3 o~ < W = [ T = @ -— = = 3
= > .G ™ = - - G 9 D= ¢t o B .E > Q
@ b} A 7 S o S S @ B g 2 ] = 25
£ £ £ ® 2 M Lc 4D Q T ©ES = 3 9 T
~ > - N . i ; = - . > ot D
: G 38 - o Qg @ 0 == = &
(2] 2] 0 wy b} it el 0 @ 2o o i @ © - . -
g~ ) o o a3 o) m & 0. o = 0 E W ie] O o C
c: = o - - A = s i twd CF & a3 B2 = O c o —_
H & & ®m.E . L = B & e e ©F = = = B =
0 ™ ) 0 = B o o= D O C L » o= g £ ¢ ) V)
s & 8 © 2 4 §.2 £ 8L LS Lup.= = 5 © @ X
T v T v B B = W = Qo & o wowm W £ o o
c = c £ =B = o © = Q.S 5 D 5 L - Q 0.
- 3 3 = B R 5 < L = @£ =S L. =g & o a a
0 5 B8 B B8 v 9 o2 K3 oz F¥m s S W = 203
% 8 B8 8 3 & A % wE by Ol oo E 5 T O
@ D ] o E 5 O
n. Q. Q. Q. Q. ~ ~ > S P = o> - - " muu =]
= 7] w ) 0w o > D Pl -] = L oo [0 O
Mv = O (=l ®) = Q =0 t = e AA
: g 2 2 £ i g 2o Eo o EgoE =z L& et R ol <
== . : - - @ . = @ £ ol ChE [l il ST . o 00O @
14 W 0. 0 as Q. L _...__._ 5 (14} ) @O a8 v ) @ 56 - . e M _— = -
v g 2 o BE T VE THEo p 908 SN g = 4 b=
S a o < 8 89 8 . ) ) . . O . =R . .
BB S B - N o o Gl 5 +~ o o« F
S e : @ i =3 : . = by Q. <
—_ oL C o Q. =] =
2z
o
]
< s
- =
O
. o
/.\ _.C




Sy S

PO S R s e S e

]

i

KHE 056846

: . =
0 \ 2 @
P & m
0 : R "3 c
= : = B 2
< ) 5 o
llm . Lo AT S
; £ 5 i S5
B g 0 2 O &
2 235 3 = SS
) == s Qoo
o 0= 0 s © B S
0 — = - ’ S Q
- — W > ] e [SIe)
0 < - T 0 - = I
73 g & £ . ©
@w O o = ol (&) w5
Z = 8 D e L ) I © s E
= = ket " LLE . . | . o k) < 3
g § O Tz e 2 o © 53
ko] . m oy 2 - o) LLI . g o
8 E £ =k e a g % Q Ia
o @ - B wao =< o Q il B Y c
g a o WLipE »n I L et - 5 <
5 - . ERW?E 2 O o 2 =
® B o0 ZL>Z - o el B S
g Q2@ o W20TH T £ zl o N
5 g £ poanil <L e ("
€ E3 8 2p&gL<« . T 2. g B
- - - . e =y Z £"
ok 3 &% B HomLdz - 8§ & Z G
Bl o = 3] = D\ = < Mm Qg -G =50 0
1L Q 582 ] DD o : “mW.. % < 2.“. mlv
al ., & rFra B 000wnd g 828 B al @
;-0 e o e == - =
w 3 o 90 4o 00000 < § as O O &
a 9 : : = 2 . wi
“M _,m.w. ~ od Q| - m. ~ o mm - __
S r < P
ST TE I =) =
2
u
- o
- il
pd
Ie)
IR et o
h/“n#\\x.‘. i ! ,.u..dn._.\ \\_




([ SR Qur customers must have the confidance to dacids batwesan two choicss
" These two choices are: _FIRES OR CARROTS
4 Fires are things our cusiomers okmgt void, reduce ar eliminate
Examples of Fires
Low Pa Unempleyment Low Job Satisfaction
Dependence Abuse ack of Security
Low self-ssteem Limited Future Hate my job
Fear of Failure No time with family Lack of growth

+ Carrots are things Qur' customers are looking to improve, increase or enhance.
Exambples of Carrots

Independence = Siabls Fubuwre More Money
Advancement Recegnition ’ Confidence
-Self Image Choices _ Quality of Life
‘Security " Job Satisfaction Like whatl do
Fires & Carrots are the Buying Motives customers use o decide whether or not to make
and build a commitment. Fires are the k..v‘.m. the life t & customer currently has. To

ecide to choose the fires is a safe decision. Carrots are the unknown, the life our
ustomerqum To choose the carrols is riskyd cisio nfo. the prospect.

Our :,ustc e ;ects eu‘wer che lll'@b OL me z,curoi:s wn We interview inem Our cmse

L,AHRO I'S, which is a risk.

What kills the commitment is the decision to play it safe, to go back to the fires, and to
| forgo the hope of getting the carrot. Carrots are their DREAMS. Fires are their REALITY.

than just getting an enrdliment? If we ‘v |
-getting a scxlc, if \m: want our ciose rate 10 go up, we must
buymg maotives rather than the features of our programs. The fe ur
. -. . .nota fair exct ar-ge and rapresent little or no value to them, We mL“-[ also challe
] commitment in arder to help them decide to begin the day—-by—day journey.

- How do we charge our.interview proces thuln and retain a committed customer rather
ain !

‘When we interview a customer using 25 features for evcry 2 be efits and gvery 1 buying
maotive we are uomg duct tape to make the sale. Will the enrolim g reement stick?
. Who knows . T

Our students do not go to schooi because they uke scnool hands-on training, free tutoring, 3
or small classes, etc. Each individual whom we interview has his/her own buying motives -
(EIRES & CARROTS) and his /her own benefits from our program. To focus.on features
like small classes, free tutoring or caring instructors is to use duct tape to get the sale, Wi/ -
the enrollment aamempnt stick? Who knows?

b
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Aliow students to work,
juggle family, homs, and

AT '
school at the same time.

Established reputation

. Bring reals#ofid trainifig into

the classroom -

Shows employers that our
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Practice relating features and bensfils while speaking in the

success perspective. Using “smaii ciasses” as a primary
eature write a dialog using “ _
perspeciive along with “smali classes” and the corresponding

benefit.

O

Practice relating features and bernefits while speaking in the
. H iz i b H
success perspective. Usmg advisory boards” as a primary
feature write a dialog using “Employers” as the success
perspective along with “advisory boards” and the corresponding
benefit
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This step of the Commitment-Based Selling process is devoted to
r ing the prospect's buying profile. Li doctor who must first

rospective student with the prr:wg:we'r gl idance. Th
is also known as the *L.Q." (Interview Questionnaire). m:s is where the
Admissions Representative uses th he i nferview questionnaire. This process

rennlres communication skills, listening skills, and a true understanding of
vhat we are locking for in order to 'm"et the .oapect in making the nght
decieion The admissions interview is built on the unique understanding -of

each prospective student. Each individual prospect comes to the interview
with a unigue buying profile, and it is the admissions representative’s

responsibility to understand each part of the buying profile. : '
The Admissions Representative uséstha interview questionnsaire to find out: :
The Admissions Representative usés'the interview e e
.
= 10 Primary Features §
What is primarily important about our school or training program to the 53
prospective student? —_mh{
. |
» 10 Primary Benefits — b ——
V‘vl*at & why will those 10 pl"”T'ary features be of bvncflt to the f
prospecuve Stuaéﬂt'? B
. : _ _

Whait ; are nve tmngs the prospecﬂVe Studént wants to avoid, reduce, or
eliminate? ' '

I

e 5 Carrors - o .
What are five things the orcspec’rlve student is looking ta improve,

’nnraaea e anhar\f\n?
il widwiy, W Wil i s

Where in the-pas the prcspec ive st fdeht break or bend a promise or
commitment? v'V' ‘re ‘shouid-the Adm sions Kepresentauve chailenge
test the nrgspeci qtudent‘t; intere sts, f
areas that may cause the prospective st ent to start bL.t not finish
The question naire naluding any data shee s'wou-d b«— filled ol
admissions representative. No infor met.cﬂ should be filie d out in the lobby.
The questionnaire will take a minimum of 40 minutes i:o mpie :
representative shouid not just ask the auest:ons on the st ndar _
guestionnaire, They should keep asking questions, ob;ng ur to five

tl R~ A )
s thes *"*’

= -
-
tor
3
iy
-I

Ly

WE

revs

questions deep to get the a

f

=
=
=
2

IMPORT ANT: The admissions representative should NEVER ¢o on to

the nexi step until thev have completed the profile on the prospective ; .
student which includes all 10 primary features, 10 primary benefits, 5 _'
fires, 5 carrots and challenging guestions :
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, what do you need to do to gst from
unskilied to this ife? What do you have to do to get from here to
here, from this life.. to the life you want? Describe it. (refer o carrots)
' skills from their current

Draw t 1 (H i or
. situation (fires) to the life they want (carrots). What is it going to take
to move from this iife to this iife? List training/skiils beiow the arch.

What is it going to take to get from unskilled to skiiled? How will you

et the training & skiiis? Where wili you get the skiils? (they wili say
cheol or education) Write School/Education above the arch.

[

ay
[
Il

. aplan College, we interview
of students; many of them had very similar situations as you
them said they too wanted a
knew that they must go back to

he md Ll o
mnac ey

<) i )
<

G &

A

eft

~ PP U JR T N Aim'eny s m€ dlois ma ads Iy P
ool to have this life. Many.of thése students toid us

shared with me today. Many o

Il 116

]
'y
@

(7230 @ il N

alrea need to make madifications or
changgs to } ines to fit school in, What would you need
to ch 10 make-room for school?  Let's nut
. O_.; A= Rl 3 Lot m Eh r':Y:."ﬂ‘-'Q*". LAY r“‘t
togethier &y it Wil alfow you te fit schidiclinto you busy. scheduie
(if stu ifficuity answering the guestion, refer to
) T S OSSN S
childc portation/back-up, motivation,
i@l nat oftr  Draw tha nia haral
l:Hl 1 TNsay A uruvv Ih\.’ pl\l II\AIU,..
Cany at are the three things | look for in
E at the hottom
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Is there an additional phone number in the event | need to get in touch with
you? : ~ :

Do you have an email address?

ﬂl

il

I

0 vou live on your own or with vour

How do your parents/spouse feel about the idea of you going to schooi?

(Fire)

Parents/spouse, how do youfeel about _ - career choice? (Fir

Have you given any thought to the childgare for ? ,P

Would yout have a back up planif would not be able t -

keep ~_? What would your back up plan be? (IME & Obstacle i
- How do you:plan to gét f& scheel everyiday? If your transpoitation broke ﬂ

down wolildiyour have a back up plan? ‘What would it be? Have you looked ﬁ%ﬁj

into the bus schedule yet? (IME & Cbstacle) ' : Eﬁ%

— |

So . what you're telling me is childcare for your childre
and transportation would not prevent you from attending your classes?
. that correct? (IME)

Have you had an opportunity 16 talk with student/graduate about their.
H L C-

Tell me about your educational background. What grade level did you

| What classes were you taking when you attendad (name of college)? Whe
| ou enrofled at (name of college) what was your career interest? So what

| -

b T y

Q
jn
jus]
3
«Q
9]
o,
=
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Did you drop out of High school/college because you weren't interested?
Not motivated to a‘te-ud your classes? Or unwilling to put forth the effort?

Are yau the type of person that ie arns better if someone shows you how o -
do svmethmg? Or do you learn better if you're given a book =nd told to
it, the :

IAI At

Vas there anything missing you needed. fr
experience?” (Featu '

Qr
c
3
g
Q
c
=
2
Q
3
n
(9
3
(o]
=
S
Q
g
@
Q
o

What has kept you from getting your GED? Do o you think getting your GED.
is important? Why? Are’ you gerious abbut getting your f‘ED’P What do

t
you need to do to start the GE D' praa*s-s? (IME) '

Have you ever appne
Did an\/thlnn nra\mnt

| (IME)

| Since you acguired additional training, what did it do for you? How have

| you grown? What do you have today that you would not have, had you riot
: obtained additional training? (Carrots)

1€ N ager l
\.n.fci,. Yo cha.;.g?e?'l What did you fieéd-from College XYZ that you di
; receive? (Feature) ‘
: Do you nermally do better in classes that you 'nave an interest in? (lmerest
;: & Feature) - :
Why did you enjoy these classes? (Feature)

Why did you not enjoy these classes? (Feature)

What needed to change for you to peiform better in school? IME (Feature)

x,

i yuu were a student now, would you only want to study the classes that
you have an interest in? (Feature)

, 40 ' :
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Wouid these things be important fa,you:now?
help you to

ere 1o be accepled o

[0]

Why are you not working now? Do you have a pian? What is your pian?
- {Fires& Carrots

What are your work hours? What shift do you work? What days do you
work? Is your job full time or part ime? Do you work overtime? (Feature)

Have you discussed with your employer the idea to go to schooi? How do
they feel? Are they willing to work with your school schedule? (Obstacle)

41
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that be important to you now? ‘Why? (IME)

:D H k
a student?
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u weren't interested in school?
unwilling to put forth the effort?

- would you put

> imporiant to.you:r How would these things
gccessful now? (IME) .~ =
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Re & BA A Vi TAYy () Fve« LA Ak el ~ 133 v
much do you want o eamn? Vhat is it going to take for yoii o make that
kind of money? What do you need to do to get there? Are you committed
to doing that? (Carrots & iME)

Wotild your work hours prevent you from reaching vour goals? (IME) Do
you like the hours that you are currently working? Why or Why not? {Fires
or Carrots) What else is missing about that job? (Fires or Carrois)

What if vou were offered a job that conflictad with your school hours? How
would you handle that? (IME or Obstacle) T

s there anything else you want? How wiltiyou be able to get what you
a 473 fiT% ~ -~
want? (Fires or Carrots)

- What are your employment needs? What is going fo make you happy?

What is going. te motivdte you te perform at your-best? (Fires & Carrots)

When you ‘say- everything or nothing must change about
situation, are you referring 2 -hot 5 i

-
-
=3
L2
4
©
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e
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Thyasem mwa blowa o Slafin oy

inere are three thi igs

accepted. Can you tell me wha
h

we look for these three things in recommending a student?

week, is that s07 You must reaily be good at balancing a lot of things
once. How do you plan to now balance school into your daily routine?

Yo

Would school be a priority over your outside activities? Would schoal be

as much a priority as these activities? (IME

How would you feel about putting these activities off for a while? (IME)
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What is it about that career that appeals to you? (Carrois)

Why haven't you pursued this career? What has held you back from
pursuing this career? (IME)

Why do you think this career is for you? (Carrots)

Is there a specialty area you would like to work in? (Interest)

if you had a magic wand iOSH i yra i i

perfect position, wnat wouic

B

Have you taiked to someone in this-pesition about what they do? Could

you see yourself in this career? What do they have in their career that you -

PP PR .Y
Liiavers

b 3
( iy
How would. your famil ou confident that you would
be happier? fell nead {o get there?
(Carrots) :

Siie

here are three things that
- £
L

accepted. Can you tell me what these three things are? W hint
we look for these three things in recommending a student?

What could you do to prove him/her wrong?. Would you invite him/her to
your graduation?
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44

‘Do 'you realize if you had taken action when you first thought about this
you couild already be trained and working as a ?

When have you made excuses in the past? What was the resuit of your
making an excuse? What did you learn from this experience? Do you
you're finished making excuses and ready to take action and move
forward? (IME)

il wait a few
months? Why are you ready testart moving forward today? (IME)

Redacted |
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. &= {APLAN ) HIGHER EDUCATION
(S — '
o PERSONAL DATA

Name : Sex

Address: ___ . ' : City: . - State: Zip:

Phone: (__)___ - D.0.B: a S.S#: .

Marital Status: - ] - Children: # Dependents:.’

‘Where did you first hear of about our schooi?

Do you have a friend or relative attending or that has attended a Kaplan school?

EDUCATION .

High Schook ____ ' Graduation Date: __ GED:

College: ' ' Location: # Years:-.

# Years:

Adaditional Training: Location:

Jhy did you stop?

- Did/Do you like scbf‘cl'? Why?

Subjects you liked:

Subjects you disliked:

Grade Point Average: Could you have done better?

Why didn’t you?

if you were asked to return to your high school/coilege as an adwsor what adwce would you give to make
. the educational experience better for others"

Present position: : . Employer: .

From: . To: . # Hour/Week: Earnings:

if you were told you would work at the same place,
make you fesl?
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Redacted
kL :,_ _ TSN INU GG T I TEHU T ‘
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- What career have you always wanted?
t

. What career appeals to you now?

Do you know of anyone successfully employed in t

Whait do they do, career wise, that appeals o you?

Why have you waited until now to pursue this career?

J N = N ¥

'
\

If you were fold you could never have what you want because you would not do what it takes

[l

to get it, how would you reply?

' Do 1, u limit your oppcrtunities by making excuses?

ar o

Have.you ever regrstted tha t you have not taken action before now?

Slightly : - Very
Dissatisfied Dissatisfied
0123 4587 8 9 106

What level of dissatisfaction are you at?

At what level wouid you prefer to be?

<
=
D
0
n

<eeping you from reducing dissatisfaction in your job/life situation? _ '

When would you want your life to start changing?

f What do you need to do about it?

How would you characterize your personality? [] Creative [ ] Feelings [ Logical
' o (] Action
46
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What are your goais?

| CAREER ROADMAP™

: ©The Winning Foundation
Do not reprint without written
Permission. Reprinied with
permission.

¢ Redacted
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! INailtlic — !
1 . — 1
j| Address: . City: State: ___ Zipt _.__: i
H -
':' Phone: ( ) li
1l [
% How Acquainted .%.
X M
E E
5l Narmia:
i — i
%Address: . City: _- i State: Zip: ! .
.M . N
! Phone: ( ) !
i i
Il How Acquainted !
! 1
!l |
K Name: 1
i . , _ i
i Address: City: - State: Zip; i
g Phone: () i
. 1
How Acquainted i
I
. |
Name: A
. . . - R - - .. I
Address: - City! : State:. Zip:. I
’ ' I
Phone: ( ) i
H
How Acquainted: i
q
]
I
1
Il
1
]
]
L]
1
]
1
)|
I
X
]
I}
1
]
|
]
I
|
|
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How will the schoal know that you will be a committed student?

Applicant’s Signature . ' ' Date

Redacted
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- Siudent Name

-+*Phone #:

Plan A: Name:
Plan B: Name:

ian Al
Chil

Phone #:

Plan A:

Date:

Student Signature
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- Marital Status: Children: # Dependents:

Where did you first hear of about ourischoo!?

Do you have a friend or relative attending or that has attended a Kaplan school? _

EDUCATION

High School: . - Graduation Date: GED:

College: i : Location: : # Years:

Additional Training: _ i . Locsation: . # Years.

Why did you stop?

Did/Do you like schoei? Why?

Subjects vou liked:

Subjects you disliked:

Grade Point Average: Could you have done better?

Why didn’t you?

If you wera asked to raturn to your high school/callege as an edvisor. what advice would you give to make
the educational experience hetter for others? . .

Present position: : : Employer:

From: ___ "~ . To: # Hour/Week: Earnings:

Are you satisfied with this job? : .

What would you have to change about her current job for you to want to do it for the rest of your life? .

If you were told you wouid work at the same piace, daing the same jab, for the rest of your fife, how wauld this
make you feel? : )

Redacted

(95}
—

CONFIDENTIAL ' : : KHE 056883

Kaplan Higher Education Corporation

Document 30, Page 91




]

- Why can't you be emplayed in the carser of ym:ir cholce now?

"Where would your fife be five years ffom now without a skill?

Do vou know of anyone successfully employed in this field?

What do they do, career wise, that appeals to you?

How long have you seriously considered this career?

Why have you waited untit now to pursue this career?

What are you looking for a school o provide?

What apprehensions ar fears are you experiencing in your selection of a school?

Why would you select a particular school?

Redacted
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What are your goals

-\]l

CAREER ROADMAP™
€iThe Winning Foundation

. Do not reprint without written
Pemission. Reprinted with
permission.

Redacted
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Through 10 primary features and bensfits. NOT e —
time the representative presenis a feature and b B
the s CBSS perspectives. The representative simp =l
the tén primary features andCorresgénding ben !

f AT ro { P

r
on the interview quastionngire and thefi proceed v

the cnvate interest statement.

P

interest in their career fie:
sveryday, :andiswho ae

¥
o

As.| told you earlier, I'm *eeking
0

and are 0
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In this step you wﬂl take your school's e‘videﬁce of cre
stations or selling stations, whether that be a pitch boo
PQWerPomt or other nmnf sourcas or testimonia

fip chart,

I Ak 1Y WL W | IV e Y L,

Always use the THIRD PARTY SUCCESS PERSPECTIVE when showing
evidence of the school's credibility. The five third party SUCCESS .
PERSPECTIVES are:

«  Our Students

‘e OurGraduates

ur Students in Similar Situations
Qur Graduates in Slml.q Situatio
ur Employers - B

0
O

]

3

S

.
o

U” during the ché!lenainq gquestions.

‘Remember: Use basic words and Iqrguase Do not try to impress
perspective student with your vocabuiary.

Learn the firés in THEIR wards.:.Don

—y g v -~

y ‘what yuu mean ib

voucnrrect fhnm vou lower their value.

~n [ P o W ) 2 4 "o 3 2.4 1 i~ z
Stopping Station # 1 3 Fediures (at jeast 2 primary features)
Lo B = | ..A.rl-n

o DeneElit
~ O [
3 Success Perspectives
Stopping Station # 2: eatures (at least 2 primary features)

W W W
o
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uccess Perspectives
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Paint a . nging Question

Stopping Station # 4:. 3 Features (at least 2 pnmary features)
3 Benefits
3 Suc

ccess Perspectives
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“watures (at least 2 primary features
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Paint a Sense of Familiar & Ask a Challenging Question

nat the customer wanis done.,

;-Llsz‘ome.rs be!.leve..thaz‘ fhnv are the

sitda e . When we.paint the sense of farrniaf it

D 8 Py
g 1

l
shows f..e C It ...ﬂr that'we fi&ve mar ny'dthers attending our schoolin
=
O

similar situations, thi is building their ¢ ufluuan‘ {o decide.

Redacted
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, as we gaze into this ____lab, several of the students you see also

pped out of high school. They mentioned during their admissions

interwew that they were not confident that they n d what it would take to be
tag

t that
successful. These students have taken advan of all the resources the
schoo! offers and now they are only weeks c.y from starting their
e:ftemﬁn

1
acceptance that you would also take advantage of the resources the school
offers so vou would graduate from the program?

Looking at Graduate Pictures

. Many’ of iiie: graduates that vou see in these
pictures told us during their admissions intervisws that they had attended
traditional college for a few sgmesters, baca“re bored with their classes and
dropped out, “'url..t, their admissions. interview they made the commitment to
do whatever it would take to graduaie frop program

, if | WErg t ecommend you for acceutanoe how
ths wnuld not be a repeat of t.rad;tlonal coll gn’? How

r_ting andfinishing the frogram?

, 1 would like to point out that miany of the students
in this classroom are also single parerits that juggle school, their families, and
their jobs every day. These studenis have made many sacrifices to be
committed to having the life they-have always wanted.

) , if 1 vere to recommend you to the adinissions
director, how would | know that you would be willing to make similar sacrifices

so you could graduate from the : prograh‘i?

Looking at Pictures of Students in the Ciassroom

, as we jcok at these piciures you will notice th
many of the DtUGCI its attending are of similar age as you, Many of the se
students stated during their admissions interview that they were afraid to go
hack to school becauss it had been a number of | years since they attended
school. The only memorles they have of school w 'e" not fond memaries.

ese sa

me students made the commitment to do
whatever it would -take to start and finish their program. If | were to
recommend your application, how would | know that vou would ask for exira

i S e LR

how would | know if | recommended you for -

» different this time? How wdaild | k‘u W that you-

help if you needed it?
Redacted
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6 " _NOTE: Represeniative and prospecr just returned to representative’s office from th
o schooli tour,

| REP: , before we discuss t stu

' _ do yci have any questions regarding the school, i‘ne program, or about anythin
|

we've ﬂ1<cussed taday?

=

PROSPEGT: No: (Cantinue with dialog)

If the prospe swers yes, the representative should stop the interview and deal with
the prospects ij" on using the Fesl, Telt, and Found e d of overcorming
objections. | underSLa*lu how you feel, others Have felt lh ery same way and what they

found was (the answer is in your ScnOm)

NOTE: The repre.sentative should have the Educational Investment Checklist ready to

L0

reviaw with the Qlﬂqnﬂfl

REP: _. , 'm laoking at rggqmmendmu you for acceptance into the _
program with the start d ate of

feais $100z This fee re er*ves a seat in the . class
inanci 1d paperwark and servic

REP: The investment for the N - ___program is eight thoumnd, eight
hundred, and ninety-five dollars. Thls.i jdes:- (Refer to Educational Investmenit
- Checklist). NOTE: The rEuré‘SE‘luﬁtl\/b‘ should ke descriptive in uul/ ding the valiie of ifie

investment.
7

er tands that most
u::ati’on. Th.s is why ther* re-federal
vidials tike you meet their educational investment. If an Individual is
, ' w:lhng to participate in the programs t'n‘t they quaiify for there are very few mdividuai;

: ' ihat we are not able {6 heip financiaily. ¥'m net:a quaiified financiai aid officer and I can

] only provide you with general information on hew our students pay for school. | can't
determine your eligibility. In fact, the federal government would rather | recommend your

annhcatlon based on yaur, level of lnterest Motwatlom & Effort Let me. %ham wn‘h you

the m‘oney a“ed for their-ed
[H |
u

pnrt"*mafn |n. !R’nfnr fo Fchahnnn!’*nvesimnnt Checkllst when plﬂmlr\g FA pr_ograms) .
REP: The schoal is an eligible institution to participate in a variety of federal loan

: programs, These loan programs do need to be repaid, typically not until after graduation.
REP: The school is also eligible for Federal Grant programs. These programs-do not
have to be repaid.

Y

REP: The school aiso has non-nnanc:lal aid programs available that may require a co-
signor. .

S

REF: Ourfinancial aid office can also work out a'monthly cash payment plan for cur
students with no interest applied to their account.

REP: Qur financial aid nfﬁcpr's job is to help our students find the funding to mest their
educational investment. Most of our students participate in a combination of these
programs. Do these loo k!:.\ programs you would have an interest in applying for? Of
the programs we discussed, which would you like to apply for?

- REP: The next step inthe process is for you to write for me 3 paragraphs. (This step is
Elicit Action from the CBS process)

59
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Student Name: . ) ' . Date:
Prograr
Start Date: ‘ i ___Time of Day:
Registration Fee: Submit Application By:
! Tuition Full Program: $ _
Tuition includes: _
v Tutoring v Books v Placement Assistance v Lab Fees
v Student Services v Graduation | v Liah Supplies v'Uniform

2 How much have yau saved for -your eaucauon/tralmng? &
3. Our students arn re dl"ed t ake a:minimum me,nth!y invastmenht of $100 toward their
= f. t situation what do you feel you can contribute

The schocl is approved for the follnw.. .g grants and loans:

¢  William D, Ford Direct Subsidized Loan » Federal Pell Grant Program
« - William D. Ford Direct Unsubsidized Loan = Federal Supplsmental Educaticnal
=  William D. Ford Direct Parent Loan (PLUS) - « Opportunity Grant Program (FSEQG)
WORK
= Fedsral Work Study Pro a ms Alternative Financing

i
|

The financial aid office is available to provide information concerning eligibility requirements,
amounts available, interest rates, and repayment schedules.

FA APPOINTMENT:

2 4z 2 g =

Date Time
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entative should leave the office while the prospect completes the
aragraphs. [f you are in an interview with parents or other members of the
uying committee, use this time to solidify their commitment.

*

2. -Paraphrase the paragraphs-back to the prospective customer or make positive
remarks about what they have written. Don’t read it word for word. Underline
and compliment the important words that indicate interest, motivation, and effort.

3. Remind the prospective customer of your role. Ask them to teil you what the
three th

time in their life to begin the journey.do commit to start and finish school. They
should reply interest, mativation, and.effert. Ask them what is interest, ‘
metivation, and effort and to'e i t look for those three things?
They should tell you that yoi : to see i ; have a serious int d

moiivated {o come to schoadl,

sy por &
I g VOuUT dim
.committing questi
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Motivation [ I wrote a favorable evaiuaiion on your behalf, can you promise me
that you would be a motivated student, punctual every day, and
cooperate with the faculty? .

Effort If | take a favorable evaluation to the school director and recommend
you, can you guarantee me that you will make every-effort not only to
be a successful student, but to graduate?

7. Would you like to try for acceptance?

Redacted
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The next step in the process is | need for you to write three paragraphs. |
need you to write a paragraph on what are your career goals, a paragraph
on how Kaplan College will help you to achieve your career goals, and a
paragraph on how Kaplan Coilege would know that you would be a
committed student. (in order to help them - refer to the career road map

when discussing each paragraph).

-2, © PARAPHRASE (do not read out loud) _
Underline, or highlight buzz words, fires, carrots, and primary features.

3. : .
oits representative is 10 make
based on an individuals INTEREST,

4. TOMER .
nd wanted.to make the -
recomimend yourself for

ON & EFFORT? -

5. . .

nore gugstions, (Refer

n - l"lﬁlllt\

) - . VUIVO . C ] .
- . Getthe prospective customer to take VOWS hased on INTEREST,
: MOTIVATION, & EFFORT. : . .
Sample Script _ VOWs
| interest  If writé a favarable recommiendation on your behalf, would you
assure me that this training program woulid be your primary

interest for the next months?

Effort If | took a favorable evaluation to the executive director and
1 recommended you, can you guarantee me that you will make . .
% - every effort not only to be a successful student, but 3 successful

4 .7 graduate?

| Before asking the prospective student for acceptance, refer to the IQ and
1 provide them with positive feedback abeut themselves. Build their confidence.

7. , would vou like to try for acceptance? .

v

O Redacted
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Before student leaves the representative office.

R |
Rep: | believe you have made a good decision today. However, I'd like =
to talk to you about one last thing. Once you start telling your ”ﬂ |
friends and family about your decision to come to school, one.of E—
two things is going to happen. You're either going to get positive Eg
; or negative feedback. . ' ¥
| 0 . : - é
' Positive feedback comes from individual's who have always |
1 supported you. They're giad to see that you're back in schoai, and. %ﬁ
! are always there to lend a helping hand. You need to surround E—
yourself with positive aftitudes:,. - o m{m—ﬁaj
s, -
On the other hand, there aiso negafive individuals. There are. =
people who know their:negative.and don't like to see peaople
around them succeed.. They say-things like, “You're wasting your
time.” Or “You're throwlng. your money away.” We ali know at ieast
on
\ hle\l
may i d institution that is heid up
to hig that we have job placement
to ass i finding jobs. They Just
“don't e
; You'v [ didn’t think you were
: capab ating, then you would not
'i have r tay posifivel {f you need o
% talk t ive me a cal
: it
i
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m.ll '

7 _ , Congratulations! (Shake hand) Yeu've made a good 0
: < -
ik QEQISIoN _lg
. many of our students told us that they made the decision | E—— 8
to attend our school because they knew someo gradua i
on to be successful in their career. Many of ou ———————=
; .
hey received at Kaplan ——4@'%

—

, aw that you have mads the

! your future, who do you know that is looking fo

| unhappy with their job, or is unempioyed? Wh
! jok 8 {
to provide for thelr family?’

, | need you to give me the names, addresses, and

telephone numbers of three fo five pecple that would have the same level

MOTIVATION: & EFFORT that you have and have what i
: ! 1

tal . commitment toimprove their future. (tum over |Q for them
to write down the referrai information) '
64
' CONFIDENTIAL ' ' KHE 056896

Kaplan Higher Education Corporation

Document 30, Page 104




o N
Minh

ground?

back

What is vour educational
Did you hav
your GED?
. What
Al

Y

)

nt

ge of stude

-~

»r

(:. '
id
G

Need to know approximate a

vear?

-

H.Sd

at

VVEIL

NS

@F& .

=
=0
25
e
25
L >
I %
o
s ¢
= ®
e
s | .
25
=
® o
<< O

parents miggried efc...
dad

C4

_%;_

’P-"""-!'

ere for

e heen th

hav

What is

You

arting wage

gt

<L Q0 %

fiving)

eans of

E

Who is supporting vou..

©

65

KHE 056897

NFIDENTIAL

Cco

[
o
=
4o
S
o)
235
o
g
[
S f
= .
o
S ®
m..l_
U5
L £
< 5
.nlum
I
nD
<
o
(o]
N




ise?

T Or saomearne €l

r

nt in your

king”

ng or loo

-

v

work wiil

-

)0 you
Are you currently interviewi

What are th

66

- KHE 056898

NFIDENTIAL

co

[
o
=
4o
S
©
235
o
g
[
S f
= .
o
S ®
m..l_
U5
L £
< 5
.nlum
I
nD
<
o
(o]
N




ot

w
D

D -

it
=

e
D
D

s
Q

e

»

O

v

e

e
®

=
fm
S

D

D
[

(4

)

-

-
W
Lo
&
)
et

.n..

78]

m'll

(]
®

L

(0

w.Q

(4

KHE 056899

[
o
=
4o
S
N~
2o
o
g
[
S f
= .
o
S ®
m..l_
U5
L £
< 5
.nlum
I
nD
<
o
(o]
N

67
NFIDENTIAL

cao




ﬁmﬁﬁ.ﬁ_@@& i %mﬁﬁrﬁ__uﬂz ey

“ il il _____ q.__ﬁ__._ I ___.__; | * .

it

KHE 056800

St
H
i8

ke]
. O
Mm .al..m [ =
o . ) : o~ .nw =%
=3 nrv. = ~ . =3 ! l,mﬁ y
N 2 Qo 0 ol &=
o W= = c - bQ —
S5 ~ g =28
= © ] b T 0 o
z O L b o @ T =
e = .9 e @ ©
S = < i = 0 —
M .= N = - s = o
® P 5 . 3 2T o X
Q. 5 2 o o - =0 =0
0 bt i) " Bn B © o -
o it - = © == &)
00 0 © ) e Cw &
e R 'S ..T.. o~ s = .- c (@))
o] @ M o e oL 4 o ©
C o - & . ® i pont i ) = O
=0 = - o2 ] o] D &= £ = =
T o e £ &= 2 M 59 o Sg
= .fu Wlu = o - “H- n l___ O = — S ™
58 o 9 Iz o 5 o 2 S Te ¥ B e
~ —_ I : - . I - - N
@ W. 5 = B8 . = e B 2o >=x>» 2O o
k= = (9} 0] 1o s 0¥ e > = = R O —
SE 5 2 £ > 8 z T % @ B85 et 2E
- . e sl Y (o] - Y . =3 S
7 8 8 £ o w B = # o 2% & o g 5% g8 28
® 2 ¢ # 8 7 8.8 o .5 8 o > & 4 oo =% TR
= o = & o . xL X o5 L O B O x = oo =co e
O s 9 I o6 B = s v & ® & & © & oo §= <
g0 e w & Z & ¢ .3 = Plig S o5 2§ g T2 =
o CcC - 1) ol o — G e s = © = b bl T ® Q. <
2o a4 o . 44 [} o a L C L.
ik L -owm O B wg £ s Pl v 5 5 X o 86 =22 N4
= — " - e s . -
o® £ M 5 o 8 a3 - o B v S 98 & < B - S F
n_m m o =] it b - 341 g2 = L] 5 QO . et o S m oy b ﬂ- A £
n o - B & > 2 0 o c ¢ D & _ S 0L Im
= 2 w 5 Q o 8 o> 2 = g P oo W TR Ok
= Y= ; Q o >N . > " w o W c 0 >
L. g g 9 9 - © p s £ X > 9 2 2 30 = 5.
0 5 =0 am g 8 &5 3 T ow Qe 2 09 0 e g, 20
w3 3 £ 8 £ 8B H = 2 B & 380 g =2 5§
08 2 8 o 5 £ g £ S E 48 & 2 o8 o 83 £8
Ewmg O S - = S S~ B X =gl ¥ 9 B g @ o6y .83
BETZ oo @ & 5 g5 5 s @0 =2 = = B g o= wo o
- @ - & @ - R = 3 &8 ‘& K ] Q@ N0
O O w \ Q e [e] = E () 3] £ B e
Qe 3z e - <0 @ = > W o 5N o> 2 ) - ™
_— N - Llnl..m L..m = bt - e gt = e o ! - g ”l = =
= o ® o~ D) Q Q. =3 7] o i tn e 2 §co
ITmE T 2 m =2 0 2 W o =2 = w O s < 3

CONFIDENTIAL




| s rgr s o go or

| so you can sae first hand what it would be like as a student at Quest

: College. You'll also be provided with a financial aid estimate to show yaou
-

an meet your educational investment. Most of all Suzie, |

Would the morning or afternoép be better for you?

Bl

il

-

v 2.3 = _—N‘"’
—~ - :.- :’ m o A
Communicatin - ‘_ﬂl :
as important a _ﬂ%”
camfortable abi f _—-r-%"- >
ki fanl marf ronA ETs ——L'

Wit feel confused, Giv y ]
After gi '

Dl rebiboh Ao Civefoadmead Tlomn

NCCUNMIIINT APPOIHLNIICIL ¢#inie

| havs reserved about an hour of my time on at Are
you sure that you don't have any other commitments or appointments that

Close on a Positive Note
My name is Start Rep, and the number here at the school is 111-1111.
Yhen vou arrive, let the receptionist know that you'rs here fo see me and

A
1l
"\

See you then.

. Note: Never teil the prospect to cail you if they can't make it. This just gives them
((_. ' permission to cancel or reschedule.
69
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Let's take some time to think about the most critical, but most overlooked area of
the admissions process - the TELEPHONE! |t has been determined that most-
schaols lose from 60% to 80% of their leads in the telephone process. If you
look at a typical schooi developing 100 ieads in various manners ranging from
-direct mail to high school presentations- this 108 leads will resuilt in 20 to 40
interviews! This means that 80% to 80% of the ieads generated will be lost -
before we ever get them to our doorl

the telephone presentation. We must

ow let’'s take g look at the purpose ¢
P "
[

alwaya remember that the purpose of the phione call, whether incoming or
outgaing, is to accomphsn on obj ective - to sell the benefits of an appointment
to the person coming in to visit the schoal. The representative should maintain

cenire! of the conversation. e of the most fatal mistakes which can be made

when dealing with admission ;t";one calls is fo give away to o much information
when an inquiry is made to your school. Seli the appoi ntnmrt onlyl Let's re-
emphasize this point....You r“lust siember, that when someone call* he school

have a level of curiosity and interest in- me school. The basic flow of the all
h uld give the caller just engu@h mformaﬂon to wet the appetite, and then giv

the b efits of the caller visitingithe-schodl. 'In’reality, this prccess should tak

erthan 5 -to 6 minutes. Tvul ally, the! fonger the conversa lon, the less

sucee sf.:l tne representative will be. in.setiing a ﬂood appoiniment. If the

representative answers all the callers' questions they have no neuu to visit the

. school. Spend no.more ume than,you mu ton each.call. A cali cannot take the

piace of an mtervnew- The:

ve.rsat:o )
5 :,_ -
b tbe l'ud
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S 12 s
pr\.sentati\,e may be in other areas of admissions, there is no substituie for the
te|ephone because they won't have an interview unless they have an
appointment and that starts with a phone call.

‘Before the representative answers the telephone, they should mentally prepare '

themselves to accept the philosophy that “people who call about school want to
go but need to find a way, and that's what the representative is there for.
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Whether we realize it or not, we can hear emations over the telephone. When

we cnnak wifh someona aover the phnnn we can generally tell in \‘hn first counle

h vV el wd
of seconds - the kind of mood they a Every time the re,,rcs tative uses
the t:l ;:%‘r:u‘r'—\ they must sell tnF'i'I‘!SEiUE"‘- to the persm on the -.ti‘ e d.
Concentraie on-the person at the other end of the conversation. Givin g
EYRY .I
[1]

your full attention means Laikmg about them. Since peopxe geue;duly ¥} y ased
on emotional feeling, remember that people enjoy talking to people that sound
nice. Sound sincere when talking with anyone asklng vou for assistance. A
smile can be heard over the phnn . SMILE & DIALI A representative shou
aiace a mirror by the telephone to remind them of the SMILEL

casual. Ask open ended questlons to gnt the caller to open up.

If the representative only has a message number, ask the name of the person
vou're leaving the message with and thank them. Find out if they would be
they think you sound like a

Interested in coming along for fhaappom*mfe. tIf y (8
nice person who's interested | in, Hclui"" {he" will be more likely to eliver the

The pest time of day to make admissions calls will vary with whether the
representative is working the high school or the adult market. Let's take a look at
the adult magket first. Studies have shomm that the highest produgction time for

contacting the adult markst,is from 9 1:_QQ a.m.: again.early afternoon
from 1:00 pun. to; Kol the Woriday thru Thilrsday, from
8:00 p.m. until 9 ge o seem to produce a high
level of production am Sunday cailing hours are
probably the most nroductlv f ail if don e b tween. 4 00 p.m. and 7:00 p.m
Whether or not you ‘want to utilize Sundays-is a matter nf personal preference

Let’s igok &t {fié”

class during the"‘duy,
productive hours -
p.m. and7u0pm until 9:
a.m. to 2:00 p.m. on Satur
well as the Sunday hours from 4:00 p.m. until 7. a0 p.m.

£

L3
chool seniors is between 3:00 p.i
0 p.m., Monday thru Thursdays. The hour
a |

h
are very productive for high school st

"

o
‘of their phone caills are being made during the
hours which are considered unpr: oduc:tlve ‘
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Admissions, this is , how can | help vou?

o

Gocd Momning, mynameis_ -~ - , I'm an Admissions Representative with
. I was calling to speak to about

.nlarmadon hiefshe recently requested about careers in the field.

Is the informaiion you've requested for yourself? -

Did an em'ﬁloyer refer you te ur school?

How long have you been interested in pufsuing a career in the r"ge!d'?

What is it that interests yoa about the idea of a careerin the _- field?

Da you know of anyone that works in the field? '

Are you currently warﬁing Where? Woik hours?

- ~
L~ 7 I
What wouid you like to change about your employment situation

Are you looking for a job? Where have ybu applied?
Why do you feel your not being sejected for these positions?

Tell me about your educational bagkground. - '
Gollege? Technical/Vocational trai",lﬁing??

How does your parnnf</<nnl,=n feel about yail continuing your training?
If you dﬂc'dﬂd, to pursue career fraining, would yeu have your parentslspouse support?

wdiyou clearly, you're carrenty (feedback firgs).;You want a

ack Cai'f{?,tS) amﬁyou Teq ize that in order to be UUdhliGd lCJi' this
VoL nu-.:;d quuuiﬂf“;‘!i refiiing. 18 that right? :

. o ','g lika to make a suggestion that | fee] woulid beé helpful, Let'ssetupa
time for you to cofne angd visit with me here at the campus. il explain the objectives of

. the program, the career opportunities our graduates are qualified for,
employers that hire our graduates, and how our job placement department assists our
graduates in securing thelr very first job, We'll take a tour of the faciiities so you can see

first hand. w'mt it would be like as a student and make sure the environment we provide
wouid be an-environment you would féel comfdrtabis in training. We'il aiso taik about
tuition, financial aid, and how our students pay for school. Most of ail . , Vi

be in a position to answer all the questions | know you have. How does that sound?

. Imecurrently setting up times for today and tomorrow, would this
afternoon or tomorrow be better for you?

Would you prefer morning or afternoon? | have a _ o'clock or would _ o'clock be better?

Do vau have a pen/pencil handy so | can give you directions? Have thnm repeat
directions back.

Ok , L have set-aside just for you. A"e you sure that
you don't have any other appointments or commitments that will coinflict with this time?

if you would like to bring sutneone with you please feel free to do so. |
look forward ta meeting you and having the opporiuniiy to heip you get out from (feed
back fires) and get started in your new career'in the field where -
you wiil enjoy (feedback carrots)!

A

- See you then!

£

~3
[oX}
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Telephone Quality Control

School Date:

Ad Rep Tirne

!hquiry Name

Receptionist Checklist:

rlow many rings before answering?

'
=N

Did the Receptionist...

Properly identify the school?

Use a friendly voice?

Ask for your name / phoneit?

Ask how you of the school?

Ask if you had ever spoken to anyone at the school?

hear

Tell you-that they would put you in touch with someone in admissions?

AV4
Y
74
CONFIDENTIAL

Did the Ad Rep...

identify him/herseif?

Ask how you heard about the sc
AskK for your name / address / phone# ?

Ask you what prompted you to call (wi

Probe into your background (education, employment,
if yes, did you feel threatened by his / her method?

_——
-
=

<

-

you were interestad)?

experlence, etc.)?

Go into too much detail and give details about course of interest?

RO UL LR

Was tuition discussed? Expiain how.

Was Piacement Discussed? Was a rate of starting.salaries discussed?

Apsroem $

Agree to mail information to you?

Set an appointment? if appointment was set, were you asked to write down the
“time / date / directions?

Kaplan Higher Education Corporation
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_____ Convince you that an interview was necessary‘? (WIFM's) \
Peak your interest enough to commit you to an interview? (WiFi's)
Speak with you in an enthusiastic manner? :

7 777 Take control of the conversation and lead you along?

Wou{d you feel comfortable buying from thi
ome across as a cﬂr:nr1 and professional i :

i Did the representative use the 6 E's when probing into the b Cthuuﬂd'?

| Did the represemanve give the prospect a choice ciose? (a choice of days and

‘ : times for the interview)

'Did the representative end the cal

_SCD

-

on a positive note?

Length of phone interview minutes seconds
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LDBO INterview Unservation

Admissions Representative

] Date Program:

i ’ .

i Please circle the number that applies to how rate each item.

‘ 5=excellent 4=Very Good 3= Average 2= Needs Improvement T=Foor

Pre-interview
Catalog & Admissions 5 4 3 2 1
Interview environment 5 4 3 2 1
Preparation of materials 5 4 3 2 1
Professional appearance 5 4 3 2 1
Tifme line of Rep 5 4 3 2 1

t;-reetmo 5 4. .3 2 1
'Comments: -

introduction

,} Initiate Impact statement 5 4 3 2 1

Comments

:

si

|

|

!

76
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