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MISSION STATEMENT

National American University is a private, regionally-accredited, multi-campus institution of higher
learning committed to building alearning partnership with students locally, nationally and
worldwide.

The university provides quality career and professional undergraduate and graduate programs
and continuing education to students of diverse backgrounds, interests and abilities

The institution offers educational programs which are responsive tothe career interests and
objectives of its students, to the needs of employers and to society in general through traditional,
accelerated and distance delivery methodologies.

CORE VALUES

Offer high quality instructional programs and services.
Provide a caring and supportive educational environment.
Offer technical and professional career programs.

PURPOSES

Offer quality regionally-accredite d carcer  and professional degree programs, as documented by
institutional and academic assessment processes at the associate, bachelor’s and master’s level,
diplomas, certificates and adult degree completion programs to traditional, adult and international
learners.

2. Provide a gencral cducation programto build awareness, abilitics and interests to empower life-long
learners as knowledgeable citizens of'the global community.

3. Provide a collegiate experience through instructional and support services that creates a stimulating,
caring and supportive learner-centered environment in which students are encouraged to achieve the
educational goals established by the university.

4. Promote alearning and working environment by providing new technologies, methodologies and
practices that enhance and extend quality programs and services.

5. Prepare students to provide leadership and services for the employment needs of business, industry and
government worldwide.

6. Pursue communication, cooperation and alliances with educational institutions, organizations and
associations on a local, regional, national and international basis.

7. Respond tothe ever-changing societal demands for personal and professional development and
continuing education through flexible scheduling and convenient access via traditional, accelerated and
distance delivery methodologies.

8. Assist students in the development of ethical values and behaviors.

9. Foster an environment that encourages involvement by employees
in the innovation and solution-seeking processes and provide an
opportunity for personal and leadership development.

10. Provide a stable institutional environment where human, financial
and physical resources are sufficient to accomplish its educational
and institutional goals asa sound basis for continued growth and
development.
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301 Daily Contact Sheet
Telephone/Equipment

DAILY PHONE CONTACT RECORD

Adnmi ssi onSoordi nitor Dite

Please record the following to the nearest .25 of an hour:
HoursSpent Recrui ti ng
+ Hoursi n Meeti ngs/Trii ning

= _____  Total HoursWorked

Dials
12 34 56 78 910
1112 1314 1516 17 18 19 20
2122 2324 25 26 27 28 29 30
3132 3334 35 36 37 38 39 40
41 42 43 44 45 46 47 48 49 50
5152 53 54 55 56 57 58 59 60
6162 63 64 65 66 67 68 6970
7172 7374 7576 7778 79 80
81 82 83 84 85 86 87 88 89 90
91 92 93 94 95 96 97 98 99 100

Contacts
12 34 56 78 910
1112 1314 1516 17 18 19 20
2122 2324 25 26 27 28 29 30
3132 33 34 35 36 37 38 39 40

Inbound Prospects
12 34 56 78 910

Instructions
O Compl etedai | ynd turn i ntoAdmi ssi onssi stanit the endof youday.
O Useredi nkto retord the di il snd contats made aFter Spm.
9O When recordi ngti me not spentrecrui ti nglo noti nel udencati on, sickl eave,l unch,
reidi ngemai | ,maki ng copi es,ete. Onlyincl udeneeti ngs and trai ni ng.
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OPENING
Professional Greeting
llentifies Yourself ani NAU
Confirms Convenient Time

BUILD RAPPORT

Use Prospect' sName
“Listening Actively

Empathize

Models Prospect' sTone

wé%wwv

Probe to ldentify Buylng Motlve

Probe to lient ify Objections ;
Encourage Prospect to lientify THEIR  Needs
Acknowleiges prospect need / concern
Links program details to Buying Motive
Adiresses objections

PRODUCT mmmmw
University Details
Accreditation

Program fequirement
Ailmissions fequirements
Present Solution ‘

. IDENTIFY NEXT STEPS |
Specifically Discuss Nextstep
Confirm NextStep and Set Deadllne

Financial Aid Issues (if appropriate)
Describe PLE process (if appropriate)
 Presents Paymentlssues (if approprlate)

Uses trial close techniqu‘e (Ask for the application)

Accurately Describes Application Process (if appropnate)

 CLOSING

Thank Prospective Learner-
Asks for leferral  (if appropriate)
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2. Agenda review
3. Transition

Confidential For Purposes of Senate Investigation ' NAU0014327

National American University Holdings, Inc.

Document 9, Page 12




Confidential - For Purposes of Senate Investigation ' ‘ NAU0014328

National American University Holdings, Inc.

Document 9, Page 13




Confidential - For Purposes of Senate Investigation NAU0014329

National American University Holdings, Inc.

Document 9, Page 14




Confidential For Purposes of Senate Investigation ' ‘ NAU0014330

National American University Holdings, Inc.

Document 9, Page 15




Confidential For Purposes of Senate Investigation ' ‘ NAU0014331

National American University Holdings, Inc.

Document 9, Page 16




Confidential For Purposes of Senate Investigation ' ‘ NAU0014332

National American University Holdings, Inc.

Document 9, Page 17




- PAYOUT
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That will
- meet your

, education
To finish al dreams

your degree
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- Mlietiae . interest

. Mmor qut‘ 37; SQ,'Ut,'bﬂ,

‘NextStep S
Opportunity |

Weighing
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"What did you say?”

402 — Sales Process

Statements to avoid and those that will help you improve your salesl!

Aa oLl Sa
*"Why don't you look over the
information I sent youund give meq
wll bak if you're interested or tike
your time."

Credte 1 sense of urgenty ond
initicte the follow-up.

*When you're talking to other sthools
be sure youask them about group
projects, hidden costs, ef:.”

Make it positive not negttive.
Talk aout NAU, our fertures and
benefits, not the other sthool.

*We start you off with Stretegies,
it's what Tall o fluff clss, on ewsy
Al

Don't mike it seem like they wre
wisting their money.

*We hwve tinap promo going on but
there's autcth.  You have to
complete dl your pperwork withina
few doys.”

Crette some extitement with this
promotion. Mdke it seem like it's
¢ big deal!

*We hove tnap  promo ond if you
tomplete  your pperwork they will
wiive the fee."

Toke ownership of every student,
it's you or we, hot them.

“*Are you looking to sturt right
way?"

Turn it eround, begin with our
next start dite oand see if that
might work.

‘If youdon't hive 8 hours/week to
spend on a clss, meybe you're not
rewy for tollege.”

Try o cushioning stitement thet
empthizes with their busy
sthedule.

"Are you working tfodiy?” “Yes, I
told youl wes in siles the hist time
we tiked.”

Paying cttention to detdils of your
tonversetions will build stronger
reletionships.

*When should I follow-up with you?”

It's fine to determine when they
tre availible, but try to reste
some urgencty by suggesting a
fime.

Other things to wvoid:

»  Tuking dout you,insteid of letting the prospect  tdlk.

« Beingtn "Informetion Channel”.

» Using t negttive aprocch  to sell.
» Being too pssive.
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A/ is qood
*What is most importint to you
when selecting a sthool or What
festures are you looking for in an
online sthool?”

By ide

i
nti
un expliin how NAU will meet
these needs.

fying whit they want you

*Does that sound like something thet
will work for you?"

Trid closes will hely you uncover
objections nd guin commitment.

*Whet wn Ido to hely youget
started todwy?"

Helps you uncover berriers and
guin tommitment.

"Those are dl grest questions. [ un
transfer you to our EC who is in
expert on FA"

It builds confidence.

“Tdweys tell my students or the
students I work with.."

Personal tttention un bec very
powerful and positive selling tool.

‘It sounds like you're rewdy to aply,
let me help you with theat protess.”

Teking them through the process
is great servite, eind ensures the
golication s completed  promptly.

"If weun tfike ure of your

Financidl  Aid issues, is there anything
else keeping you from getting
started?”

Hidden objections un never be
(ddressed if we un't find o way
to uncover them.

*Our next start is June 5™ and
there's still fime o get you enrolled.
Have you given some thought fo
getting started right wway?"

If they haven't decided on ¢ start
dete, it suggests thet we need to
move quickly.

*When we tilked list week you
mentioned that getting your degree
would move you into ¢ new ureer.
This wes important  to you and your
family. Whet an Ido to keep this
dream dlive?”

Paying ottention to detuils,
uncovering the dominint buying
motive and gpetling  to their
motive reminds them of the vilue
of this decision.
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403 — Sales Process
Student Recruitment Worksheet

Rep Student Date

“This is [name], I’'m and Admissions Coordinator with National American University. I'm calling about your
interest in our [program]. Do you have a few minutes so we can talk about your interests?”
Agcnda: Discuss — 1) Expcericnce

2.) Goals

3.) What we can do to help!
“In order toprovide youwithagreit edluational experience, our alls ire recordel amd monitorel for
quali ty control and trui ningpurposes.”

Rapport Commi tment
Reison(s) pursuing degree: Questions for me:
Program interest/why: Suggestel informati on to provile
History
Accreditation
Transcript evaluation process
Current areer: Details about the program of interest

Admissions requirements
Application process
Payment options

- Financial aid process
Tuition costs

How online classes work
Proctor

Textbooks verses EIM’s

Fi nanci ng eduati on:

Concerns:

How commi ttel are they?

Bising lecision on:

What is keepingthem from making 1 deti sion
tolay ?

Previ ous college:

Nextsteps:

BuyingMotive:
Objecti ons:
Trial Closes:

Li stlealines youset:

Dite/time follow-up all:
Asked for referril: Y N

“Just ASK” You’ll never know unless you ask!!
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404 - Sales Process
Gai ni ngCommi tment

QUESTION BASED RECRUITING

QUALIFY the PROSPECT -retord answers
Arewe t heonly school you'veinquired wit h? If “no” = Which ot hers?

What mot ivat ed yout o inquirewit hourschool?

Areyouint erest ein a particular program?
Have youpreviouslyst t ended any ot herolleges/universit ies?
Do youhave ahigh sthool legree/GED f romt heUS?

Areyoucurrent lworking? Where? What do you do fort hem?

How many hours/weekwill yoube zble t o devot et o school?

Areyoumarried?

Do youhave chiliren?

Do youhave acomputer at home?

Do youhave wble or dial upint ernefservice &t home?

How do you ant icipat e you’'llpay foryouriegree? FAMTA/Cash?

What concerns youmostbout going bick going bak to school?

Do youredly t hinkyou'reprepared tolo what it takest o getyouriegree?
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Ona scle of 1to 10,whereido you t hirk yourat eas far as being committeito
get tingyouriegree? What do you t hinkis keeping youf rombeing a 10?

GAIN COMMITMENT - agree withprospett usinganswers frompg. 1

Why haven' t youdone somet hingabout youreducat ion beforet ofay?

Sounts like get ting legree is veryimport nt t oyou. Tell me why haven’t you
earnel t hislegree areay?

What "good" would come f ronsolving <prospect 'sproblem>?

If youreally want <prospect 'sproblem> why woull youinvest money in t hat
inst eal of a degree wit hus?

Tell me what yourlif ewould be like if youet anot her5 yearsgo by wit hout
get tingyourlegree?

Justout of curiosit ywhy not just"do not hing"and hope <prospect 'sproblem>
worksit selfout on it sown?

FIRST CLOSE - try to tounter at least 5 objecti ons

“‘What concerns do we need to getout of t heway in orderfa yout o apply t olay
wit hme inst exd of let tingnot herdy go by?”
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25 MOST COMMON SALES

Ml STAKES

#1 Not Being Obsessed
#2 Not Listening to Your Prospect
#3 Not Empathizing with Your Prospect
#4 Seeing the Prospect 2s an Adversiry
#5 Getting Distracted
#6 Not Taking Notes
#7 Failing to Follow-up
#8 Not Keeping in Contact with Current Students
#9 Not Planning Your Day Efficiently
#10 Not Looking Your Best
#11 Not Taking the Time to be Organized
#12 Not Taking the Prospect’s Point of View
#13 Not Taking Pride in Your Work
#14 Tryingto Convince, Rither than Convey
#15 Underestimating the Prospect’s Intelligence
#16 Not Keeping Up to Dite
#17 Rushing the Sile
#18 Not Using People Proof
#19 Humbling Yourself
#20 Banking on “Sure Things”
#21 Taking Rejection Personally
#22 Not Assuming Responsibility
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#23 Underestimating the Importance of Prospecting

#24 Focusing on the Negstives
#25 Not Showing Competitive Spirit
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406 — Sal esProcess
Probi ng Techni ques

General Guidelines

Askquestionsto creat@notion

Use "HotStatements"to entigeospect

Adl personilityo youlmrises

Use scriptss anaid and guidelineput do notrea
Practiceyourdel i versothiti t soundstural

OO

Open-Ended Questions
They shouli flowin thidl1owingrderand youshould fini skah sectioefore
movingon:=  Current » Past » Future

Current

Tell me about yourturrentsi tuation.
How do youfeelsbout theworkyoudo?
What do youlikend dislike?

What are some of youresponsibilities?
Tell me about yourhome situation.

What made youwll us tody?

Why are youl ookingforn chinge?

OOV

Past

What othertypesof jobdaveyou had?

Tell me whatjob youlikedthemostand why.

Tellme alittibout your educational bukground.
Describethetypeof studemstou were.

Do yodeelyoucould havedone bettern schoodnd why?

0O

Future

What changes would youliketo saam yowreer?

Howdo youfeelareer tra ni ngvilhhelp you?

Why is nowhetimeto miker change foryourfuture?

What do youfeelwould reall ymke youhagppy i1n wreer?

How woul d yourareeror persondi fde di fferen€t y@ptyouriegree?

©COOOoo

3 Goal sWhen AskingOpen-Ended Questions

1) Fat finding

2)Commi tment — leheprospect tal k andbe sur¢o createmotion
3)Buildrgportnd trust
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407 Objecti ons
Sales Process

_General Suggestion

« Itis NEVER too carly to ask about a prospective learner’s concerns, but do not
“anticipate” objections; let the learner identify them for you.

TrialClose

*  “What do you think so far?”

*  “Does our program sound like what you’re looking for?”

*  “Does our program sound like something that would help you 7
+ “Bascd on what you know, to what cxtent docs our program mcct your nceds?”

Probing for Objecti ons

+ “Bascd on what I’ve shared about our program, what arc your principal
concerns?”

* “It sounds like you are concerned about . Why is that important?”

* “You’d indicated when you made your inquiry that you were thinking about
getting started in [timeframe from inquiry form]. What sorts of issues would you
like to address before you come to the point of making a decision?”

Probing for Hi ddenObjecti ons

e “lunderstand your concern about . In addition to _, isthere
anything else that you are concerned about?”

* “It sounds like you are concerned about something else. Would you tell me what
it is?”

s “We've addressed and . Before we move on, what other issues
come to mind that we might want to address?”

Li stof Potential Objecti ons

Accreditation Uncertain about Accreditation
Accreditation Lacks Program-Specific Accreditation
Affordability G eneral
Affordability More Expensive than State Institution
Credibility Institution Has Poor Reputation
Commitment General
Credibility Institution Not Known
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Credit Transfer Other School(s) Awarded More Credits
Program: General Anxiety about Online Studies
Timc to Complction
Infrequent Start Dates
Lack of Interaction with Peers in Online Program
Program does not meet career goals
Term Length Longer Than Competitor Programs
Uncomfortable with Technology in Online Studies
Time Commitment:  General

Personal
Work
Time to completion
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500 — C2K Statuses

Recruitment
DL Contact Manager Strategy - Recruitment Cycle
PROSPECTING Documentation
School Status Activity Reason Domestic Re-Entry Leads
New Lead New Lead Notificition No successful attempt to = Delete “Notifiution” = Do 1ot use.
rexh prospect via phone after firstattempt, add
or emuil. time zoneinitial nd
number ofattemyts
- New Lead M3
= [fphone # is invalid,
use only1 zeroto
indicate bad phone #and
setlex out to the I of
nextmonth. [fleud
hasn’t responded to TPO-
5 submit to Cunet as
invalid lead:
-New Lead 0
Prospect Prospect PROSPECT reached, but » Adl time zoneinitial » Adl “RE” md¢ time
too busy to be only: zoneinitial only:
interviewet. - Prospect E -RE Prospect E
Refemil Releml When a2 referral lead is » Adl time zoneinitil = Not applicible
generited, immedistely only:
uplite  status/utivity  to -Referral P
Refernl.
Interviewed Interview-Incomplete Interview begin but wis * Adl time zoneinitizl » Adi “RE” to
bruptly  interrupted and only: beginning:
not completed. -Interview-Incomplete P | -RE Interview-
Incomplete E
Interviewed Interview-Comylete Recruitment worksheet * Adl time zoneinitial » Adi “RE” to
used to interview the only: beginning:
prospect,  but prospect  not | _furepview-Complete P -RE Interview-
willing/ready to enroll. Complete E
Appointment (o Appointment to Enroll Prospect did not enroll at * Al Apointment to * Adl Apointment to
Enroll the end of'theinterview Enroll wtivity and Enroll activity and
but setan gpointment  to | Outlook gpointment Outlook apointment
enroll.
= Support  Spesialist/EC = Support  Specialist/EC
Resthedule Resthedule  Appointment Coull not rexh prospect = Adl time zoneinitial Al “RE” (o
Appointment at scheduled  time to only: beginning:
enroll. Begin alling to -Reschedule -RE Reschedule
reschedule the Appointment P Appointment E
Appointment to Enroll.
3/26/2008
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ENROLLEMNT F

OLLOW-UP

Documentation

School Status Activity Reason Domestic Re-Entry Leads
Pending Aplicition Apliction  Incomplete Prospect has filled out the | Adl time zoneinitial * Not aplicble
Incomplete  Application pplition  but hus only:

outstinding  items to -Application Incomplete P

complete before being

able to enroll (i.e. nursing

transcripts  for RN/BSN

prognm, missing program

field, etc.)
Peniing Appliation Appliction  Promo Prospect his filled out the | = Al time zoneinitiil = Not aylicble

Received Application
Incomplete  Application

aplication  but lus
remaining items to
comglete to quilify for
promo.

Use only during app
promo periods

only:
-Application Incomplete P

Future Strt/
Received Apglintion

Enrollment Follow-Uj
Gl

Prospect his entolled and
requires followup to
ensure amissions  items
are completed before
starting,

= Al time zoneinitial
only:
-Enrollment Follow-Up P

* Adl time zone
initial only:
-Enrollment Follow-
UpC

CLOSING LEADS

Documentation

School Status Activity Reason Domestic Re-Entry Leads
Not Presently Close Activity Prospect his told NAU = Activity is doset. « Activity is close.
Interested theyire no longer

interested in enrolling.
Do Not Contact Close Activity Prospect his requested no | = Activity is close. * Adivity is closed.

furtheralls or emuils
flomNAU.

Not Reahed

Close Activity

A new internet lead after 9
shone ittempts and 5
emiils over 5 weeks i

no contict  with prospect.

= Activity is dosed.

= Activity is closed.

Invalid Lead

Close Activity

If: newled is
determined inwalid per our
policy, uplate status, close
ativity and  upite
Cunet’s VLMS if
aplicable.

= Activity is closed.

= Activity is closed.
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e nationala

501 — Not Reached Protocol
Recruitment

Leals have di fferentshel fl1veduse don the Leal type. Web-Based 1eads from vendors 11keCuNet and Quinn
Street have the shortest shel fl 1 fewhere Di rect Mii | 1 eads can have a shel £1i fofmore than one year. When
fol 1 owi nghe not reaxched protocol fol 1 owthese gui del i nedased on the 1exd type. This protocol 1s the

minimum response standard

requested ofan Admi ssi ons Coordi nator forl eads provi ded.

Since the fi rstmonth

can be the most critical, youshoul d mke additional contats wheneverpossible. This wilhelptoimprove

your contat

Web-Bas

€

ed Leads

md 1eal conversion rate.

Day 1 (dte Tead assigned) ISt cal 1 — Voitemil TP #1 - Introduces ACto prospect ?hgliigeg Lew Notifiution
. o Ca11Buk.
2nd all — o nessige * Automtinily sentby Document dite, time, initials,
3rd Cal 1 — No messige Cunet md notes forexh wllmd TP
sent 1n theCal1Back activity.
Minimim of 3ulls mie the
firsthy.
Day 2 (nextbusiness Gy VOI cemai 1 P #2 - Probing forinfommtion Document dte, time, initials,
. . md notes forexh wllmd TP
after lead 1ssigned) «  Automtinlly sentby sent in theCil1Buk wtivity
Cunet )
Wk 1 (1 week ifter lexd VOI Cemai 1 P #3 - Estiblishes AC’s office Document dite, time, initials,
. . hours md notes forexh wllmd TP
ass1 gned) . Automtinlly sent by sent in theCil1Buk ativity
Cunet )
Wk 3 (3 weeks ifter Tead VOI Cemai 1 TP #4 - Provides nextsturt dte Document dite, time, initials,
. . md notes forexh wallmd TP
assigned) . Automtinlly sent by sent in theCil1Buk ativity
Cunet )
Wk 4 (1 month after Tead VOI cemai 1 P #5 - Permissionto close file Document dite, time, initials,
. . md notes forexh allmd TP
ass1gned) . Automtinlly sent by sent in theCal1Buk wtivity
Cunet )
Wk AC - Ifno response, close
S wtivityto NPI Not Reuhed N/A N/A
Note: A newlea can be resssi gned 1 fthefollowingeurs and the ori gi nalrep 1snot in orava lable:
+ Rep has never tal ked to the new 1 ead and the pr ospect wants to tal k to someone 11 ghtaway.
¢« The lea wn be resssi gned anytime between Day 1 and Week 4 as 1ongasno contact has been made.
CuNet wiltonti nue to send emails to prospects  for2 years at the foll owi ngnerements: 60days, 90days,
180day's, 270drys, 360days, 540dys.
8/9/2007
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Day 1 (dte lead sssigned)

Non Web-Based Leads

18[ all — voitemil
d

2n all — o messige

3rd all — v messige

TP #1

. Automtinlly sent by
Cunet

= Introduces  AC to

prospect

Chinge New Lea Notifiution
to Cil1Buk.

Document dite, time, initials,
and notes forexh ullmd TP
sent in theCa11Buck activity.
Minimun of 3ulls mie the
firsthy.

Day 2 (nexthusiness dy
after 1eud 1ssigned)

Voi cemat |

P #2

. Automtinlly sent by
Cunet

- Probing forinfomuation

Document dte, time, initils,
and notes forexh wllmd TP
sent in theCal1Back activity.

Wk 1

1ss1gned)

(1 week i fler Teud

Voi cemat |

P #3

. Automtinlly sent by
Cunet

- Esublishes AC’s office
hours

Document dite, time, initials,
and notes foreaxch wllmd TP
sent in theCal1Buack activity.

Wk 3

ass1gned)

(3 weeks ifter Tead

Voi cemat |

P #4

. Automtinlly sent by
Cunet

- Provides nextstirt dite

Document dite, time, initials,
mnd notes forexh ullmd TP
sent in theCal1Back activity.

Wk 4

ass1gned)

(1 nonth affer Tewd

Voi cemat |

TP #5

. Automtinlly sent by
Cunet

- Permissionto ¢lose file

Document dite, time, initials,
¢ notes forexh wllmd TP
sent in theCal1Back activity.

Over | Month

. Continuenllingit least
everyother week.

* Do not leive messiges
on exh wll. Use your

N/A :

Use yourdiscretion.
You my wint to send
emiils when start dite
approaches.

Document dite, time, initials,
ind notes forexh ullmd 1P
sent 1n theCil1Bak ativity.
Do not dose lead until they

discretion. tell youtheyare no longer
interested.
8/9/2007
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Online Progrim Student Recruitment Tilking Points
Nationsl Amerion University Distince  Lesrning Campus  Admissions

502 — Recruitment
Recruitment Tilking Points

I. Estiblish Readiness for Cill
i Introduceyoursel f.

b. I'ma Adnission€oordinstont NitiomlAmeriwan Uni versityVerecei vedournme
from [web 1eud] shout yourinterest oupprogram]. Wehavedissesthitstarfdite]. Do
youhrver fewnminutesso wan tal kabout yourinterests?

. Objective One: ldentify Interest, Criteria, mnd Dominant Buying Motive
1. As—I€Questions

i. Wt is promptingouto jpursuyourdegrecast thitsme?

11. What areyourrol esnd responsibilitits worki ghtiow?

iii.Whit is yoprimryinterest pursuingourdegree?

iv.lo whitextents importunto youfould you say that’sthelOST
importint fictorin choosing onlingrogram?

+v. In adi tionto yourselho ¢l sewould be invol veh yourrision(i. eéndviduls
in personk workife)?

b. Shoul d—BeQuestions

i. What areyouhoping to acomplishby hyvingourdegree?
ii. What would youliketo scopourseldingin dr $ers?
iii.Where do youhope yourstudi cswil ltake you?

iv. What chinges would youliketo sda yourrcer?

v. What [xtorsarcimportantto yourrcerdevel opment?

¢. BarrieQuestions

1. What his preventegou from pursui ngyourdegree unti ithi soment?
ii. Howurgentis gettivmirdegrecat thisintin yould fe?
iii. What would hapen if ydedide NOT tmrsue yourdegree?
iv.In udi tionto NOT having degreewhit obstul esare you fici ng ri ghtiow?
v. What needs to hypenbeforeyoubegi n theri ghonlinerogrim?

d. Impct Questions

i. What would be théi ggestli fferenceforyouif yaota degree?

ii. How would 2 degreaffectnotont yyourwreer,but yourpersonad 11 fe?
iii.Why is thportant?
iv.What would youdo wi tiehei nereased skills/knowl edge/ earpotignti althatthe

ProesDounentition/ Onlin® rogrnmitudentiecrui tment Tilking Points
iev’d 9/20/2004.
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Online Progrim Student Recruitment Tilking Points
Nationsl Amerion University Distince  Lesrning Campus  Admissions

ri ghtegree progran would gi verou?
v. How do youseethi srogran benefi ti ngou?

Hl. Objective Two: Uncover mnd Address Objections
. ldenti fyObjecti ons

i. Trid Close: “Whitdo youthinkso fur?”
ii. Question: “Whyis thimportant?”
1i1. Addi tion: “Tmddi tion to 1S thennythi ngl sgyouare concerned about?”

b. AdlressObjections

i. Cushion: “Ipreciate yourtoncern asout...”
ii. Meet: “Soif yawerewssuredyoucoul d meet thi soncern, would youmore

scri ouslepnsi der our program?”
iii.Bury: “Soit soundd kethid ssuds thei tialfictor,and theother s nakilly

E2]

oncern.
iv. Amount: “What thi smounts to itdutif yowereconvineed thityoucould resolve

thi sri ti clfictor,you woul d consi der theprogrim furthetts thati ght?”

¢. Don’tmi sshidlen objecti ons

i. Something Else: “Isounds 1ikeyouare concerned sbout somethingelseWould you
telhe whatit is?”

IV. Objective Three: Present Solution

.. Futs

i. NAU insti tuti omgdssaging

ii. 100%nline

iii. jMilitarmessaging, i f apropriste]
iv.Learning by Doing

v. Flexibletartites

vi.No setogintime
viileference speci ficconcentrati ons

b. Bridge: “...whicmems that...”

¢. Benefits

ProesDounentition/ Onlin® rogrnmitudentiecrui tment Tilking Points
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Online Progrim Student Recruitment Tilking Points
Nationsl Amerion University Distince  Lesrning Campus  Admissions

i. Immediately aply whatis 1earned
ii. No trivébrexms !
iii.Begi nwhen youwant to
iv.lakle projerts/~vuati omt stayon trakto compl eteyourdegree.
v. Schedul ¢ courseworkaround yourli fepotli feround thecoursework.
vi. i lor theworkl oad to yowchedul ¢
vii.

d. Apliation: “Inyoursitutionyouwouldbe bleto...”
¢. Ewidente: Demonstrati ohxampl e, Fact, Anal ogy,Testimonial Stati stics
. Tria Close:
i. “Doesthitsound 1ikewhit yourl ooki ngfor?”
ii. “Docsthatsound 1ikcsomcthi ngthatwoul § work foryou?”
iii.“How does thitsound to you?”
V. Objective Four: Giin Commitment
1. Cushi omny excwse/ concern: “lin apreciste yourconcern about...”

b. leminder of thelaxk md getagreement: “Inourpreviousi swussionsyousid thityou
lak...snd hevingyourdegreewill.... thatacurate?”

¢. Jleminder thatsolutiosatisftiddheluk: “A¥AU, youwun ewrn: degrecthatwill...”

d. Pant BIEF wordpicture: “Pirtusmurselith Xewrs...youarenow in posi tiorto...
You arelooki ngit...”

ProesDounentition/ Onlin® rogrnmitudentiecrui tment Tilking Points
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Online Progrim Student Recruitment Tilking Points
Nationsl Amerion University Distince  Lesrning Campus  Admissions

VL. Appliation  Received
2. Send email “Aplictionlecei veld — TP#17wi thorrectuttichnents

i. Selectand attah correcti nformati orsheethaised on whethcrmsfearedi t
issessmentis compl etend, i f knownyhetherthemith/sci enceissessmenti s
requi red— optionare ( 1Nextiteps to leg— PLECompl ete; (2Nextiteps to leg
- PlHComlete+ Assessmen€3Mextiteps to leg— PlHot Complete;or (4)
NextSteps to leg— MBA

b. Send email “Applicationlecei vel — TP#27wi thorrertattachnent

i. Selectand attuxh correcti nformati osheetised on thetudent’slanned pyment
mcthod — ojpti ongre (1 Dinanci ng Your NAUStudi cs—Cash, (2Di manei ng Your
NAU Studies—CTA, (3DinmcingYour NAU Studi es—Mili taryBenefitsad (4)
Financi ng Your NAU Studi es—Federal Financial Aid.

ii.
¢. Cilprospecti vetulentto revimextstepsto registritmparials

i. Confirmreceiptof yousmil ind thattheprospecrti vetudentun open thepf
Informiti onSheet — indicitcthatthi §i scussi onwil boverthosenateria sjnd sk
studentto operthelnfo Sheetif theseat theimorkstation

ii. Confi rmstatunf trmsferd tissessment

1. If trinsfincdi tassessmenti s compl ete confi rmumber of credi thnqui re
whethertheprospecti vetudentni ght haveothenvii Labl esourcesof
trinsfemred tCe. gilitargduati on, corporate educati on thatinvol ved
comprehensi veissessmentCLEPor Altedi ts).

2. If transfired tissessmentis nodmpl ete — confi rathattrnscriprequest
is pootess;inqui rewhethertherospecti vetulentmi ght haveother
aviai l bl esourcesof trmsfieed tCe. pili targpduation, corporste
educati on thati nvol vadmprehensi veissessmentCLEPor ARedi ts);
confi rm yourundcrstandi ngof mproximatcl iow much trasfemedi tthe
prospecti v tudentwil bringi ntotheprogr.

iii.Communiite timeto degree thiss one of the most important drivers of the sales
decision-making process

ProesDounentition/ Onlin® rogrnmitudentiecrui tment Tilking Points
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Online Progrim Student Recruitment Tilking Points
Nationsl Amerion University Distince  Lesrning Campus  Admissions

1. Communi gte expected timeto degreen ternGtikerequi rednumber of
addi ti onal credi tsforgradusti on and di viddby 98 “iYouproceed it our
recommended 2 coursgsr termpce, you wilkompl ete yourdegreein s
little [xtermsSome studentsred le pooced evemore quickly. 7

2. Indicate thatthisalculitionis baisedn anassumpti on thatstudentgroceed
with2 coursgser termat mverigeof 8 1Rours/ week courskhisis
our recommenditi on as  astarti mgi ntas newstudents$ecome el i mated
to thalinglstforn,but remind thestudentthattheyun proceed even
more quickl yif thew sh.

iv. Pluement

1. If trmsfard tissessmentis compl ete confi rmourseofferi ngtirting
pointin prograised on trmsfemed tassessment

2. If transfircdi tisscssmenti s notmpl cte — indi wteoursesthatare the
mostlikel gtarti moints:ndi wte thatthi svilbe confi rmedwi ththe
compl etion of trms el tassessment|indicate thityoucn mowveshead
withrovisiondegi stritibn thesmrsesmd chinge theourseelertion
if reqirkded on trmsfuedi issessment]

v. HighSchool / GEdel f—certi fi catfamm

1. Indigte thitthi formwilbe providein theospecti vetudent’s
wceptance  paket, forcompl etionand to bewiled buk to NAUin 2
stamped, adressed envel ope

2. Answeruesti onsregirdi ngthi srequi rementi £ mnyri se

vi.Englisly MatHhtudent Sucess Appraisal issessment onl vmentionif the
issessmentis defini tebwiredor pfior learnispaluitions nodmlete and

thestudentmay be remireto tikthigest

1. If revio¥ pridwrearni ngus indi ated thattheissessmentis requi red

3. Inficate thatin ordero beerta nthatplaenent is acuraterhe
irospecti vetudentwi llneed to completen Englishd Math
Assessment.

b. The Englishnd Miath curriculunm includes severdtartingints,
md thesassessmentsndl e our ficul tyto prowviywou thetorrect
levadf sttentimsn youwommence yourstudics.

¢. The Englishssessmentrequi regproximitely one hour to
compl ete, and thelath ssessmentone to twmwurs.

d. To complete thisssessmentglickon thbkinkin tHaformition

ProesDounentition/ Onlin® rogrnmitudentiecrui tment Tilking Points
iev’d 9/20/2004.
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Online Progrim Student Recruitment Tilking Points
Nationsl Amerion University Distince  Lesrning Campus  Admissions

»

Sheetand usethepssword “sucess.
e. You wilheed to completehigssessmentin wwviceof registration
so thate onconfirn yourproper pl xement in ouprogran.

2. If trmsfiedi issessmenti S notetompl ete

2. Indicate thatin ordeto beertainthitplacenent is acuritethe
prospecti vetulentmay need to compl eten Englishd Math
Assessment.

b. ExpliinthittheEnglisind Math curricul um incd udes severa
startingintsind thesaessessmentsnabl ¢ our fiul tyto provide
you thecorrecti evealf ittentiien yowommenie yourstudies.

¢. Aply dizgnosticuestionsto cwake whetheprosperti vstudent
willlikel yeed to compl etessessment (netd identigiystions).

vii.Conmuni wte proccssrequi rements

1. FAFSAPIN reqi rementThe prospecti vstudentuust sewurea FAFSAPIN
— thiwilbe usedto fuilitetesi gnitupeocess forvari oudAU
documents; we usahi $euuse so mnyprospecti vetudents! ready have
thi N

2. Authori zati dorel ectroni communi citi ons form. The prospecti vstudent
mustcomplete 1 formuthori zi nNAU to communicite aademic and other
informati oy emil- this firmore effid entny to communicte than
theal terniti ves.

viiilei terstethei mportince of orientation

1. Thisis thay to stwuttheprogrmm correctly

2. The orientatiars designdio oriesudentsto tlomlinglitform— this
importantbecanse mostnew studentduveneverikenin onlineourse
before.

3. Thi s courseshowstheprosperti vetudenthow to acessoursesthroughthe
Internetpmmuni wte withyourinstructand fellowstudentstake qui zzes
md testsheck yourgraes, build yourown homepge, check foryour
assignmentsind submi tpyers.

4. The prospecti vetulentwi llneed to compl etethi soursepriorto starting
yourfi rstiern.

5. The prospecti vetudentwi l recei veore i nformiti omon theri entatiam 2
peket mailed to thaldress of retorid willrecei vn ori entatioserid
md pssword yfterthevregi ster

ix. Confirmtheend goal — gettisfestulentregi stered mndidenti fy dtemd time

ProesDounentition/ Onlin® rogrnmitudentiecrui tment Tilking Points
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Online Progrim Student Recruitment Tilking Points
Nationsl Amerion University Distince  Lesrning Campus  Admissions

forn follow—wl! by whichthestudentwiltomlete all thedbove

1. If trinsfled tassessmenti s compl etend thestudentis nakequi redto
tike thaassessmenttests:

. ldenti fyrequi rement( 1IDAFSAPIN (2c0mpl ete Email
Authori zati dormand (3BS sel f—certi fiufoon.

b. Compl eteregi stratinaw or setoi ntment ASAP:“Areyou
rvailabl eto compl etaregi stratibatertody or tomorrowk wn
evergetyou regi steratd ghtiow md youwn compl ete these
requi rementd atertohy i £ nows good time. ”

2. If tramsficli tissessnenti s compl etend thestudentmust take the
issessmenttests:

. ldenti fyrequi rements( 1Dth /  Engl ashessnenttesta(2)
FAFSAPIN (3dmpl ete Emil Authori zati dnormand (4BS
sel [—certi (i catfioom.

b. Setapoi ntment bised on 1+4F turnaroundif possiblem you
possibl ygetthetestione, yourPIN sel ectedand theformbuk to
me within comleof diyso thste wngetyourregi strition
compl eted?”

3. If trmnsfiedi tissessmentis ngtetompl ete

1. ldenti fyrequi rement( 10crms fewredi tassessmentompl eted, and
Vath / Engliskessmenttestompleted 1 requira2DAFSA
PIN (3cdmpl ete Email Authori zati diormend (4BS sel £—
certi fi ati oform.

b. If thers dequateertsntyn tharosperti vetudent starting
pointin theogrim — compl eteregi strativow or setointment
ASAP:“Areyourvailibleto completaegi stratibrtertody or
tomorrow?We wn ecvemgetyouregi sterad ghhow and you cn
compl ete thesereqi rementd stertodiy i £ nows good time. ”

¢. If yotak aeqate certiintyn thprosperti vetudent stirting
pointin therogrm — seapointment hisel on 1likeltyrnsfearedi t
issessmentturnaround: “Can youpossi bl yyour PIN sel ectedand
theformbak to mewithim coupleof diysThen we cancomplete
regi stritisn soons wdknow exatl ywhereyou’llbe starting. ”

d. Confirmtherosperti vetudent arecei ptof tHE 1 manci ol ArrangementsforYour NAU
Studi es”infosheetind thereferenccto tHeénrollmen€Coordi nitor.

ProesDounentition/ Onlin® rogrnmitudentiecrui tment Tilking Points
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i. Indicate thattherdés ongore itemto cover piymentmethods

ii. Confirmthathised on youti scussionsnd theami ssionsaplication, we
understand thattherosperti vetudentwilbe coverimmstof thestsof their
studi esthrough:( 1dsh pyment plan (20TA (3mpiitaryenefi tor (Hedera
finincial aid

iii.“Is thi snderstandi ngeorrect™Would youlik twnsiderothempiyment methods
fornllor mref youosts?”

1v.0fferto transfiheprospecti vetdent to thdenrol 1 menCoordi nator.
¢. durfixe hidlen objections:

i. Probeforremai ni ngobjecti ons:“OK. Based on wherwe mren! whitis required
movethed, is thenythingelsethitwe needto wdiresshitmi ghtaffectyour
Jecisionto stint oullegreeprogram] on [planned sturtte]?”

11. Look foruddi tional objections: “Imddi tion to _ is thengthingel seyouare
toncerned about?”

i1i.Don’tmi sshidlen objecti ons:“Itsounds 1ikeyoumni ghtbe concerned shout
somethingel seWould youtelhe whatit is?”

VIL Registrition Call
1. Confirmthaittheprospecti vetudentis rewgo regi sferthei i rstiern

b. Confirmthitthestudentun acess thefollowinfll and acess it yoursel f:
bty //www, nitiond . edn/ drstingoerreg,. htndpropri ste othemrl.

¢. Communiwte recommended courses,ind udi ng coursecodes.
d. Confirmregistrition theursesis recommended.
e. leinforee orientiti oressagi ng:

i. Strongl yrecommend compl eti ng theorientitias soons possiblwon receiptof 2
userid.
ii. You wilhiss il ong theuseridnd courseatess informati ompon receipt.
iii.Confi rmthstthestudenthas theWebCT Ori entati odnfo Sheet (whi chwas encl osed
in thamwptince [ettarckage). Emil mnothercopy if netailable.
iv.If yohavemy questionsregardi ngtheori eniti on, feetfrecto «l BrimPitta our
Uni versifgrvicesre: it (80RB-0602tomil hin it tts@nitiond . edu

ProesDounentition/ Onlin® rogrnmitudentiecrui tment Tilking Points
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Online Progrim Student Recruitment Tilking Points
Nationsl Amerion University Distince  Lesrning Campus  Admissions

f. leinforce book orderingrocess.

i. If yothoose to usfimmncial aid fundi ng to myforyourbooks, youwilheed to
jonfi rm thatyourfinmcial aid protessis compl etbeforeusi ngfinancial aid funds to
compl ete thebook purchise.

ii. If yowrepurchising el sewhereyouwillikewisseed to let know.

g. Confirmthestatuof thetudent’dimnd i irrangementsand offerto trmsfler /
conferente in tHenroll men€oordi mtor]ricialevin.

h. Schedule follow—upll in C2dntat minager forthehy thetermstarts.

ProesDounentition/ Onlin® rogrnmitudentiecrui tment Tilking Points
iev’d 9/20/2004.

INTERLA
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503 Recruitment Questions
Recruitment

Reison pursuing degree:

*  What is prompting youto pursue adegree right now?

*  What are you hoping to acomplish with your degree?

« How important 1s getting your degr ec at this point in your life?
«  Who is helping youmake this decision to return to school?

+« How will adegree change your future?

*  Whydo you feel now is the right time to pursue your degree?

*  What do you see this degree doing for youin the future?

Progrim of interest:

What progrim interests youand why? Vilidite why that’s agreit choice .

With adegree in [XXX] is there @ speci fic position/company youwould like to work
for?

Are youconsidering any other progrims?

Have youthought about acreer in [XXX]?

0o ©o

Cireer goals, present, pist ind future:

9  Are youcurrently working? Tell me about your position. Describe 3 normal diy for
you.

O Tell me sbout your work sthedul e, how many hours do you work?

9 What do you like/dislike about yourcurrent job?

9 What typeofposition are youinterested in? Tie degree choice to position.

O What changes would youlike to see in your ureer?

9 What is the most important thing you want from ajob?

9 What isdriving youto xhieve yourcreer goals?

Finincing options:

9 How are youplnning on paying for your education?

9 Have youever applied for Fimncial Aid? Get them started now.

9 What typeof fimnting have youbeen thinking about using to pay for college?

Factors used to mike derision:

What 1is the most important thing when selecting 2 s¢ hool/online program?
What other considerat ions are important?

Are youlooking it other schools? If so, who?

What will yoube basing yourdecision on?

Have youbeen looking at other online st hools, and 1f so, what have youbeen
finding?

What are youlooking for inan online school?

© VOOV

12/27/2006
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Previous college:

Have youattenied another college?

How many clisses have you tiken?

Tell my about the clisses you’ve taken in the past?
What did you like/dislike?

Is this your first online class?

©OOwOo

Personil situation:

9 Tell mesbout your fimily, are you married/children?

9 What do you like to do when you’re not working?

9 How many hours/week wn youdevote to school?

9 How comfortable are you with the Internet?

9 Do youhave a PC, and what typeofnternet acess do you have?
9 Tell me what your typial schedule during the week is like.
C
9
9
9
9

onierns:
What concerns youthe most about returning to school?
Tell me sbout any other barriers that youcould face.
How does this sound to you?
Is their any reason why we an’t get you started  today?

12/27/2006
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MU Dxstme Bration | BQ

Current Online Sludents
e
FrequentiAsk

1. Mtioml Ameriun Uni versi tyredi ted?
Yes, NAU is regiondineli tei ty TheHighettearni ng Comri ssi on.

2. Dstutents hive to communi ute wi ghthei #nstruttoreveryy?

No. Students san {ogon ani sompt ete assi gnmentsit  timebhat are tonweni enf ort hem duri ngt heweek.

f ulents must attendat | easbnie duri ngesh week. Attentinteis tonstitubyd suimitting ssignment,
3 izor parti:dpting i stussioms outl:nddn exhcourse

3. Detwlents fuveto communite it theime Timeewveryy?
No, NAU soursesdo notrewi raes —{imdets. Stutentsen communicte & L hetenweni ence.

4. kheren i iution fee?

Yes,theras one—timaon—ref uniti el isati on feeof $25. 0@e youhiwvesttended NAU, the
aplication feewilheveneel to tgeid sgain. If youwly and fo notsttenithegiittionfeeis goofor
one yeir.

5. Mad trinsfemy courses fron thi grogrim to othesni versities?
In mostizses, ves.The trinsfeof tourseorkis ewsl usteh :uese—ty—iise tisis by uniwversithhes.
jesisionis uto thehool to whislyouanl v

6. Whatre themniwire wnd softwireregui rements?

To takefuidivintage of thentersti vof viheurses, youwil heei ¢ fewessentiatensy Pentiufl PC
or eivileat;lesB4 thof AlY A Vindows-tisel oeritingsystem(S8iE, 2000XP:int either
InterneExyl ore, %z or_ 6. Zors hi ghefP) esseotethatthiss aublic domi n soft vare
whkige anl sn be dfownloxded to ind wvidahuters. )

7. Obheven wiemic  dvisor?

Yes, @i sorsre avai | af et o helyousel extyounourses. Cont &t t he; s Coors
within awvi sorPhoneavi sings il sovai | etet ween 8. Ofh 2nd 5. O dountai n ${anars
1-800-770-8958h2.

i ot o speik
Time. Cili

8. Astéereregi stntiotedl i nes?

NAL orerztes on :quirtersystemthe registrititwal i ne forontineoursesis one—wegki orto theart

of theurse. tutents retei vidgederal finand alsi 4 must regi st dionl lcourses riorto tHe rfir fiyof the
firsteek of thmarter.

9. Hovo [registeforiisses?
You may registédronlasses onlinego téit: /7 www netiond . euif s slimex. htaft o ikon the
sprovri te |1 nkEi nandi il arrangement s nust te mae riot o ddasstart

10.How much does it costo enrolilh onlineurses?
Tui ti om:t essre $228er sret thour Al F essot hert han theapt i ution fee($25 Mt rivul ot i ofiee (850
100k charges sre indulei in thest.

11.An leligihl dorfimnid ii?
aOnti nest uient smay be el i gi tferfeterd finemei alz ¢, ol esse rontact T hefinaned dai § aivi sort 1-800-548
0602 onet:i | son feteryfi mnci el §, or ontatyour oul & vimd grof essi ondorgani zat i onso fi nlt
tore sout sthol irshipsind @ssi stance progrims

12.4s onlinkeurni ngeffecti ve?

Yes.learning et ad stanee un i mereset hestutenl' setentidy |oweri bgri erand engigi ng t hest udent
norethinin #assroor settingommunisit i ng t hroughe—mx tf orzest hest ucentto jut hought ¢ oget her
mé reften toursenterial .

13.How do di stime eduwation tourses tompre withissroon courses?

Bty vt fomleiwDist miy_e_ontine dtall of262UN0 14107 PY
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My

bty

xSt e bation | BQ

st doml. D st oudy_s_ond bie it all of2)02/ 000

L4

B

tis Empl oyhent ude

Di stanceetusat i on sourses sre regul 1ol | egaredi tsourses thetii ff efromd éssroom soursesin theote
of del i wvditmént ernet Al tourses haves syl iabus denti fyiddi nf ormti obhit wilde sowvered.

T4Who wn | tikto ilfhivauestionsor neeihelp?
Foryounonwveni enseourlni versilervisesem wun helyyouw thilyoumeess. Yousn sontut then
it 1-800-548-0602

15Mhere do fgetthereuning miterisani rei ref tex ttooks?

Al btulentswi | fetei ve pket of informityenorto thetartof theurse vie-mill)f stulentoriers
100Ks when regi steri ogh | net heywi lie shigped gproximit el yt hreaveeks priono osstartjrowvi e
wount sl earinte is rerel vBlisswords foret est ronidt deses  sre withiexh WebCT sourse unier
dbraryiesouries.

16Whet do fneed to knowaout examinations?

dost ourseshivet woor moraxani nations Fhe inst ruttes | speti fythepoi ntin theurse when

eximi nat i onsneet to b sken. Exims must be prottoretby athirgirty.You wilieel ve jroit orrequest
f ormwhen youregi ster.

17.How fongdo lhaveto compf ete: course?
Euh sourseis eitl®roft weekbongAl tourseworknust je :ompi eted wit hi bhespesi fisti mef rame for
thegart i cul anourse

18What do [need to knownout tuitiomteswuni fees?

Tuitiomn be pid by wsh, money orier,through ui tiewsistimeor mioriredts ané, general | ynust
e pid in fatl théimeof registraNéd. ioes nothavein-statiai outof statteiiti oRees:Aylizition
fee- $25. @Qisuistiofee— $50. 00.

19.How Do frurtly OnlineCourse?

Beforeyouun #tess yourourse,youwi lhees to tom! et @ heont i n@ri entat i ofhe orient:t i dnkes
wroximtely 1 2 hourbo omot et eAfteyousomii et e ori entat i ogoushoul dbegi n yourourseon the
sihetul et stertite.

20\What i f Wi thirsw froma of iss?
If yowi t hirawwi t hi bhef | rateek of t heehelul ed ¢l sss youwi | Fetel wve 100%ui {i oefununi no grie
senst tywi fie sssessed. If st ulentwi thirawsaf tert hefi rstO%of theurse, seet hexel yninl jsv.

21 Wt is theefuntpolicy?
iefunis re gi vehses on adit yoror:ti orf orst ulent st tendi ngust t hefi reteek t hrought hef i r80%of
sthetuf ef il ssses. S ulent st tend ngrst 60%of thmheiul ef :fiss reei veo ref und

22 How fo [get: trascript?

You must mike 1 writtemquestto retei we rinscri ®twrit €olegi st rar Nat i ond Ameriian Uni versit321
Kanses Cit$t. wit CityD 57701mi we themme youittentel unter. soudl sewrit yumber, ttes of
ttensnie anl whereyouwnt yourt rins:rigma | ed. Eah t rinssriptost s$5. 00.

23.D0 heed to proviieninsturiptsto enroli?

That tegenis. Students notenrol lein degree progrin dc notnee: to provitdesthoo! wit hny
josumentat i on. ftulents enrcllein degree program must prowidan of fi:iki ghsthool t rinseripend any
ot hert rinstript®r proodf tra nifrgwhi th theyre requesting rinsfemedt.

Vi tes Home | Useful-ornis: Webmis ter - Centefo Admdeii ¢ Excel1 éficé

Uni versity s:ireti tety TheHi ghereirni ng Com ssmnanv 3 merter of tHéort hCent rdlAssoii¢ion
www. nahle. ord 312-263-404BE0GS | ontl Ameriun Ini versity
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NATIONAL AMERICAN

TELL THE STORY!!

SELL

505 - Recruitment
Features and Benefits

THE STORY!!

Who we are:

A smil bri vateni versifopnied in
1941 th studengopul ation of less
than S000

One of thB rskred ted online
uni vversi ties

A arecemllege

Onlineand ground umpuses  wi th4

loationsin all

Unlikemny 1argepubl ic/statschool s,
we treetth and evergtudentdike
person,notjusta number !

We areonlineexperts !0uronline
studentgrecei vthesme hi ghqual 1ty
efucti on is oummpus  based
stujents.

Our degree progrims are desi gned to
prepre you forn wvariety business
areersin todhy’ #sthangi ng

busi nessenvi ronments.

Offering choiceis whatiny
stulentsfi ndattrati ve.Yown il so
feelconfidentin oudilityto provide
ual 1 tyeducation in bothnlinend

dd issroom settings.

Accreditation:

legionil 1 yweredi ted by th¥orth
CentrilAssocatiomf Colleges

Hi ghestevadf wcredi tati onwarded
to uni versity

legiomal accredi tati onensuresyouwill
recei ve qulityediation thetadheres
to audemic stndirds determined by
thewcredi ting organi zation.

Beause we havehi eved thehi ghest
leveadt acredi tatiof 1Qeirs)you
an be assurcof recei vigity
cducti on thatadheres to aademi ¢
stanfurds.
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Convenience:

* 24 hoursdy, 7 diys weekjust e QOur onlinelassesireextremel y
check 1ntoyourtissonce 2 week convenient !'Youo nothaveto lag
it aspect fictime,so youn check into

yourtl issat  youonwveni ence.

* Earnyourdegree more quickl y e Witha qurtemdised systemyoucn
tike 4 scssiofs d assgsr year.

Ul ti matel yal | owingyouto compl ete
yourdegreemore quickl y thini t you
wereittendi ngg  semestesthool .

* Classesn botin 1 tweek formatand * Hiving choiceis justemore

an acel erated 8 weekormat benefi twe cngi veyoust NAU.
Hiving2 stapes quarteral 1 owsmore
optionsforyourbusy schedul e.

Transfer credits:
* libera trmsfewred tpolicy « We knowhow importantit gsteredit
foryourpreviousduaati on.  Weewven
havean ApliedManagement Degree
whereyouwun earn credi tsfor

spec i tytechnial or wocti omtess.

 We'll requestnd py foryour e [t’sais cisys 1-2-Al¥ounced to
trmscri pts do 1somplctec 2 Transcripticuest
Form.

Personalized service:
* Stulent servicgsogrims to helyou | [ wibbrsonidlynke sureyouhive

througheversgtepot youegree everythi yguneed to begischool,
from sel ecti nyourfi rstissesto
orientatioto checkingn wi shou
ifteryourtl assesstart.

* Once youbeginclassesyouwilbe
issigneda UniversityServices
Coordinator who wi | workwi thyou
unti lyou gradwtc.

New twist on books:
* Electroniknstructi onaliterial e EIN's aredynamic and cn be uplated
wi ththemosteurrent nformati oon
ongoinghisis. [ts immediatel y
avai 1 abl e(Cnowni ti ngforbooks ) and
therostis eslwn standird textbooks.

Confidential - For Purposes of Senate Investigation NAU0014369

National American University Holdings, Inc.

Document 9, Page 54




Our commitment to you:

Provite aringind suporti ve
cluatioml enwvironment

Prowvidi ghQual i twademi ¢
instructi ondervices

Offertechni @l and professi onatareer
prograns

Allot ust NAUare commi tted to
hel pi ng youmeet youreduciti onal

ircans. Wewilbe therto helyou
evergtepof theay!

Our ficul tyis somef thestin the
countryOur Awmdemic Assessment
Commi tteeonti nual 1 yevil wtesur
instructionahteria to ensumhatthe
miterialis rel evamit what you need
fortody’sjob market.

Our progrims are designed to helyou
expnd yourprofessi onil

competenti es, theibilitto wonkn
today’s fist —changi ngusi ness
environmendnd wreer growth.

Services to help yousucceed

Qui ¢k responscefrom youri nstructor

Tutor scrviava l bl c24 Afom
qual 1 fi ede—structors

If yohaveca questionyouwn cxpect
to recel mae answerfrom your
instructor thi24 hours.

Our tutoscrviowilkonncct youto a
ual 1 fi ed e—structaxyti me fromany
internetnnecti on. Thi servides
rvai 1 abl efortl assesin  Awounting,
Al gebra, Economi¢s, and there’d soa
writingh O0veB80%ft our
e—structolms eavanced degreesin
thei fiel d.

How we measure up:

Stulent surveytel thestorwi tlO7%
studentsati sfiction!

Bised on oussurveyesul tsie feel
confidentyou toowilbe satisfiid
yourder sionad inwvestmentn NAU.
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506 Transcript Request
Recruitment

Once astudent has enrol I edwe willrequest transeripts  on thei rbehal £ The student will
need to compl ete 2 Transcri gt Request Form before the transeri pts can be requested.

1. [f'the student has acopy of thei rtranscripts, sk that they fixoremail copi es to us.
2. Thiswilhkllowus to get starte d r1i ghtaway on thei reval weti on.

o

[f'the student does not have copi es of thei rtranseri pts, have them compl ete the
Transeript Request Form.

3. Once the Transcript Request Form his been recei ved the Assi stants willdate stamp
the form and return a copy to the rep.

Overview - Assistant Steps
Here i s m overvi ewof thesteps the Assistnt wil Hol I owwhen requesti ng transcri pts.

Loate school and open a College Transcript Request — Official wtivityin C2K.
Plae order usingthe quickest method.
Al ltranseri pts  that requi rea fee ar e processed  through the Busi ness Offi ce.
[fwemust mail intherequest, onl yoffidatranseri pts  wi 1 be requested.
If'we have requested unoffi o altrnseri pts, C2K wilbe updated,  but the ati vity will
remii n pendi ng.
6. Once al l officialtranseri pts  have been recei ved, C2K wil be updated and the ati vi ty
wi 1 be ¢l osed.

7. The initiaHfol L ow-updates wil vary dependi ng on how the transeript i s requested:

2. 3 business days fora fixed request.

b. 5 business days foramiled request.
8. Subsequent follow-upwilloccur wi thi n3-5 days.

2. [f'the school advi ses us the ti mefime 1slongerit wilbe noted in theati vity.
9. When al | transceripts  have been recei ved the College Transcript fo Registrar ati vity
wilbeadded md the transcripts wilbe sent to the Regi strar.

O

4/23/2008
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S06A — Recruitment
Transcript Request Exceptions

We will no longer sutomatially  request transe ripts and conduct a tentative evaluation for
students who have not enrolled. However, if the following exception exists, nd with
Team Leader aproval, arequest can be made prior to enrollment.

« Ifa student insists on knowing where they stand with transfer credits before they
enroll they will need to provide copies of their transcripts.  We will not request
transcripts until the student has enrolled.

0 The PLE Checklist must be gproved by yourfeam Leader before the file 1s
given to the Prior Learning Ewveluator.

Transcript Request Form
Instruct the student complete the TRF s soon s possible.
* Once the TRF isreceived the Assistant will give the completed form to the rep.
« Attch the TRF to the aplication.
* Once the Team Leader aproves the ap lication the TRF will be given to the
Assistant who will request the transcripts.
* The following needs to occur before the Assistants will request transcripts:
0 The student has been enrolled (purple).
0 The Teem Leader has approved the TRF prior to enrollment.

7/20/2007
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507 Tentative Evaluation
Recruitment

When 4l 1 transeri pts  have been recei ved, atentati ve eval uati on an be prepared  forthe student. A copy of
the transcri pts, and an eval uati on checkl i st shoul d be gi ven to the Pri or Learni ng Eval uitor. An

eval uati on wil be returned  wi thi 148 hours. Eval uati on sheets are 1oated on the network 1 n Standard
Communi cati on  — Iran seript Fol der.

1. Compl ete the PriorLear ni ng Eval uati on Chetkl 1 st.
a. Ifthe student has not been enrolled (purpl ¢ bakground) youwillneed Team Leaer aproval
before the transcripts  wi 1 be eval uated.
b. Ifthe student is enteri ngthe nursi ngprogram, & copy oftheaproved RN I1icense must al so be
1 ncl uded.
2. If'the student istobe evaluated 1nmore than 1 program, adl the addi ti onal program to yournotesin
Campus  Vue.
3. Adl a College Transcript Evaluation — Tentative utivi ty foreah degree ofinterest,and assi gn the
acti vi ty to the PriorLearni ng Eval uator.
2. Adl the date, yourinitial sschool s and degr ee to be eval uated 1n toyouracti vi ty.
4. 1fa course description or other i nformati on 1s needed:
2. Complete section land [I ofthe Course Descripti on and Addi ti onal Revi ewRequest form.
b. Reopen the «tivityin Campus Vue.
¢. Bringthe new filend suporting docume nts to the Pri orLewrni ng Eval uator.
5. Ifafter the i nitialeval uati on an eval uati on foradi fferent degree program 15 needed:
2. Complete sectionland I of the Course Descripti on and  Addi ti onal Revi ew Request form.
b. Bringthe new filend suporti ng docume nts to the Pri orLewrni ng Eval uator.
6. 1fyouare worki ngwithare-entry student that his been out more than 1 yeir, anew tentati ve
eval uati on 1 s needed.
2. Al anew College Transcript Evaluation — Tentative wti vity.
b. Complete anew PriorLearni ng Eval uati on Checkl 1 st.
7. Ifa student has been out more than 5 years all transcripts willneed to be requested again.

Evaluation Completed

1. Upon compl eti on of the eval wati on, the Pri orLearni ng Evil uator wil loplate  the College Transcript
Evaluation — Tentative ati vi ty wi ththe approxi mate  transfer credi ts.

2. Anelectroni ¢ copy oftheeval uationwilbe sent to the Admi ssions Coordi nator al ong wi ththe
Transeript - Eval uati on [ etter.

2. If'the student recei ves transter credi ts for CollegeAl gebra or Composi ti on, the PriorLearni ng
Eval vator willupite Campus Vue.
3. Contut student to revi ewthe tentati ve eval ueti on and my pl xement exams that are needed.
4. Afierdi scussing the eval uati on, forward acopy to the student.
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NATIONAL AMERICAN UNIVERSITY DL CAMPUS
PRIOR LEARNING EVALUATION CHECKLIST

Enrolled Date
Yes  No Approval

Prospecti ve Student: Admi ssions Coordi nator:

Student 1D No:

Degree Progrim(s)/Emphasis  Area for Eval uati on:

Plesse CircleOne:  AAS BS MBA MM Expected Term to Start:

Mi nnesota Resident: YES  NO Re-Entry to NAU:  YES NO Yeur

PRIOR LEARNING EVALUATION FOR ASSESSMENT:

_ Complcted Tmanseript Request Form Reeci ved (Datc: ) (Numbcr of Collcges/Universitics: )
(NOTE COLLEGES/UNIVERSITIES FROM WHICH TRANSCRIPTS ARE ANIICIPATED BELOW)

Transcript Received From :

__ College/Uni versi ty (Name: ) Official /Unofficial
__ College/Uni versi t§ (Name: ) Official /Unofficial
__ College/Universi t§ (Name: ) Official /Unofticial
__ College/Uni versi tgF (Name: ) Official /Unofficial
__ College/Universi ty (Name: ) Official /Unofticial
__ College/Uni versi tg (Name: ) Official /Unofficial
_ Militryfrnscripts  (Type : ) Official /Unofficial
__ Corporate Educati on (Compny/Or gani zati on: ) Pendi ng/Recei ved

Previ ous Degree Earned:

PRIOR LEARNING EVALUATION NOTES
Nursi ng Enrol Iment: Accredi ted  School s Veri fi edli cense ~ GPA

Rev. 9/27/07
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NATIONAL AMERICAN UNIVERSITY

THE NATIONAL COLLEGE SYSTEM

COURSE DESCRIPTION OR ADDITI ONAL REVIEW REQUEST FORM

Student Admi ssi ons Coordi nator Date

Student [D # Status Term Start Date

Originall ¥val uated in

(Degree Prognim)

ADDITIONAL REVIEW

Adli tional Ewal uati on(s) Requested 1n

(Degree Prognm)

Uplate  Ori gi nal Eval wati on(s) wi th Addi ti onal Trenscri pts

New Tnnscript  Recei ved from

New Transcript  Recei ved from

COURSE DESCRIPTION REVIEW REQUEST

Course Descri pti on(s)/ Syl 1abus from

(School)
Course Descri pti on/ Syl1:ebus for

(Course Code md Number, Title,md Number of Credits)

Transferring 1n for

(NAU Course Code mé Number)

Status Revi ewed by

Course Desri pti on(s)/ Syl Labus from

(School)
Course Descri pti on/ Syl1:bus for

(Course Code mnd Number, Title,and Number of Credits)

Transferring 1n for

(NAU Course Code an¢ Number)

Status Revi ewed by

3/18/2008
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Protocol for Requests for Referrals / References
National American University Distance Learning Campus

508 — Recruitment
Referral Requests

leferral enrol Imentsike timeto develbptareentul  tehesucess of Admi ssiorSoordi natorsnd the
enti renrol lmeneffort. leferral shoul dmke uwp 2 thid omore of tothrol lmentsn miture online
progran.

The mostprominentbarrierto enrollmentssimlyput, failurdo as¥orthereferral Ktudentsvho ire
pleased wi ththei studi esis welds  prospecti vadudens  where pl eased wi ththeservigrovided them by
thei Admi ssi onsCoordi mtorre surpri si nglfortheomi ngwi threferriiad references.

Gui del i nesforuski ng forreferril s:
(1 Denti fyyourrosterf cnrollstudentsto contatforreferralind referess. Youwilbe prowvided
1 liof stulent® contxtused upon studentsyou havepersoni lyenrollebr studentsrolleby

otherAdmi ssi onsCoordi nitorsvho areno 1ongewi ththeuni versity.

(2®viewthestudlent’srecordin C2K.Whoire they? Whendid theystartn theogrm?  Arthey
xtivdn theogrmm it theoment? Haivyou spoken to thehatel y?

(3Bxh thestulent. Dawotleavevoicemils- trionll again later. Wheayou reah them, ask shout
thei experiencein theogrmm ((e. gnstructiohgarni nglatform,contentgol laboration)s welds
how thewire usingtheknowl edge theywai ned from thetourses.

2. If theesponseis beeposi ti vehmnk thestudentind moveon tek forthereferral.

b. If thetulentri sesny issuegelatedto thprogrimnotethemin C2#d esclate then
wherevewssibleto member of thini versitiervicdsam whois availdblto tikehe
wll st thatoment.

¢. leinforce posi ti vapressionsvi thnedotes [rom otherstudentswi thwhom youhave
spoken.

(4 Askfonn referril Starlty sski ngthepersonto thioff peopl ewho mi ghtbenefi tfrom theprogrn,

2. Startby deseribing thkind of persothityouarclooki ngfor. Bisebn youmonversition
to thidnt,selec® 4 adjecti vehatdraw onthepersonali tyrofilef thenrolled

student.

Goil - oriented Sel f—moti vated Val ues educati on

Pragmati Inquisitive Strongwmmuni ation skills
likes to leirn Proxtive Computer li terste

Ambi ti ous Entreprencurial Currentilnminsgenent
lesponsible lesponsi ve

ProRssmentition / Profioc fieuests forefermls- leferences
iev’d 572004

INTERLA
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509 — Student Referral Definition
Recruitment

Student referrals make up a criticall  part of our enrollments. This procedure will provide
examples ofa Personilly Developed Lesd (PDL), Personal Referral and 2 Student
Referral. Matriculation  Units will be awarded ~ for PDL’s, Persond, Militiry nd
Student Referrils , but you will not receive referral points for a PDL, or if the referral is
m employee.

Personally Developed Lead (PDL)
Leads you obtain through a NAU recruitment fiir or event.

Personal Referral
A co-worker, friend or fimily member. An aquaintance  or someone you have met in the
community orat anon-NAU event.

Military Referral
The name ofan individual provided to you by an enrolled/ative  student or prospective
student.

Student Referral
The name ofan individual provided to you by an enrolled/ative  student or prospective
student.

Not Considered a Referral

Quickleads you enter when the lead heird about NAU from 2 friend (reputation). Other
Quicklead examples would bea parent or friend who sent usa leal inquiry for someone
else (should be the original lead source).
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Protocol for Requests for Referrals / References
National American University Distance Learning Campus

b. Desiribethekinds ofchal { enges thgersonis likelyng (pick2 3).

Li febal anci ng Time mmgement Non—trudi ti onvorkschedul e
Newl y promoted Vlul tipl eresponsibili tiesi tedprofessi omkrowth

¢. Describethebeneti tsthersongetsfrom theNAU solutiopick3 4).

New skills Sel fsuffiency [ncressed networking
Balmeed 1ife Personakiti$iction  Browerperspecti ve
Enhinced credibility Potentithises Fistenreer progression

More scwrefuture  Problemsol vingkills
(S Denti fythepersonind sewreissi stacein theeferral

2. Who comes to mind? [STOP TALKING - WAIl. WHENTHEY PIOVIDE A NAME,
SAY “THANK YOU. ANYONE ELSE?”]

b. Why do youthi nifnime] would enjoy our progran?

¢. What wre twostrengtlsf [mme]?

d. I couldall [nme] outof thdue,butwouldit kdlrightf yomikedto [nmelfirst?

e. When could youdo this?

f. Cml @llyoubak on [dy]to fimbtabout [name’s] reution?

g. If thetulentis willimg caldbn youbehal £ cresten ati vityn follow—ull to the
studentto chetkon theeferra.[ffhestulent wisksyrouto mikethewll, getthereferril
prospect’scontat informati offincludi ngemil —note needto reviewliace withDo
Not Callli stprovisionsp creite: newled in C2K.

(6 Doument yourwl! in C2K

(7 Dhank theperson forthei time.

ProRssmentition / Profioc fieuests forefermls- leferences
iev’d 572004

) INTER £/
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510 ReferralScripts
Recruitment

Asking fora Referral: 101 - Scripts to help you get started!
Not Interested

“Tappreciste  you taking the time to consid er NAU for your online studies. Even though
this 1sn’t 2 good fit for youright now, is there anyone you feel would benefit from
learning more about our online progrims?”

“It certainly has been great telking to youand getting to know youbetter! And even
though we do not offer the typeofonline progrnm that youare specifically looking for,
do you know anyone who could benefit from me talking to them wbout what NAU offers?
Bewuse youvalue the importance ofan education, one great thing that youcould do is
pass that dream along to others!”

“Even though NAU is not the right school for you,an youthink of nyone that might
benefit from one of our online degrees?”

Hasn’t Made a Decision

“One of the best things to keep youmotivited when teking classes is having someone to
share in the experience. Can youthink ofa friend, co-worker, or family member that
might bc interested in lcarning morc bout our onlinc programs?”

“Thanks for tiking the time out of your busy schedule to discuss our online programs. |
would be happy to give one of your friends, fimi Iy members, or even co-workers aall to
discuss any questions they may have about our online prognims. Does anyone come to
mind?”

“There 1s definitely 2 lot to consider when making this decision to attend college courses!
One way to meke this essier isto heve someone that youknow take classes with you!
Studying together, sharing idess, and keeping exh other motivat ed is a great recipe for
success. 1 know youwmt to better yourself, mnd youcould :so change someone else's
lifc! Do youknow of anyonc who could cmbs rk on this cxciting journcy with you? |
would be happy to call them and provide them with the same sssistance [ have provided
you!”
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Enrolled

“lam so happy that your experience with your online classes has been agood one! You
arc cmbarking ona great adventure of lcar ning and personal growth! Cen you think of
myone like yourselfthat would be as eager as yourself to ta ke on this typeofchallenge
ad better them? It would bea bonus for youto have someone to study with and share
your learning experiences with! Study buddies «n boost your suxess! And we want to
take this to the top!”

“Iam veryproud of you for beginning this journey. Have youtilked to anyone about
what youare acomplishing?  Has wmyone mentioned a similar interest? If so, I would be
happy to contat them and encoursge them to take the ssme big steps thet you have
taken! And it would be r eally neat to have someone youknow to study with!”

“Tam so glad that youarc cnjoying yourclasscs! Do you know of somconc that could be
your study buddy, and benefit from completing their degree entirely online just like
you?”

How to begin a conversation with a referral!

“Hi! My name is and I've been helping a friend of yours, , for
quite some time now. She thought [ might be ab le to help youin the way that [ have
helped her - by carning 2 college degree! [just wanted to introduce myselfand get your
email address to send youout some information [ think youwill find of interest. -works
for voice mail or live cll!”

What not to sy, "l was given your nime by . It sounds horrible.

Tryto get the referral to lugh! Then say "I will cll youbxk ina few days, and maybe
we an talk more. Thanks for your time!"

“Hi! My name is md someone you know thinks youwould do quite well in
m online eduation program! [ would like to talk to youabout yourinterests and share

with youhow we help busy adults like yourself increase  their earni ng potential through

m online education!”
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1400 Lead AssignmentGui delines
Lead Assignment

Overni ghtLeads
At the begi nni ngof exh diy all overni ghtl eads wil be evenl yii stri buted among the
reps thit are on the schedul ¢ forthat dy.
1. Sort all Affiliatend Miltery I eads and di stribute to the appropri ate reps.
2. Determi ne the number ofrema ningleas and assi gn them evenl yto the reps that are
schedul ed.
a. Ifarepallsin forthe day affer the 1 eads have been assigned, go intotheir
Contat Mamger and redi stri bute these 1 eads.
3. Send anemil to the team 1 etti nghem know the overni ghtleas have been assi gned.

New Leads

The lea tbl e should be checked ata mini mumevery15 minutes. The goal 1s forthe
lead to be contated by the rep wi thi n20 mi nutes of thel ead reachi ng NAU.

1. Leas should onl ybe sssigned once the rep arri ves at work.

Do not assi gn 1 eads when erep 1simmeeting orat lunch.

Leads cn be distributed up to 15 minutesbefore the end ofa reps shi fi.

Exh time youdistribute new I eals, send an emil to the rep.

Leads recei ved between 7pm-8pm  shoul d be assi gned to the Team Leader on duty.
New reps that e schedul el unti 14pm on Frideys shoul d not be assi gned 1eads until
Ipm (Friday only).

N eED

Affiliatkeads
Inadlition to the Cunet Affiliatbeads, assi gnlead wrds from these affiliatachool s to
the fol 1 owi ngeps.

Keisha
Brown Muki e (see Affiliatprocedure forspec ficschool s) DuBoi s, El min
Daymar/Draughons.

Vicki St Pierre
Brown Maki e (see Attiliatprocedure forspeci ficschool s) Rockford, Lamar,
Stautzenberger, Mi tchel 1Tech.

Tim Schnabel
Indi ana Busi nessCol | egeNebraska Indi an Communi ty ColleggNICC), Provo/Eigl e
Gite, Metropol i tan Communi ty Col 1 egdfMCCC).

3/20/2008
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Mili taryLeads

1. Assignall Cunet Militarst eads, and any 1ead wi than 1denti fiabl emil i taryaddress to
one of ourmil1i taryreps.

2. If'therewe lessthan 6 militaryl eads per rep, suppl ement withregul ar 1 eads.

Web Portal Leads
1. Loation — Dail y/Contct Mamage /WP DL Adn Rep WP, DL.
2. Assigninrotati onto reps that are here.

Internati onal Leads

1. Assignthesclcads to the Internati onal Affi11ateep.

2. Open the memo pal on the Student Mister to findthe Affiliatechool and change the
lea type.

3/20/2008

Confidential - For Purposes of Senate Investigation NAU0014451

National American University Holdings, Inc.

Document 9, Page 67




NATIONAL AMERICAN

ww

1401 Swapping New Leads
Leads

Admi ssi ons Coordi nators can now work out ofother reps Contat Manager 1 ftheyneed
addi ti onal 1eads. The foll owi ngui del 1 neshoul d be fol | owedwhen worki ng out of other
reps Contat Mamager.

1. Theleal must be inNew Lead stitus, older that 3 business days, and never been
contacted.
Example — Leal Date 3/10
Day 1-3/10
Day 2 - 3/11
Day 3 - 3/12
Eligibleowall lead on3/13

2. IfworkingintheContat Mimager ofamilitaryrep, do not call 1eads from Cunet-
Mi 11 taryor those wi tha mi |1 taryemai | address.

3. Ifworkingin theContat Minager ofan affiliateep, do not wll 1eus from Cunet-
Affilitar those wi than affil1atschool 1ead type.

4. Donotall 1eas fromaTeam Leader’s Contat Manager.

5. If youare unibl e to rexh theled, adl 2note in Campus Vue, but do not leaver
message or send an emai | .

6. Ifyourexh thelead, send an email to the Assi stants so theyan reassi gn the 1 ead.

3/18/2008
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1404 - Leads
Managi ng Invali d Leads

When an Admissions Coordinator identifies that a lead is invalid for any of the reasons

outline in the “Invalid Lead Definitions.” the following must occur:

I.

Document the reason why the lead was invalid in either the New Lead/Call Back
activity.

Close the activity and update the status of the activity to “Invalid Lead.”

The Admissions Coordinator should then go to the website:
hitp//www nationalamericanunive rsitv net/co/

Username: nauac

Password: badlead

Click on the menu item labeled “Lead Search” on the left hand side of the
webpage.

Perform a search for the invalid lead.

**Enter one of the following explanations in the prompt which states “Bad lead
reason” in the lead box:

f NAU duplicate lead

f NAU inaccurate contact info

f  NAU unqualified lead

f  NAU fraudulent lead

Next, select the “Make Bad” button and click “OK” when prompted for final
confirmation.

You may now exit the system and the lead has been officially coded as invalid
and NAU will not be billed for the lead.

Revised 8/9/2006
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INVALID LEAD DEFINITION

1) Dupli cate Lead
A. Any duplicate contact information sent to the CUnet created NAU system within
a 60 day time period.

2) Inaccurate Contact Information

A. Ifboth the phone number(s) and email address are bad, the lead will be
immediately returned in the CUnet NAU lead management system for credit.

B. Ifthe phone number(s) is bad, and an email address is questionable, admissions
coordinators have until 5 business days after the end of the calendar month to
work the lead before coding it invalid for this reason.

C. The definition of a bad phone number is: an identified wrong number, fraudulent
number, or inactive/disconnected.

3) Unquali fiedLead

A. Prospects must have a high school degree or GED for undergraduate inquiries.

B. Prospects must have a bachelor’s degree from an accredited university for
graduate inquiries.

C. Prospects indicating interest in the RN to BSN completion degree must have a
current RN license and an associate’s degree.

D. Prospects must select in one of the degree programs listed on the lead form.

E. All prospects must be US or Canada residents according to their lead inquiry form
addresses.

4) Fraudulent Lead
A. Prospect indicates they have never filled an inquiry out for an NAU online degree.
B. Prospcct falsificd qualification information on the Icad form.

The NAU admissions team may for any of the above reasons, or any additional mutually
agreed upon reasons, return a lead deemed invalid at anytime up until 5 business days
after the end of the calendar month when the lead was transmitted via the CUnet NAU
lead management system.

IMPORTANT:

Leads can only be refunded when invalid S business days after the month we received
them. The DOA/Team I.eaders will send out reminder emails at the end of each month to
prompt admissions coordinators to follow up on all leads for the month.

**Note: It is important to include the “NAU” in the bad lead description because CUnet also uses this tool
to make leads bad too. Labeling out leads “NAU XXX” helps CUnet distinguish which leads they coded
mnvalid verse which leads we coded invalid.

Revised 8/9/2006
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