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a n d  O t h e r w i s e
At Þrst, as I considered the stories that appear in this issue ofThe Lawlor Review,

I didnÕt see a connection.  Then it was clear: this is an issue about safety nets;

Þnancial and emotional. 

In ÒWhat Price Education?  Dealing With Sticker Shock,Ó Ellen Santasiero

reports on the fact that many middle- and low-income families are Þnding it

increasingly difÞcult to gain access to an institution of higher learning. Among

other things, she reports that these families are competing more than ever for

space at state schools, which are gaining popularity with wealthier families who

are Þnding them an attractive alternative to higher priced privates. 

The theme of safety nets carries over in ÒA Delicate Balance: Fostering a

Healthy Campus Environment for All,Ó Mary Heer-ForsbergÕs report on the

innovative support services schools are providing for the growing number of

students arriving on campus with serious mental health issues.  The recent

creation of emotional support services on campusÑsafety netsÑfurther

enhances their chances of making it through to graduation.

Finally, in this issue youÕll Þnd a lively Q & A with web usability expert

Steve Krug, whose number one concern is how people Þnd, or donÕt Þnd, their

way around a web site.  Krug offers some helpful hints about making your

schoolÕs web site more effective.  He tells us that itÕs never been easier to design a

user-friendly web site. ÒThereÕs a lot more good stuff to copy,Ó the web guru says.

But even the friendliest web site wonÕt bring students in, if they canÕt afford

the product youÕre trying to sell.  As David Breneman says in ÒSticker ShockÓ: 

ÒI think we have lost a vision about the full beneÞts of higher education.Ó  

He describes our evolution away from, and now back towards, an elite system.

Until recently, he says, we embraced everyone, believing that our society beneÞts

when more people have the chance to go to the full limit of wherever their skills

and talents take them.  That vision, he says, is now in jeopardy.

I hope that the stories in this issue will foster the kind of discussion we need

to restore some balance to the systemÑemotional and otherwise.

Miriam Karmel

L E T T E R  F R O M  T H E  E D I T O R
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India Curry, a sophomore at 
the University of Redlands

(Redlands, Calif.), traveled
through a Sacramento downpour
one Thursday last March to keep
an appointment at the ofÞce of her
state assemblyman, Bob Dutton.
Curry, along with RedlandsÕ Dean
of Admissions Paul Driscoll and
scores of other California private
school representatives, converged
on the stateÕs capitol to share 
their concerns about Governor
SchwarzeneggerÕs proposed cuts to
the Cal Grant program.  ÒMost of
the recipients of Cal Grants at
private universities are minority
students,Ó says Curry, an African
American from Palo Alto, Calif.
ÒTheyÕre the ones who will be most
affected by the cuts.Ó

The proposed cuts would reduce a
private college studentÕs grant from
$9,708 per year to $5,482, while the
grant to a public university student
would be frozen at $4,984.  ÒIf we 
faced a 10 or 15 percent cut, we could
probably Þgure out some strategies to
manage that,Ó Driscoll says.  ÒBut 
44 percent?  As a private institution
without a signiÞcant endowment, we 

just donÕt have the resources to cover
it.Ó  Yet despite the severity of the
proposed cuts, Driscoll describes the
mood at the capitol as upbeat, with
most people feeling optimistic that
some of the funding would be restored
in the governorÕs next budget proposal.

Nonetheless, it appears that there
will be some reduction in the Cal Grant
program, and even a 10 or 15 percent
cut is still something that students and
institutions will likely be forced to
address come fall.  Curry and Driscoll
returned to Southern California feeling

somewhat heartened, but also a 
bit uncertain, a feeling shared by
thousands of students across the
nation this spring who are not sure
how they are going to pay the price
to attend either public universities,
where tuition rose 14 percent this
year, or privates, where costs
increased by 5 percent for the third
consecutive year.

Who CanÕt Afford
College?

According to David Breneman,
an economist and dean of the
Curry School of Education 
at the University of Virginia
(Charlottesville, Va.), students

from families that earn less than
$40,000 per yearÑespecially students
of average academic abilityÑare not
dealing with the question of where to go
to college but of whether to go. ÒThey
are average kids who are not very 
well off,Ó Breneman says. ÒNot the
superstars, not the football players, not
the oboists.  TheyÕre not going to add to
[institutional] prestige so people are
going to be reluctant to pour a lot of
merit aid on them and therefore they
may simply not be able to afford
[college].Ó
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It’s on everyone’s mind these days: Why does higher education cost so much,

and what can be done to make it more affordable?  Despite the widespread

concern, some 400,000 qualified students could still fall through the cracks

this year and not be able to attend a four-year college. Who are these

students? Why are they being left behind? And what, if anything, is being

done to make college more affordable—and accessible—to as many qualified

students as possible? 

WHAT PRICE EDUCATION?
D e a l i n g  Wi t h  S t i c k e r  S h o c k

by Ellen Santasiero
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Dave Murray, president of Murray &
Associates and The National Center for
College Costs (NCCC), determined that
the student who has the most difÞculty
Þguring out how to pay for college,
comes from a family whose
Expected Family Contribution
(EFC) is roughly between $7,000
and $16,000.  Many people
assume that the brightest low-
income students will always Þnd a
spot at a private school, but given
that only 20 percent of all
students attend independent
schools, and more private colleges
are succumbing to pressures to
offer merit-based aid to afßuent
students, bright, low-income
students may be increasingly shut out of
private schools.

Low-income students are not the
only ones impacted by the current
economic climate.  Jim Day, principal
of Hardwick~Day, a consulting Þrm to
private colleges and universities, says
that the bright or talented middle-class
student who qualiÞes for, and wishes to
attend, a private school is less likely to
Þnd a private education affordable.
Does this matter, since a bright middle-
class student will likely have other more
affordable public options?  According 
to Day, it matters a lot.  ÒSociety and
students are best served if [students]
feel that they can choose to attend the
institution that is best suited to them,Ó
he says.

Not all admission professionals 
are seeing the drop in low-income
enrollments that economists and other
observers are talking about.  At least
not yet.  Don Hossler, vice chancellor
for enrollment services at Indiana
University (Bloomington, Ind.), where
the full cost for in-state students is
$16,658, agrees that there are probably
some low-income students who are
being left behind.  ÒBut to date,Ó he
says, Ò[IÕm not] seeing any pronounced
decrease in the number of residents
coming to IU, nor is there a large

discernible pattern of fewer low-income
students.  WeÕve actually seen small
increases in Þrst-generation students.  It
could well be that some kids who might
[have gone] to a private [are] going to a

public, and those who might have gone
to a public residential college may now
be looking at a public four-year
commuter school, or even a two-year
college.Ó

Tom Huddleston, vice president of
student development and enrollment
services at the University of Central
Florida (Orlando, Fla.), has noticed a
shift in the universityÕs student
demographic, with more students from
a higher socio-economic income
enrolling. ÒI donÕt know whether thatÕs
at the cost of low-income students or
not,Ó he states.  Huddleston points out
that some wealthy families are more
discriminating about cost now because
they have been paying private education
prices at the elementary and secondary
levels for years.  ÒPeople are saying,
ÔYou know, the publics are pretty good
and this price is pretty good, and I donÕt
want to give up my country club
membership, or the boat.Õ  When you
look at [the cost of] some public
universities, and you see what the
student is getting, the only perceived
downside would have to be the large
classrooms.Ó

Admission professionals at private
schools are seeing changes in peopleÕs
perceptions of college costs, too.
Though enrollment is the largest ever at

Augustana College (Sioux Falls, S.D.),
Bob Preloger, vice president for
enrollment, says he hears more families
expressing concern about how theyÕre
going to make it work at a school where

the comprehensive fee is $23,076.
ÒI think college Þnancial aid
ofÞces may be misnamed,Ó he says.
ÒMaybe we ought to be talking
about Ôstudent Þnance ofÞces.Õ  I
know there are some schools that
will loan money to a student and
the college will pay the interest on
the loan.  ThatÕs something that
we ought to be thinking about,
rather than just talking about the
nuts and bolts of Þnancial aid.Ó

Study Now, Pay Later
Of course, anyone can afford to go to

any college they qualify forÑif theyÕre
willing to take on unlimited debt.  But
not every family or student is willing or
able to take on debt beyond a certain
level.  As UVAÕs Breneman points out,
many low-income and Þrst-generation
students of color donÕt have experience
with debt and donÕt know how to make
it work for them. 

And they shouldnÕt have to, says
Frank Sachs, president-elect of the
National Association for College
Admission Counseling (NACAC).  ÒI
think the American ideal is that anybody
who is willing to work hard should have
an opportunity to get ahead without
having to mortgage their future.Ó  

Sachs, who is also director of 
college counseling at The Blake School
(Minneapolis, Minn.), a private K-12
school, says that some of the high school
students he counsels are dealing with
impending high tuition bills by seeking
scholarships at their second or third
choice schools, or taking out loans.
Though college students assume an
average debt of about $20,000, he sees
students taking on what he calls
ÒstaggeringÓ debt. ÒSome are taking on
as much as $100,000 over four years.
ItÕs very risky.Ó
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“Society and students 
are best served if [students] 

feel that they can choose to attend
the institution that is best suited 

to them.” 
ÑJ IM DAY

Principal of Hardwick~Day, a consulting
Þrm to private colleges and universities
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Lisa Trump of Noblesville, Ind.,
whose daughter Ashley has been
accepted to the Þve-year M.B.A.
program at Butler University
(Indianapolis, Ind.), is ready to
take on debt to help Þnance
AshleyÕs education, believing that
it is the best thing she can do for 
a child.  Butler offered Ashley
$7,000 per year toward its
comprehensive fee of $30,000,
plus a department grant of $300
towards books.  But because her
family missed the deadline for
Þling the Free Application for
Federal Student Aid (FAFSA), the
only other aid Ashley can hope for
this year would come from the
dozens of small local scholarships for
which sheÕs applied.  To make up the
approximate $20,000 shortfall, Trump,
AshleyÕs father (they are divorced) 
and Ashley herself will take out a
combination of parent and student
loans.  ÒThe school is a perfect Þt 
for her.  ItÕs small, academically
challenging, and close to home,Ó 
says Trump, whose income is around
$85,000 when combined with AshleyÕs
fatherÕs income.  ÒIÕll do anything to be
able to send her there.Ó

Most middle-class people like
Trump are going to make it work, says
Jim McCoy, associate vice president 
for enrollment at Xavier University
(Cincinnati, Ohio), and he faults state
governments for taking advantage of
this and leaving low-income students
behind.  ÒThe politicians in state
government know that the voters are
going to do whatever they have to do 
to send their kids to college.  TheyÕre
going to borrow the money.  The ones
who donÕt vote, arenÕt.Ó

State Dropping the Ball
The leading experts on public and

private college access share the
perspective that there are no miracle
cures for our current ills. According 
to Michael McPherson and Morton

Schapiro, authors of the 1998 book
ÒThe Student Aid Game,Ó people will
continue to see higher education as a
good investment, but their federal and

state governments will not.  And
though foundations and public policy
groups are at the forefront of problem
solving, the main challengeÑ
motivating lawmakers to act on the
solutions they proposeÑis one that no
one seems able to meet. 

In January of 2004, the National
Center for Public Policy and Higher
Education (NCPPHE) published a
paper titled ÒResponding to the Crisis
in College Opportunity,Ó urging
legislators to take emergency measures
to help stop the decline in funding for
higher education.  The most important
of the 12 proposed measures, according
to Joni Finney, the centerÕs vice
president, are the ones that preserve
what she calls Òthe safety net.Ó The
NCPPHE asked that legislators 1) not
cut state appropriations to the colleges
and universities that mostly serve
students from low- and middle-income
families, 2) temporarily freeze tuition 
at those colleges and universities, and 
3) raise or at least continue current
funding of need-based state Þnancial aid
programs, even if it means redirecting
resources from other institutions.

The center is not a lobbying
organization, so it relies on the media
and direct mail to communicate its
Þndings and recommendations to

legislators.  But Finney says that
lawmakers probably wonÕt act until
they hear the public scream.  ÒIn the
early Õ90s tuition went up over 100

percent in some states in four
years and [legislators] started to
hear about it from their
constituents.  WeÕre hoping that
we donÕt have to wait until that
point, but oftentimes thatÕs the
way it is in public policy.Ó

Though foundations are
continually funding scholars to
write new public policy proposals,
Finney Þnds most proposals too
narrow because they donÕt address
the fundamental problem with 
the way states Þnance higher

education.  ÒSubsidies for higher
education were designed for an era
where the primary public purpose 
was to increase capacity in higher
education, mostly through building
new institutions with speciÞc
missions,Ó says Finney.  ÒThe need today
is to better utilize that capacity to
educate more students, but our Þnance
mechanisms are still geared to the
former rather than the latter purpose.Ó

UVAÕs Breneman goes a step further.
ÒThe tax systems of most of our state
governments are outmoded as they are
based on a manufacturing economy.
Increasingly, ours is a service economy
and those activitiesÑsuch as Internet
salesÑfor the most part escape taxation.
And weÕve had 20-plus years of Ôno new
taxesÕ rhetoric by politicians and their
acting on it to Þnd every way they can
to cut revenues.  You do that for 20
years and you shred your tax system.Ó

Dave Bousquet, vice president for
enrollment management and student
affairs at Northern Arizona University
(Flagstaff, Ariz.), says that his state is
making access a priority, even though
his school alone suffered a budget loss of
over $15 million in the last three years.
ArizonaÕs Board of Regents has set
policy that will keep its public college
and university tuition in the bottom

© The Lawlor Review Spring 2004

“I think the American ideal is
that anybody who is willing to

work hard should have an
opportunity to get ahead without
having to mortgage their future.”

ÑF RANK SACHS

President-elect of the National Association
for College Admission Counseling

(NACAC)
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third of all public universities in the
country.  While tuition and other 
costs did increase, to $8,500 for the
comprehensive fee, Bousquet says 
the needy Pell students didnÕt feel it
because the percentage of Northern
ArizonaÕs tuition income that goes to
need-based Þnancial aid increased from
8 to 14 percent.  

Though ArizonaÕs efforts are
laudable, tuition increases are never
good for the low-income students,
according to Finney of the NCPPHE.
ÒFor the bottom 20 percent of the
population [in terms of income], the
only thing that matters is sticker price.
It doesnÕt matter how much aid you
promise.  This is partly because weÕve
made getting Þnancial aid harder than
Þling your income tax.Ó

Besides raising tuition, Northern
Arizona has had to redirect resources
and streamline services in order to both
accommodate budget cuts and maintain
access.  But that, according to XavierÕs
McCoy, is not always a bad thing.  ÒAll
the years I was in public education I
never saw an institution change unless

there was a budget cut.  When 
they [implemented] all these new
efÞciencies, they were better than they
were before, but when there was no
budget cut imposed, then it was
business as usual.Ó

Solutions Small and
Scattered

Some of the more creative ideas 
to make college more affordable may
take place at the institutional level,
according to Sandy Baum, professor 
of economics at Skidmore College
(Saratoga Springs, N.Y.) and senior
policy analyst at the College Board.
Baum says those creative efforts include
helping students to graduate early,
guaranteeing them a Þxed price for
tuition for all four years of college, or
giving them a discount for paying the
whole cost up front.  She adds that
while more states may impose tuition
caps and people will continue to borrow
money, state funding may become more
regular, and there may be more loan
forgiveness in the near future.  Baum
speculates that online learning may

become more efÞcient, and the for-proÞt
sector might play a larger role in post-
secondary education.  ÒBut itÕs hard for
me to imagine,Ó she adds, Òthat there is
going to be any revolutionary change in
the very short run.Ó

Some university administrators and
foundation-funded organizations are
counseling high school students about
how to apply to and pay for college.  In
the past Þve years, The National Center
for College Costs, a small but growing
program in Indiana, has helped over
40,000 families understand how to get
the most out of their Þnancial resources,
and at which schools their dollars will go
the farthest.  The center has mostly
worked with people in Indiana, but
recent clients have included families in
Minnesota, North Dakota and Tennessee.
The service, delivered by phone and 
e-mail, is free to any family in any state.

NCCC president Dave Murray says
that heÕs had success helping low-
income and Þrst-generation students of
average academic ability afford college.
ÒYou give me a hardworking ÔBÕ student
who is low income, and weÕll Þnd

India Curry is right where she wants to be.  SheÕs
studying at the University of Redlands (Redlands,

Calif.), pursuing a degree in clinical psychology and
theater, and getting to know her professors and peers, 
one-on-one.  Curry, a sophomore from Palo Alto, looked 
at public universities in the California system, but she
realized that she wanted the kind of experience that only a
private school could offer: small classrooms and lots of that
one-on-one interaction with professors and advisors.
ÒSince IÕve never been through the process of college
before, it makes sense to me to be able to work closely with
advisors who can guide me toward my professional and
personal goals,Ó she says.

Though Governor SchwarzeneggerÕs recent proposed
cuts to the Cal Grant program will not affect CurryÕs grant
for the next two years, they may affect her younger brother,
a freshman in high school, or her sister, a third grader.  

As African-American students from a household with an
income of $55,000, CurryÕs siblings fall into the category
of students most affected by cuts to government aid, since
most recipients of Cal Grants at private schools are
students of color.  Curry wants them to have the same
opportunity that sheÕs had.  ÒPrivate education is
expensive,Ó she says.  ÒTuition here is about $33,000 a year,
and for me, having that money coming from the
government is so helpful.  Every penny counts.Ó   

After the governor announced the proposed cuts, Curry
traveled to Sacramento to meet with legislators and ask
them to maintain the grants for her siblings and future
students like them.  ÒI canÕt imagine my brother and sister
not being able to go to the university of their choice
because of a Þnancial barrier,Ó says Curry.  ÒI donÕt think
that barrier should exist for anyone.Ó  

W h e n  E v e r y  P e n n y  C o u n t s

by Ellen Santasiero
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options,Ó he says.  But Murray says he
doesnÕt want to sugarcoat the situation.
ÒWeÕre looking at options we havenÕt
looked at in the past.  For example,
more students are considering
commuting to college, because
then all weÕve got to do is knock
over tuition.Ó  Murray admits that
he is worried about this trend
because commuter students tend
to graduate in smaller numbers
than residential students.  ÒItÕs not
a perfect system,Ó he says, Òbut it
isnÕt as bleak out there as people
think it is right now.Ó

This kind of support can be
just what a low-income, Þrst-
generation family needs to be able
to send their child to college. 
But are the centerÕs efforts large
enough to make a dent?  ÒI donÕt
know of any other organization
doing what weÕre doing,Ó says
Murray, who Þgures that Þve or six
additional centers would be needed to
adequately serve Indiana alone. 

Independent Schools:
Nowhere to Turn

In the private sector, there appear 
to be even fewer ways to make college
more affordable for needy students. 
But many private colleges, such as The
College of Wooster (Wooster, Ohio), 
are Þnding it necessary to reduce their
discount rates.  ÒWe just made cuts in
our Þnancial aid packaging policy for
the Þrst time, and we will get a sense
pretty soon here how it impacts our
yield and the quality of the class,Ó 
says Paul Deutsch, dean of admission.
Deutsch adds that private sector
discounting is not going to go away any
time soon.  ÒBut the question that has
to be answered on campus is, when we
cut back on discounting, are we willing
to sacriÞce some of the quality that
weÕve built up?Ó

Not every school is willing to
disclose its discount rate.  AugustanaÕs

discount rate of 46 percent is about
average for a traditional liberal arts
school of its kind, though Preloger says
the rate is a bit higher than theyÕd like
it to be.  ÒFor fall 2004, we want to be
at 44 percent.Ó

In the meantime, very few colleges
are lining up to follow in Muskingum
CollegeÕs (New Concord, Ohio) 
famous footsteps by slashing tuition
dramatically, even though the school
appears to have beneÞted from the
strategy.  Most observers agree that
making a deep cut in tuition takes solid
market research and a clear plan to
ensure that it will work.

NCCCÕs Murray sympathizes with
private schools, which he thinks are
pushing the limits.  ÒIf youÕve got
PrincetonÕs endowment, you can go out
and fund people below certain income
levels as they are doing without any
loans in their packages. But thatÕs
pretty rareÞed air academically and
Þnancially.Ó

The Needy and the 
Not-So-Needy

There are some who suggest that
both private and public colleges and
universities can make higher education
more affordable to low-income students
by reducing the amount of merit aid
they give to non-needy students.

SkidmoreÕs Baum asserts that the Þrst
thing that needs to happen for college
to become more affordable is that the
federal government, states and
institutions have to stop diverting their
funds away from low-income students.

ÒOne of the problems at all levels is
that more and more aid is based on
criteria other than need,Ó she says,
Òand that means that increasing
percentages of the aid are going 
to middle- and upper-income
students, instead of the low-income
students who need it the most.Ó

Institutions do that, according
to Scott Friedhoff, vice president
for enrollment at Allegheny
College (Meadville, Pa.), because
they want better students.  ÒBut
nationally,Ó he says, Òover the last
decade, we have been making
college more affordable to the
wealthiest.  The pendulum has

really swung as far as it can swing.Ó 
Historically, private sector

discounting was the way to provide aid
to needy students, but AugustanaÕs
Preloger points out that this has
changed over the years.  ÒWeÕve been
telling students what weÕll commit to
them long before we ever get a FAFSA
analysis.  I donÕt think thatÕs unusual for
a lot of us.  A lot of people talk about
this and say, ÔBoy, wouldnÕt it be nice to
go back to a need-based aid program?Õ
But then if you do that, do you drop
down on the ACT and SAT?Ó

Breneman sympathizes with public
institutions that feel the need to
improve their standing in the ratings by
offering merit aid.  ÒItÕs a tough trade-
off. You have to do some of both.Ó But
he worries that merit factors override
need factors at many state schools, a
trend that many taxpayers Þnd irksome.

A Compelling Social Vision
While testifying before the Senate

Banking Committee in February of this
year, Federal Reserve Board Chairman
Alan Greenspan was asked about

“If you’ve got Princeton’s
endowment, you can go out and
fund people below certain income
levels as they are doing without

any loans in their packages. 
But that’s pretty rarefied air

academically and financially.”
ÑD AVEMURRAY

President of Murray & Associates and 
The National Center for College Costs 

(NCCC)
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outsourcing and the rising U.S. trade
deÞcit. He replied that, ÒEducation, not
trade or outsourcing, would determine
the fate of U.S. workers.Ó  Most agree,
at least in theory, that an educated work
force is what is going to keep this
country economically strong and stable,
yet both federal and state governments
have reduced or failed to invest a
sufÞcient amount of new dollars to
satisfy increasing demand for higher
education.  Why this disconnect?

ÒIÕm mystiÞed by it,Ó says NACACÕs
Sachs.  ÒI hate to think as a society weÕre
being selÞsh.  But are we?  ThereÕs
economic beneÞt in having a highly
educated population: less crime, higher
productivity, more people paying taxes,
more constructive citizens.Ó

Breneman faults economists, in part,
for playing down the social beneÞts of
higher education that Sachs lists, and
playing up private beneÞts such as
higher salaries.  ÒI think we have lost a
vision about the full beneÞts of higher
education.  The reason we moved away

from an elite system in the last 60 years
is a fairly pervasive belief that the
beneÞts of higher education are not just
limited to the recipient as a direct
private beneÞt.  In cultural and social
terms weÕre a better society to the
extent that more people have
opportunities and are able to go to the
limits of wherever their skills and
talents take them.  That visionÑand I
think it is a compelling visionÑis in
some jeopardy now.Ó The more
economists, and university and college
leaders too, emphasize the good jobs
that await students when they graduate,
says Breneman, the more legislators
respond by saying, ÒWell, if itÕs such a
good deal, letÕs let the kids pay for it.
Why bother to subsidize it?Ó

But others are encouraged by some
of the signs they are seeing. ÒOn the
upside, we are seeing some states re-
evaluating the Hope-type scholarships,Ó
says AlleghenyÕs Friedhoff.  ÒAnd
colleges in general are re-evaluating
their commitment to merit aid versus

need-based aid.  WeÕve still got
potential to inßuence what happens.
Now is the time to really start
educating and lobbying our political
leaders.Ó

Which is exactly what India Curry
and Paul Driscoll were doing in
Sacramento last March.  In fact, Driscoll
wishes he could do more of that, saying
that when he and Curry stated their case
in Sacramento, he felt that some of the
legislators completely understood what
private education was bringing to the
table.  ÒI was thinking, ÔThis is
wonderful. This is what the process is
all about. This is why we made the
trip.ÕÓ

Ellen Santasiero is a freelance writer in
Bend, Ore., whose work has appeared in
Northwest Review, Training Magazine,
Oregon Home and Bend Living.  Her
interview with Dr. Ray Oldenburg was
published in the Fall 2002 issue of The
Lawlor Review.

T L G  C O N S U L T I N G

BRAND IDENTITY

SITUATION A NALYSIS

INTEGRATED MARKETING

PROJECTCONSULTATION

COMMUNICATIONS AUDIT

WEB SITE EVALUATION

WEB DEVELOPMENT

OPERATIONAL AUDIT

1.800.972.4345      SPONSOR OFTHE LAWLOR INSTITUTE AND PUBLISHER OFTHE LAWLOR REVIEW thelawlorgroup.com



Steve Krug has been called an online usability shrink.  Alternatively, think of him as a usability expert
whose number one concern is how real people, under normal circumstances, find (or don’t find) their way around
a web site.  While he offers straightforward solutions to Internet design problems, he will be the first to say that

there is no right way to design web sites, only guiding principles.

Krug calls himself a “pair of fresh eyes … an outsider who can advocate for the interests of the end user.”
And he regards his job as more akin to a “show doctor”—the person who comes in while a Broadway show is

still in out-of-town tryouts, watches the production, and says, “I think it would work much better if you moved
the cowgirl dance number to the start of the second act, and killed the love ballad altogether.”  

His clients include designers, programmers, writers, business developers, sole proprietors, VP’s—anyone,
he says, who works on, manages or signs the checks for web sites.  Krug has worked with companies like Apple,

Netscape, AOL, BarnesandNoble.com, Excite@Home, Lexus.com and Circle.com.

He jokes that for those who can’t afford him, his advice can be found in his book “Don’t Make Me
Think! A Common Sense Approach to Web Usability” (New Riders Publishing, 2000).  And there’s more

about him at www.sensible.com. 

Typical Krug advice includes such things as, “Fact of Life #1.  We don’t read web pages; we scan them.”
From there he builds on his basic message, which is to keep things simple.  “If your audience is going to act like
you’re designing billboards, then design great billboards,” he writes.  Web creators, Krug adds, think they’re

writing “great literature,” whereas the reality is closer to billboard copy, which is read by someone driving by at
60 miles per hour. 

In addition to consulting, Krug offers daylong “Don’t Make Me Think” workshops around the country,
designed to teach people how to think like a usability expert.  

Krug graduated from Boston College with a B.A. degree in English literature, though he enrolled as a
physics major in 1967, with the intention, he says, of replacing Don Herbert, television’s Mr. Wizard.  

He spoke to The Lawlor Review from Chestnut Hill, Mass., where he runs his consulting firm,
Advanced Common Sense.  

T h e  O n l i n e  U s a b i l i t y
S h r i n k :  S t e v e  K r u g  Ta l k s
A b o u t  B u i l d i n g  a  B e t t e r

W e b  S i t e
by Miriam Karmel

[ 9 ]© The Lawlor Review Spring 2004



[ 1 0 ]© The Lawlor Review Spring 2004

YouÕre a usability expert
whoÕs been called an
Òonline usability shrink.Ó
How were you drawn to 
this field? 

IÕm not sure
drawn is the right
term.  I have luckily
stumbled through
my professional life
into things.  I was a
writer of technical
manuals for about 10 years.  In the Õ80s
I wrote user manuals for hardware and
software, and I realized after a while, as
most tech writers do, that most of the
places where I was trying to spend a lot
of time trying to describe something
were the places where it just didnÕt work
the way people expect it to. 

I was working with a good software
development team and they realized
that I was spending more time thinking
about the interface than they had time
to, so they invited me to sit in on the
design meetings.  And then someone
hired me to do interviews of users to
Þnd out how they used his companyÕs
software.  That was it.  I started to 
read about usability, which was just
becoming a known Þeld at the time.
Jakob Nielsen [a human factors
specialist] wrote the book on usability,
ÒUsability Engineering.Ó  IÕve been
doing this since about 1987.

Does ÒshrinkÓ aptly
describe you?

Roger Black, who wrote the
introduction to my book (ÒDonÕt Make
Me Think:  A Common Sense Approach
to Web UsabilityÓ), used to introduce
me to his clients as the usability shrink.
I always liked it when he used it.  For
one thing, what I encourage people to
do most is to do some usability testing,
which just means watch some people try
to use what you built.  ThatÕs really it.
Have them try to Þnd the instructions
for the admission form on your site and
see what happens.  So when IÕm
working with clients who are building
sites, IÕm trying to Þgure out what it is
that troubles them and their users, and

get them to talk about it.  So it is kind
of shrink-like.  ItÕs also shrink-like in
that the answers are usually staring
them right in the face, but theyÕre too
close to see them.  

At  what point do you
observe how people use a
web site?  Has the architect
already constructed the
site, or do you prefer to
test along the way, before
the site is finished? 

As early as possible.  People are
starting to get used to the idea of user
testing, but they save it for the end,
because thereÕs always the sense that in
two weeks weÕll have put in the porch
and the windows will be done, and it
will be much more like what itÕs going
to be when weÕre done, so letÕs wait
until then.  But itÕs been thoroughly
proven that itÕs much more valuable to
do it as early as possible.  I tell people
that when youÕve got a sketch on a
napkin, show it to somebody.  Because
you will learn some things that you can
use right away that will keep you from
going down some paths that wonÕt work
out in the long run.

Is it hard to deconstruct a
site?  If they put on the
porch and it really doesnÕt
belong there, is it easy
enough to take it off?

No.  ThatÕs why you want to do it as
early as possible.  

So itÕs not as simple as just
hitting the delete button?

No.  No.  Because itÕs all a lot of
work.  ThereÕs a kind of double-edged
sword.  It seems like a web site is very
easy to change.  And in fact, it is.  ItÕs
not like sending something out in print,
where once you send it out you canÕt

change it.  You actually can go in and
make changes and three seconds later
theyÕre there.  But itÕs a lot of work to
make changes.

ItÕs much better to test all along 
the way.  Have a couple of people look 

at what youÕre
working on as soon
as possible, and
every three weeks
or so drag in two
more people and

have them try using whatever youÕve
built in the meantime. 

How long does it take to
build a site?

It depends.  You can build a decent
small site in a week.  You can do a 
six-month, multi-multimillion dollar
overhaul.  It depends how big it is. 

IÕm hoping that our readers
will buy ÒDonÕt Make Me
Think,Ó and even attend
one of your seminars.  In
the meantime, can you
explain something you
discuss in the book:  KrugÕs
first law of usability?

The title of the book is actually my
Þrst law.  I had been telling people for
years whenever I did any presentation
for clients that thatÕs the most
important thing.  People shouldnÕt have
to spend time Þguring anything out on
your site that they donÕt need to think
about.  People donÕt mind thinking, if
thereÕs some beneÞt in it for them.  But
if they have to decode and decipher your
intentions, and Þgure out where youÕve
hidden something, people donÕt have
much patience for that.  And they
shouldnÕt.  More important, they wonÕt
think well of you.

In a university context, particularly
if youÕre recruiting and soliciting funds
from alumni, you want visitors to your
site to think that you know your stuff,
that youÕre professional, and that youÕve
worked on this.  It creates a good
impression.  Basically people shouldnÕt
have to spend time puzzling over things

People shouldn’t have to spend time figuring anything
out on your site that they don’t need to think about.  
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that you can clarify.  It doesnÕt mean
dumbing it down.  It doesnÕt at all.  It
means clarifying.  People love clarity.  

You draw a distinction
between making a site simple
and making it clear.  WhatÕs
the difference? 

The difference is, itÕs instantly
apparent as soon as you sit somebody
down in front of your site and you say,
ÒOkay, can you Þnd the application
form?Ó  And they look around on the
screen and they see a list and they look
down that list and they see apply. Then
they click on that and Þnd a list of
everything they need to do to apply.
They didnÕt have to think about it all.
ThatÕs clarity.

But if they look at the homepage
and they see six or seven, or 15 or 20,
different categories they can click on,
you can see theyÕre really not sure which
one would contain the information that
theyÕre looking for.  That doesnÕt have
clarity.

My pet peeve is not being
able to find a phone
number. 

Ah!  People love to hide phone
numbers.  Part of their intention for the
web site is to minimize the number of
phone calls they have to take.  They
want to hide the phone number so itÕs as
much trouble to Þnd the phone number
as it is to Þnd the information yourself
on the site.  ItÕs like being rude.  Just
give them the phone number.

I actually think that if the phone
number is really prominent, then people
say, ÒOkay, the phone numberÕs right
there.  I can call them right now, if I
want to.  Why donÕt I go take a look
Þrst and see if I can Þnd the information
myself.Ó  If they have the comfort of
knowing that they can call, then theyÕll
spend the two minutes poking around
the site, as opposed to poking around
looking for the phone number.

There are a lot of companies, like
eBay, for instance, where thereÕs no
contact number. ThereÕs no way to

contact eBay.  They want it that way.
They want you to have to go through
enormous hoops to contact them,
because itÕs costly to them because so
many people have questions and they
canÕt afford to answer everybody.  

At a university you want a main
phone number, and you want the
Òcontact usÓ linkÑwhich should be on
every pageÑto give you a complete list
of the extensions for all the different
departments. 

In the case of a university, you want
to have a list of 15 things that people
are most likely to want to do on the site.  

What  would be on your
list?

For almost every site, contact
information, with somebodyÕs phone
number or e-mail.  Ideally, you should
be able to Þnd the right number and 
e-mail for the right person.  So if I 
have a question about applying for
scholarship money, I can Þnd an e-mail
address that is going to get to the
person who handles that.

Also, a university is one of the places
where in most cases itÕs not a bad idea to
set up different front ends for different
audiences.  For most organizations and
businesses, that turns out to be a bad
idea.  But in the case of the university
that turns out to work very well because
the different audiences are very
different.  ItÕs very easy for people to
identify which audience theyÕre in.  And
they have very different needs.

That  was going to be my
next question.  How do you
design a site where you have
different audiences:
parents, undergraduates,
graduates, alumni,
trustees?  Does each group
respond to different
sensory cues?

A university can set it up so when
you get to the home page there are
sections for those different
constituencies:  alumni, faculty, parents,
undergrads, grads, potential students,

whatever.  It actually makes sense to do
that on a university site, which is not
true for most kinds of sites.  So then
when I click on Alumni, in the
secondary navigation you have room to
show me right away all the options you
have for alumni, which are going to be
very different from the options you have
for undergrads.

But youÕre saying that in
most cases this is not a good
idea?

Yeah.  People often wear more than
one hat, so theyÕre not sure how to 
self-categorize.  And thereÕs also the
suspicion that the good stuff may be
over there.  You may be telling the
business customer something that the
consumers donÕt get to know.  You
always feel like, maybe I should go look
over there, too.

LetÕs get back to that list
of things youÕd put on your
university web site.  

I want to contact somebody, so 
I need to be able to Þnd contact
information, e-mail, phone numbers,
and hopefully not just one general
number, but to be able to discriminate
down to at least a department level.  I
can see where you might not want to
have a complete directory available to
everybody, but I would at least want to
be able to contact the particular
department I want to visit.

If IÕm thinking of applying, I want
background about the school.  I want to
be able to look at information about a
particular department.  I want to be
able to look at the catalogue.  I want to
be able to browse and search the
catalogue.

A lot of colleges put print
materials, such as their
prospectus, or viewbook, on
their web sites.  What are
your thoughts about that? 

Certainly, for people who might
want it, it doesnÕt cost you anything to
have it available as a PDF Þle.  It was
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probably a PDF Þle before it went to the
printer anyway.  So thereÕs no particular
harm for people who want to do a big
download and just glance at it online,
rather than wait a week to get it in the
mail.  But you should also have the
option of Þlling in a form and having it
mailed to you.  Those two things would
be together.  It would tell you how
big the Þle is and that itÕs a PDF;
at the same time you would have
the option of having it mailed.

What  about bells and
whistles, like virtual
tours or putting the
school newspaper
online?

I tend to think the richer the
better, unless, for example, the school
newspaper isnÕt any good.  If the student
newspaper is good, and you can easily
make it available online, I would think
that itÕs a plus for prospective students.
Again, itÕs marketing.  If youÕre in the
recruiting department, then your job 
is marketing.  The question is:  Does
that work as marketing?  Is showing
prospective students the newspaper
going to get us more students or not?  
If itÕs a good newspaper, it probably will
help a tiny bit.  Then it comes down to
a question of how much work it is going
to be to make it available online.  And is
it going to be a thing where we donÕt
have the resources to make that happen
every week?  If thatÕs the case, you donÕt
do it, because itÕs going to create a bad
impression.

I hear you saying that
content is important, but
how the user arrives at that
content is equally
important.

From my perspective, theyÕre both
crucial.  If the content isnÕt very well
done, if itÕs unprofessional, or if itÕs not
the information people are looking for,
then it doesnÕt matter if they can Þnd it;
itÕs still not going to create a good
impression.  On the other hand, if
youÕve spent hundreds of man-hours

working on this piece of content and
then almost nobody can Þnd it, thatÕs
wasted time.

What  are your thoughts on
virtual tours?

As for virtual tours, I would say itÕs
going to take a lot of resources.  You

have to think hard about whether itÕs
worthwhile or not.  In the case of a
college, go back to this list of what do
people really want to do [on your site].
If IÕm a parent or prospective student, I
want to get as strong a sense as possible
of what this place is really like.  ThatÕs
why people visit colleges.  But you can
only visit so many colleges.  So if I can
pull up a virtual tour, or even just a very
well done set of campus photos, I can
get 30 percent of what I would get by
going there.  If I donÕt do that, IÕve got
zero percent sense of what itÕs like there.
So either IÕll have to visit or just take
my chances or rule the college out.  But
if you have a virtual tour or a set of
photos, itÕs nice to get a sense of how
big, for example, the place is.  So I can
picture that a virtual tour could be
useful.  Again, youÕve got to watch some
people use the virtual tour.  See if users
have a hard time connecting to it
because there isnÕt enough bandwidth to
actually serve it to people.  Or, is there
something about the instructions so no
one can Þgure out how to move around
from one place to another?

This gets to competitive usability
testing.  You asked how early you
should start watching people.  You
actually start before youÕve done
anything.  Find other sites that are
doing the thing youÕre thinking of

doing.  Find as many sites as you can
that have virtual tours and pick out
what you think are the three best.  Then
bring in three people. Get students who
have come in for interviews.  Ask some
of them if theyÕll spend 20 minutes
helping you with something.  TheyÕll be

glad to, because theyÕll think it
will improve their chances of
admission.  Watch them use these
three tours.  And listen to what
they have to say about whether
they would use something like
this.  What they like about it.
What works; what doesnÕt work.
And see if they have trouble using
the tours and what their
experience is like.  By the time

youÕre done, youÕll know whether you
want to build a virtual tour and how
you want to build it.  YouÕll know a
thousand percent more than you did
before you watched them.  It works
fabulously well.  ItÕs one of these no-
brainer incredible payoffs.

You like no-brainers.
I like no-brainers a lot.  My

corporate motto is:  ÒItÕs not rocket
surgery.Ó  My other tagline should be:
ÒDo as little as possible.Ó

Your concern is with how
real people, under normal
circumstances, find, or
donÕt find, their way
around a web site.  What
are the biggest barriers to
finding oneÕs way? What are
some ways to enhance that
journey?

One barrier is that things just arenÕt
organized well.  Either that, or you
havenÕt come up with a set of categories
that organize things into the buckets
people expect them to be organized in.
Or youÕve used terminology that people
donÕt recognize. 

One big problem is using internal
terminology that an external audience
might not understand.  Everybody at the

If the content isn’t very well done,
if it’s unprofessional, or if it’s not
the information people are looking
for, then it doesn’t matter if they
can find it; it’s still not going to

create a good impression.
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university may use a term that somebody
coming from outside the university has
no idea what that is.  So coming up with
the right buckets to put things in is
important, and giving those things the
names people would expect so they
know whatÕs in the bucket.

You say that you try to
teach Òattitude,Ó rather
than rules.  What do you
mean by that? 

What people want from usability
ÒexpertsÓ is a checklist.  They want rules
like:  ÒNever do X.Ó  PeopleÕs favorite
rule is:  ÒEverything should be no more
than three clicks away.Ó  We all want
rules.  ItÕs much easier to design if
youÕve got rules.  The problem is, the
answer to most design questions in
terms of usability usually is:  ÒWell, it
depends.Ó  ThereÕs a company here in
Massachusetts called Usability Interface
Engineering.  UIE.  They had t-shirts
that said:  ÒIt depends.Ó  ItÕs the right
answer.  It all depends on the context of
what youÕre designing. 

If youÕre a college 
dealing with multiple
constituencies, it works to
break down the site for
each group.  ThatÕs a rule,
isnÕt it?

Yes, if you do it well.  But should
you have tabs or navigation down the
left, or navigation across the top?  Well,
it depends on how much content you
have, how many categories it has to be
broken down into, and how many levels
deep that navigation is going to go.
There are tradeoffs involved in all of
these decisions.

What  do you mean by
attitude?

It means that you have overriding
objectives, and the primary overriding
objective is to make it as clear as
possible.  Rather than say, ÒHere are the
30 things you do,Ó I can tell you 30
things that will tend to make things
clearer.  But what really works is to have

this attitude that what IÕm trying to do
is create clarity with design so that
anybody who looks at it will understand
whatÕs going on here.  And then watch
some people try to use it.  From that
you learn what works and doesnÕt work. 

Having said that, are there
any top rulesÑaside from
ÒDonÕt make me thinkÓÑthat
people need to consider?  

There are three in the book.  Aside
from ÒDonÕt make me thinkÓ there is:
ÒGet rid of half the words on the page,
and then get rid of half of whatÕs left.Ó
ItÕs hard to write short.

The other rule is:  ÒIt doesnÕt matter
how many clicks away something is;
what matters is that with each click you
have a high level of conÞdence that
youÕre still headed in the right
direction.Ó  People will click many
times to get to something, as long as
theyÕre still convinced that theyÕre
headed towards what they want.  ThatÕs
the counter argument against the three-
clicks rule.

Are there any new trends
in web design?  Can you
think of any that are good?   

If thereÕs a trend, itÕs toward
designing with cascading style sheets, as
opposed to hard coding everything.  ItÕs
been a huge issue because different
browsers display things differently.  ItÕs
frustrating to designers because with
HTML you donÕt have much control
over how somethingÕs going to look.
People who come out of print
background are used to knowing exactly
how itÕs going to look.  But on the web
you can design something and it will
look one way on one browser and
another way on another browser,
depending on which font size people
have chosen for their browser.  So people
were attempting to design versions that
would look good on multiple browsers,
or design multiple versions of a site.
WeÕve Þnally reached the point where
enough browsers support cascading
style sheets, and support them fairly

consistently.  So instead of putting in
codes throughout the page, you just put
in calls to the style sheet.  

ItÕs like an automatic format?
Exactly.  ThatÕs the big trend.  It

sounds like a technology thing, but it
really isnÕt.  It changes the way you
design.  

What  are your thoughts on
compatibility and usability?
Do web sites have to take
into account that some
folks are still using
Netscape 4.0 and dial-up
modems?  How do you deal
with that?

You can Þnd statistics for the overall
Internet audience, but itÕs more
important to have some sense of what
your audience is.  ItÕs possible, if you
have somebody handling the technology
for you, to Þnd the stats for what
browsers people who visit your site are
using.  In general, for a university, I
would think that most of the audience 
is using a fairly up-to-date browser.
Again, using the style sheets, you can
create a version that will look good in
all the modern browsers, but will still
be readable in the older browsers.  It
wonÕt necessarily look good in the older
browsers.  It will lose a lot of the
elegance, but the content will be there. 

In terms of connection speed,
anything thatÕs going to make a page
take a long time to load should be
optional.  In other words, you can
provide a small photo, but if people
want to see a large photo theyÕll have to
click on it.  So if I have a slow
connection, IÕm going to know that I
donÕt want to click on anything that
enlarges a photo. 

So you can have basic
offerings, and then build in
enhancements for people
who want to click on them?

Yes.  DonÕt have it load the virtual
tour unless somebody asks for it.  People
want to move pretty quickly through
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the site until they get to the content
that theyÕre looking for.  Then theyÕll
stop when they want to read.  Until
they get to the content theyÕre looking
for, they just want the next page to load
quickly.  They want to Þnd the next
link, they want to click on it, and then
they want the next page to load quickly.  

What  are some of the worst
mistakes youÕve seen?

The most common bad mistake, and
I think most usability people agree on
this, are the sites that donÕt tell who
they are.  They assume you know who
they are and what they do.  So when you
get to the home page, you canÕt really
Þnd out about this organization.  IÕm
trying to Þgure out how this relates to
universities.  It happens all the time
with corporations and organizations.
The worst case is when the name of the
site is the acronym of the organization,
but they donÕt even spell out the
acronym.  For a university, I might
want to know where the university is.
If itÕs University of California, San
Diego, I know.  But I may not know
where Oberlin is.  That may seem silly.
Certainly to everybody at Oberlin itÕs
impossible to fathom that anybody
doesnÕt know where Oberlin is.  But for
people coming to the site to research
schools, they may not know.  

How do you conduct a
usability test?  Is it as simple
as sitting someone down and
watching how they navigate
your web site? 

It is, actually.  You sit them down
and thereÕs a little script that you can
download from my site, where you
explain what youÕre going to be doing.
You tell them youÕre going to have
them do some things on a web site that
youÕre going to try to evaluate and
improve.  The important thing is that
you need for them to think out loud.
They have to verbalize whatÕs going
through their head, what theyÕre

looking at, what theyÕre paying
attention to.  ThatÕs the key part.  If
they pause for more than Þve seconds, if
they havenÕt said anything for Þve or 10
seconds, then you say, ÒWhat are you
thinking?Ó  Or, ÒWhatÕs going through
your head?Ó

There you are, being the
shrink again.

ThatÕs the shrink thing.  Exactly.
All those questions.  If this were
Ò$25,000 Pyramid,Ó the category would
be:  ÒThings a Shrink Would Say.Ó
ThatÕs the kind of questions youÕre
asking.  If they click on something and
when the screen appears itÕs obvious
from their expression that itÕs not
exactly what they expected to see, then
youÕd say, ÒWhat did you expect would
happen?Ó  ThatÕs it really.  You make up
some tasks for them to doÑthe things
that are important that people be able
to do.  For example, assume you want to
apply to this school.  What would you
need to do?  You listen to them talk
about it.  And you observe whatÕs
missing or confusing. 

Can you recommend any
good web sites?  

AmazonÕs always been good.  They
have weaknesses.  In general, theyÕve
worked really hard at giving people
what people need.  

I like The New York Times. The Times
online is pretty well done.

What  makes it a good one?
I particularly like their breaking

news page, because itÕs nicely
formatted.  I can scan it quickly.  And it
seems to be updated most frequently. 

If you were to revise your
book today, what changes
would you make? 

ThereÕs not much IÕd take back.  I
think most of it still holds up.  There
are some things I would add, based on
topics that have come up a lot in the
workshops.

Such as?
One thing, I would include

something about making sites
accessible for people with handicaps,
such as vision impairment.  

Also, people say maybe I should
update the examples.  I suppose thatÕs
true.  Some of the sites I use for
examples are gone, which isnÕt too
surprising.  But IÕm loath to do it just
for the sake of doing it.  I would only do
it if I felt there was a pretty good
amount of value I could add to it.

In general, do you think
people are getting better at
designing good web sites? 

Yes.  DeÞnitely.  One, the people
who are designing it have been doing it
for a while.  Three years ago, a lot of
teams were designing their third web
sites.  Now theyÕre designing their
thirtieth.  So they have a lot more
experience.  And two, probably even
more important, thereÕs a lot more good
stuff to copy.  Three years ago there
werenÕt that many people who were
doing things really well.  Now, itÕs kind
of an evolution.  There are a lot of
things you can copy from Amazon, and
a lot of things you can copy from eBay.
ThereÕs a lot more good stuff to go out
and look at and get ideas from.  

This may be a good place to
conclude, with advice to our
readers to go out and start
looking at web sites and
discovering what they like. 

Exactly.  Look at other university
web sites.  Get two or three people who
work on your web site, and perhaps
somebody from marketing, to sit down
for an hour.  Have everybody bring their
three favorite university sites and walk
through them together.  The person
who chose each site tells you what they
like about it.  ItÕs a great way to get
ideas and to Þgure out what works and
what doesnÕt. 
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For college administrators,
keeping up with the mental

health needs of students on
campuses today is like being on a
moving conveyor belt, says Joe
DiChristina, dean of students at
Allegheny College (Meadville, Pa.).
ÒWeÕre constantly adjusting to
student needs, changing our roles,
changing job descriptions, and
making management decisions that
are responsive to whatÕs happening
on campus and in society.Ó 

WhatÕs happening today is that
colleges are seeing an alarming
increase in the number of students
suffering from severe psychological
problems, depression, anxiety
attacks, eating disorders and self-
destructive behaviors. 

Consider the recent, high proÞle
case of the University of Wisconsin
(Madison, Wis.) coed who faked her
own kidnapping.  Afterwards, some
mental health experts attributed the
bizarre incident to stress induced by
what they called the Òhyper-enriched
livesÓ that many students lead.

Or consider a school
psychologistÕs caseload that was
gleaned from a nationwide college
counseling survey.  During one
particularly busy week last fall, the
psychologist attended to: six incest
survivors, two suicide attempts,
three drug/alcohol abusers, two pre-
psychotic students on meds and in
need of supportive counseling, two
rape survivors, one physical abuse
survivor, two eating disorder cases,
two students depressed following 
a death in the family, one
schizophrenic in remission, one
student with an alcoholic parent,
one married graduate student with
homosexual tendencies and three
students traumatized by broken
relationships.

Schools are beeÞng up mental
health services and taking proactive
measures to better serve these
students.  But itÕs not clear that

that it will jeopardize their chances
of being accepted, even though I
assure them that it shouldnÕt,Ó she
says. ÒMaybe their grades were low
their sophomore year because they
were dealing with depression, but
now theyÕre on medication and back
on track. TheyÕre afraid to explain
that.  I always encourage students 
to be up front about things because
if a school doesnÕt have the support
services they need to succeed, then
itÕs probably not the best place for
them.Ó

OÕConnell wishes that colleges,
too, would be more up front about
options that are important to
students with special support needs,
like substance-free residence halls,
access to an on-campus AA group,
or on-campus support groups for
eating disorders.  ÒThose things are
not going to appear in the glossy
viewbook, but I wish I knew about
them to help students make better
choices.Ó  

Being more up front about
mental health services could also
head off problems, since studentsÕ
reluctance to disclose their problems
can pose a challenge for student life
staff.  ÒSome students come to
college and suddenly have all this
freedom,Ó says Charlotte Burgess,
vice president and dean of student
life at the University of Redlands
(Redlands, Calif.). ÒThey never
wanted to be a kid who takes meds,
never wanted to be that different.
Now they think, ÔIÕm feeling Þne so
IÕll stop.Õ  We have to catch up with
that before it becomes a crisis,Ó she
says.  ÒAbout half the students we
see in the counseling center come
with diagnosed problems, but they
havenÕt reported them.  This is 
more often the case for those with
learning disabilities and those
taking psychotropic medications.
We Þnd that they donÕt want to
come forward because it doesnÕt Þt
their own deÞnition of normal.Ó 

theyÕre advertising these services as well as
they should, or encouraging applicants to be
forthcoming about their needs. 

Students are often afraid to report mental
health or learning disability issues in the
application process, says Joan OÕConnell,
college counselor at Cretin-Derham Hall
High School (St. Paul, Minn.).  ÒThey fear

A DELICATE
BALANCE

Foster ing a Healthy
Campus Environment

for Al l
by Mary Heer-Forsberg

One of todayÕs most talked about
topics is how to provide support

services to the growing number of
students who experience serious

and complex mental health 
issues.  Many schools already offer
programs that reinforce counseling

resources and emphasize a more
comprehensive approach to student
life.  These schoolsÕ proactive and
collaborative approaches support

troubled students and help
increase the likelihood that they

will persist, have a fulÞlling
academic experience, graduate,
and be a healthy contributor to
society.  These efforts also reap
beneÞts for the entire campus,
ultimately creating stronger

institutions.  Schools that provide
these services and highlight them

in print and web communications
will be more effective in conveying
Òadded valueÓ to the students and
families looking for these services. 
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A Growing Problem
A study conducted by Kansas State

University (Manhattan, Kan.) found
that between 1989 and 2001, the rates
of depression doubled, and the number
of suicidal students tripled.  At the
same time, the number of students
taking psychotropic drugs grew from
10 to 25 percent.

These mental health trends
donÕt surprise Dr. Robert
Gallagher, the former director of
the University of Pittsburgh
(Pittsburgh, Pa.) counseling
center, who has been tracking
college counseling center data for
22 years.  He surveys about 330
counseling center directors each
year across the academic
institutional spectrum. [For a copy
of the most recent survey go to
www.iacsinc.org.]

Gallagher found that the
number of students coming in for more
serious psychological problems has
jumped from 56 percent in 1988 to
nearly 82 percent today.  (That
percentage rose dramatically over 10
years, but has Òleveled offÓ since 2001,
he reports.)  At the same time, the
number of students hospitalized for
psychological reasons has doubled in 
the past 10 years, and 91 percent of 
the counseling centers completing
GallagherÕs survey saw an increase in
the number of students on campus
taking psychiatric medications.  Of
those being served by the counseling
centers, 20 percent were taking
medications, up from 9 percent in
1994.  The good news, of course, is that
students who 20 years ago wouldnÕt
have dreamed of accessing higher
education are now able to pursue a 
post-secondary education with the 
help of psychotropic drugs.

WhatÕs behind this increase in the
number of ÒtroubledÓ students?  Stress
is one factor often cited.  But campus
leaders also speculate about a number of
other contributing factors, including
pessimism about the future, divorce,
dysfunctional family relationships, 
over-involved parents and a lack of
coping and life skills.

ÒKids today are stressed to perform,Ó
says M.L. ÒCissyÓ Petty, vice president
and dean for student life and co-
curricular education at St. Lawrence
University (Canton, N.Y.). ÒWhile the
slogan Ôtrophy wifeÕ was popular a few
years ago, now I think Ôtrophy childrenÕ
Þts into the same category.Ó 

Dr. James Carr, executive vice
president at Harding University (Searcy,
Ark.), agrees.  ÒThe pressure for them to
succeed in their academic, athletic,
social and personal lives is just
enormous,Ó he says.  

Some argue that colleges may need
to assume a more supportive parental
role if students are to achieve autonomy
in this more complex and frightening
world.  Ellen Taylor, director of
counseling and psychological services at
Oregon State University (Corvallis,
Ore.), explains how the role of colleges
has evolved over the past 40 years, from
the in loco parentis model, in which
schools acted as surrogate parents, to
the other extreme, in which schools
gave students total autonomy.  ÒNow
the pendulum is swinging back to a
healthy, moderate approach, providing a
safety net, while still encouraging
studentsÕ development to adulthood and
autonomy,Ó Taylor says. ÒItÕs still
evolving.  And we havenÕt landed yet.Ó

ItÕs that safety net that colleges are
struggling to secure.  Like navigating a
moving conveyor belt, student life
deans and counseling center directors
are adapting mental health approaches,
being proactive and reactive, and

coordinating with other areas of campus
life more than ever to help students
achieve and maintain good mental
health so they can be successful
academically as well as personally.

Because of the more complex
support service needs on todayÕs

campuses, colleges across the
country are revamping, retooling,
restafÞng and reorganizing to
keep up.  ÒWe continue to assess
how we can best respond to the
increasing number of students
being seen in our counseling
center,Ó explains Gail Edmonds,
vice president and dean of
students at Goucher College
(Baltimore, Md.).  She notes that
Goucher is also seeing a larger
number of students diagnosed
with Attention DeÞcit
Hyperactivity Disorder (ADHD)

and other dysfunctions, an observation
echoed by several other campus
administrators.  ÒIt deÞnitely requires
different kinds of resources than it did
10 years ago,Ó Edmonds says.

During the 2002-03 academic year,
Oregon State UniversityÕs counseling
center saw a 19 percent increase in the
number of students who came in for
counseling over the previous year.  The
students were counseled primarily for
depression, anxiety and relationship
issues, says Taylor,  Òbut those three
issues can have a huge impact on
academic performance.Ó

Because personal and academic
difÞculties so often go hand in hand,
student affairs deans are Þnding
collaboration among departments more
essential than ever.  ÒWeÕve become
more like case managers because 
of the severity and complexity of
psychological issues students are
dealing with,Ó says Dr. Stephen
Bennett, counseling center director at
Gustavus Adolphus College (St. Peter,
Minn.). ÒAs a result, it requires more
resources and collaboration to create the
structure and context for this generation
of college students to succeed.Ó

“Kids today are stressed to perform.
While the slogan ‘trophy wife’ was

popular a few years ago, now 
I think ‘trophy children’ fits 

into the same category.” 
ÑM.L. ÒCISSYÓ PETTY

Vice President and Dean for Student Life
and Co-curricular Education at 

St. Lawrence University (Canton, N.Y.) 
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More Staff and Longer
Hours

To deal with growing caseloads,
several colleges and universities are
adding more professional staff, while
others are hiring psychologists
rather than counselors.  Still others
are either hiring or contracting 
the services of psychiatrists. 
Dr. GallagherÕs 2003 counseling
center survey found that nearly
one-fourth of centers added new
professional positions in the past
year.  Gallagher observes that
schools that do have psychiatrists
on staff generally have a greater
proportion of the student body
taking medication, as is the case 
at the Ivies. 

Gallagher also found that
although only 57 percent of
schools have psychiatrists on staff,
the number of consulting hours
increased from an average of 19 to
41 hours per week during the past year.
Counseling center hours are also being
extended where Þnancially feasible to
increase accessibility for students.  In
addition, nearly a third of the campus
counseling centers remain open one or
more evenings a week, though many
campuses are also Þnding it necessary 
to limit the duration of therapy.
Seventy percent of counseling centers
participating in GallagherÕs survey have
gone to some type of time-limited
therapy per student.

To meet its own demands, Harding
University is considering adding
counseling staff.  At the same time,
because of the nature of the institution,
Harding is fortunate to have other
counseling-type resources.  Students
have access to HardingÕs campus
ministers, graduate students in the
marriage and family therapy program,
and religion department faculty, most
of whom are trained in the ministry.

To deal with counseling ofÞce
waiting lists, colleges, especially larger
ones, are scheduling more therapy and
support groups for everything from
eating disorders to depression and

relationship issues.  But that approach
isnÕt always effective.  As a counselor at
one small college explains it, students
donÕt want to have someone in class
with them who is also in their support
group.  They want anonymity.

Some colleges outsource the
counseling center or refer more students
off campus, especially in cases requiring
psychiatric expertise.  Outsourcing can
be a more economical way to meet
demand, though some worry that by
outsourcing counseling services, a
college sacriÞces its ability to have a
direct impact on a studentÕs personal
life.

Tom Shandley, vice president for
student life and dean of students at
Davidson College (Davidson, N.C.),
cautions colleges to be careful about
outsourcing counseling services.
ÒStudents have to feel a connection to
the counselor and develop a strong
rapport with him or her.  Those
relationships matter,Ó he says. ÒAnd
when it becomes crisis management, [at
Davidson] we have to be able to rely on
those professionals and know that
theyÕre part of our team.Ó

Ten years ago, the University of
Redlands contracted with the local
teaching hospital for counseling, and
for them itÕs working, says RedlandsÕ
Burgess. ÒWe have a ßexible counseling
staff, both in terms of hours and people

[Þve part-time counselors].  We can
offer students a more diverse group of
counselors to choose from.  But itÕs
seamless for students because the
counselors work in our ofÞces and are
part of our student services team.Ó

Training the Front
Line

Most colleges and universities
are relying on faculty to notice
signs of emerging mental health
issues, such as cutting classes,
falling grades or dwindling
interest. Counselors train faculty
about ways to approach students
and make referrals.  At the same
time, counseling center staff
members are also Þnding their
way into classrooms as substitute
teachers or as visiting experts on
topics related to course content.

The depth and breadth of
training for the entire student life
staff, especially residence hall

directors and assistants, has increased
dramatically.  Burgess notes that in 
30 years, the RA training manual at
Redlands has grown from six pages 
to 135!

A big challenge for student affairs
departments, according to Petty at 
St. Lawrence, is making sure the staff has
the opportunities to keep current in the
wellness Þeld, on everything from high
risk drinking to monitoring bipolar
disorder. ÒWe try to keep current so
weÕll listen to the signals, notice them,
and then communicate that to the
appropriate constituencies.Ó  Of her
schoolÕs collaborative effort with those
who interface with students, Petty says:
ÒHaving a shared responsibility is so
much better than doing it on your own.Ó 

Activating a Support
Network 

Many schools Þt mental health
service education into a required
transition course during the Þrst year.
In these venues, student life staff 
bring up topics, reinforce a welcoming
message, make students aware of what

“Students have to feel a connection
to the counselor and develop a

strong rapport with him or her.
Those relationships matter. And

when it becomes crisis management,
we have to be able to rely on those

professionals and know that 
they’re part of our team.”

ÑT OM SHANDLEY

Vice President for Student Life and Dean 
of Students at Davidson College 

(Davidson, N.C.)
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services are available, and strongly
encourage them to take advantage of
those services. 

Two years ago, Oregon State
University implemented CIRT,
the Critical Incident Response
Team, a collaboration among
counseling, health services, public
safety, dean of students and
student services ofÞce, and
residential life.  The network was
designed as a contact point for
faculty members, parents or
students who have concerns about
a friend.  ÒContacting one of us
may activate the entire network,Ó
depending on the issue, the
history, and conÞdentiality
concerns, says Taylor. ÒWeÕve tried
to create a safety net.Ó

The goal of the 10-member
team is to assess and coordinate a
response to a critical event, such as
inappropriate student conduct or the
death of a student.  In the case of a
death, a network member would notify
that studentÕs professors, as well as the
Þnancial aid ofÞce and registrar.
Another team member might check to
see if the student was involved in any
campus organizations or residential
groups that might require notiÞcation
and follow-up support.

Acknowledging that they canÕt
identify all students in need, and
recognizing that this is an online
generation, OSU recently signed up
with the Jed FoundationÕs ulifeline.org,
which gives access to online screenings
for depression, suicide risk and eating
disorders, and then directs individual
students to their own on-campus
support services.  

Other college counseling centers
reach out to distraught students via 
the schoolÕs web site.  A page on the
Davidson site reads, ÒAre you ... Feeling
left out? Worried about your weight?
Having problems with dating? Feeling
grade pressure? Having problems 
with family? Having difÞculties
understanding your feelings or

behavior? Stressed? Depressed? Having
study problems? Feeling out of control?
Experiencing alcohol/drug problems?
Feeling overextended? Just wanting to

talk?  To explore these and other
questions, please contact the Student
Counseling Center.Ó

Davidson initiates its outreach as
soon as new students arrive on campus,
by requiring Þrst-year students to
participate in an extended orientation
that continues with regular sessions
through the Þrst semester. ÒIn that
process, we try to do all we can to
demystify the use of counseling,Ó
Shandley says.  ÒBy their senior year,
one in four of our students will have
used our counseling services, and we
think thatÕs a good thing, not a negative
thing at all.Ó 

Outreach Through
Mentoring 

On larger campuses, the biggest
challenge is to reach students and make
them aware of available support
services, explains Linda Kuk, vice
president for student affairs at Colorado
State University (Fort Collins, Colo.),
with 24,000 students.  KukÕs ofÞce uses
all the campus student media sources,
and their events and programs are also
included in a daily one-page e-mail
message that goes out to all students.
Next fall CSU is adding a two-day

orientation to the Þrst-year student
transition program presented by
academic affairs and student affairs. 
The orientation will include a new

mentoring program in which each
student will be matched with one
of 200 faculty and staff members
who have volunteered to serve as
mentors.  ÒWe see those people 
as lifelines for our studentsÑ
someone they will meet 
and get to know well,Ó says Kuk.
In addition, CSU recently opened
the Wellness Zone, a
collaboration of the counseling
center, recreation center and
health services.  The Wellness
Zone is a storefront-type center
located in one of the highest
trafÞc areas on campus.  It has
engaging displays, information,
access to computers to connect

with health and wellness sites, as well as
ongoing free testing and screening for
everything from depression and high
blood pressure, to nutrition and alcohol
or drug abuse. Future plans include
scheduling specialists at the Wellness
Zone on a periodic basis.

Proactive Health Measures 
Proactive measures to foster overall

campus health, such as wellness
programs, are gaining momentum in
higher education.  Gustavus, for
example, conducts an annual wellness
fair midway through the Þrst semester
when stress is at a peak.  The counseling
center collaborates with numerous
campus programs and also brings in
healthcare providers, speakers and
resources from off campus.  Though 
the event is supposed to be fun and
educational, it includes screenings and
referrals for depression, anxiety, eating
disorders and post-traumatic stress
problems.

Bennett and his staff work hard year
round to make the Gustavus counseling
ofÞce friendly and accessible.  For
example, they try to creatively advertise
upcoming sessions on stress
management, depression, family

“We try to head off problems 
and equip students with skills 

and strategies to deal with their
own health issues.  And we hope it
cuts down on some of the traffic in

our office.  It is, after all, a lifelong
process to stay balanced.”

ÑD R. STEPHENBENNETT

Counseling Center Director at 
Gustavus Adolphus College 

(St. Peter, Minn.)
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relationships, long-distance
relationships and mindfulness
meditation practices. ÒWe try to head
off problems and equip students with
skills and strategies to deal with their
own health issues,Ó he says. ÒAnd
we hope it cuts down on some of
the trafÞc in our ofÞce.  It is, after
all, a lifelong process to stay
balanced.Ó

Mental health screening
inventories, like those used at
Gustavus and Colorado State, have
effectively reached students.
Other colleges have participated
in national depression screening
days to identify troubled students
through completion of a
depression inventory that is
quickly scored to make on-the-
spot referrals to counseling centers.
More than 40 percent of the counseling
centers surveyed by Gallagher had
conducted depression screening days in
2003.  Of the 13,000 students screened,
5,200 were referred for counseling.
Eighteen percent of the centers
participated in National Anxiety
Screening Day, resulting in 600
treatment referrals. 

Personal Connections
Making the personal connections to

identify students in need, through
faculty contacts, wellness fairs or through
online outreach like ulifeline.org or
campusblues.com, is key to campus
outreach efforts.  At St. Lawrence
University, for example, Petty has
learned that the personal touch can reap
big dividends.  Five years ago, she started
sending an online DeanÕs Daily, an
inspirational, food-for-thought type of
message to all St. Lawrence students, as
well as to faculty, staff, trustees and
parents who request it.  A recent DeanÕs
Daily offered this: ÒWhen our minds are
crowded with worries and fears, it is
nearly impossible to function in healthy,
positive ways. This in turn decreases 
our feelings of prosperity. Putting our
negative self-talk onto paper gets it out
of our heads where it can be seen and

identiÞed. This also gives us a chance to
witness our own thought processes, and
take a break.Ó 

Over the course of the Þve years,
only a handful of students has opted off

PettyÕs mailing list.  She says that where
the real connection occurs is when
students respond to a DeanÕs Daily.
Those responses are often about
relationships, campus issues, sharing
good news, or sometimes about more
serious personal concerns.  Petty has
found that the online connection can
help open the doors of communication
on topics that might not have otherwise
come up. Whether she gets three or 30
e-mail replies, she takes time every day
to write back.

There are other ways to foster a
healthy campus environment for all
students.  HardingÕs Carr, for example,
contends that community serviceÑa
large piece of the Harding cultureÑmay
be the best medicine to reduce mental
health issues. ÒWhen students focus their
energy on helping others, it makes it
more difÞcult for them to focus on
themselves and become overwhelmed by
their own issues,Ó he says.

Building a Close
Community

Davidson College regards the careful
matching of roommates, as well as
attempts to create community during
the Þrst year, as investments in fostering
a healthy campus. Students are matched
through a lengthy questionnaire, the

Myers-Briggs personality proÞle, and
by their application essays. ÒWe may
not know about speciÞc mental health
issues, because students arenÕt required
to report them,Ó Shandley says.  ÒAnd

we wouldnÕt use that information
to match students.  But if weÕve
done a good job of assessing their
compatibility, then they will be
there to support one another.Ó   

Davidson also employs
upperclass students to create
community spirit in the residence
halls. The job of these older
students is to discourage a retreat
into the parallel world of cell
phones and the Internet, and
instead to encourage development
of community through playing
and studying together.

Creating support for stressed and
troubled students often requires
parental involvement, too. ÒWe see
parents as partners with the student
affairs staff,Ó says Katherine Sisoian,
vice president of student development
at St. MaryÕs University (San
Antonio, Texas).  During orientation,
parents are introduced to counseling
and residence hall staff who role-play
typical situations with families. ÒWeÕre
intentional in new student orientation
programming to encourage parents to
let us know what they are currently
challenged by as a family, and what
their son or daughter might be dealing
with,Ó Sisoian adds.  To keep the
dialogue going, St. MaryÕs sends a
newsletter to parents of Þrst-year
students, alerting them to times of high
stress on campus, and encouraging
parents to ask probing questions to
determine if a student needs some
additional support.

Students and parents also can help
colleges by identifying any special
mental health and learning needs up
front.  For example, if a parent informs
a counselor of the studentÕs social
anxiety, the counselor can work with the
student on strategies to deal with that
fear.  The counselor can also alert faculty
members to the studentÕs problem.  But

“When students focus their energy
on helping others, it makes it 
more difficult for them to focus 

on themselves and become 
overwhelmed by their own issues.”

ÑD R. JAMESCARR

Executive Vice President at 
Harding University 

(Searcy, Ark.)



[ 2 0 ]© The Lawlor Review Spring 2004

parents are often reluctant to disclose
the level of support their student needs
in order to succeed, says GoucherÕs
Edmonds. ÒParents need to feel
comfortable that disclosure wonÕt
hurt their child,Ó she says.
ÒWhere we know there are
problems, we can provide
additional support by putting
some invisible nets out there.Ó

Impact on Campus Life
Many administrators say that

the increased focus on student
mental health issues does not
shortchange the overall quality 
of campus life.  Sisoian notes that
St. MaryÕs, which has added more
counselors and psychologists to
meet growing demand, has also
added positions in other areas of
student life, such as residential life
and athletics.

But campus communities can
feel the impact of a student with
serious mental health issues, especially
if there is a suicide or attempted
suicide.  When a studentÕs problems
become public, they can cause a ripple
effect throughout the campus. ÒIf
someone struggles with depression,
anxiety or any kind of self-impairing
behaviors, that does impact the
community, not just the roommate, but
clubs, organizations, teams, professors,
classes,Ó explains GustavusÕ Bennett.
ÒIt can create a challenge to properly
handle each situation in a way that
promotes growth and understanding
among those suffering with problems,
as well as for the people who are
impacted by that person.Ó Bennett says
his schoolÕs goal is to help affected
students set appropriate boundaries so
they donÕt feel responsible for another
studentÕs mental health.

But balancing the needs of all
students can be a challenge.  HardingÕs
Carr points out that counseling and
mental health are not typically areas in
which faculty and staff received training
when pursuing advanced educational
degrees.  ÒIt almost requires self-

training, and it mandates that we, as
leaders on campus, get out and get to
know these students so weÕre familiar
with the needs they have.Ó

Larger universities, like Colorado
State, also express a strong commitment
to their studentsÕ success. ÒWhen a
student comes to the university, we 
feel that if they are capable of being
admitted, then we should be able to
enable them to graduate,Ó Kuk says.
ÒOur goal is to ensure that students
have that quality experience and to
make sure we can help them deal with
the issues that arise.  That means
making a vast array of services available
both on campus and through referrals.Ó

These efforts pay off.  Better
customer service in the student affairs
area can result in greater academic
success, which is ultimately what
colleges hope to achieve.  GallagherÕs
survey data supports the notion that
early intervention can lead to academic
success. Counseling center directors
told Gallagher that 61 percent of their
clients found that counseling services
helped improve their academic
performance, and 46 percent of students
reported that counseling helped them to
stay in school.  The survey provides

additional evidence that students 
who seek counseling are less likely to
commit suicide.  Of the students who
did commit suicide last year on the

campuses surveyed, 83 percent of
them had never sought assistance
from a counseling center.

Supporting the mental health
needs of college students today
not only adds value to the
educational package, but it can
improve the overall health of 
the entire campus community.
Campus decision-makers must
recognize that comprehensive
mental health efforts will not 
only beneÞt students with
psychological issues, but will also
help those students facing the
developmental issues typical of
this age group.  They also can
help garner the support of more
successful and grateful alumni,
and satisÞed parents.  And it can

lead to a higher retention rate.  Besides,
as HardingÕs Carr puts it:  ÒItÕs the right
thing to do.Ó 

GustavusÕ Bennett agrees. ÒThe
reality is that these students will
continue to show up on our campuses
with increasingly severe issues,Ó he says.
ÒThe question is: What can we do to
best serve them, not just their academic
development?  Our campus community
needs to think broadly about student
life by attending to the social,
emotional, intellectual, physical and
spiritual development of our students.Ó  

And then they may want to heed
high school counselor OÕConnellÕs wish
that schools better advertise such
services. Then students can be open
about their needs during the application
process and Þnd the college match thatÕs
right for them. 

Mary Heer-Forsberg is a freelance writer
from St. Paul, Minn., who spent nearly
10 years as communications director for
Mounds Park Academy in St. Paul.  
Her article, ÒThe Spirit of Education,Ó
appeared in the Winter 2002 issue of
The Lawlor Review.

“We see parents as partners 
with the student affairs staff.

We’re intentional in new student
orientation programming to

encourage parents to let us know
what they are currently challenged

by as a family, and what their 
son or daughter might be 

dealing with.”
ÑK ATHERINESISOIAN

Vice President of Student Development 
at St. MaryÕs University 
(San Antonio, Texas)
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College web sites can be architectural 

wonders or they can leave you wondering. If you 

are looking for intelligent web counsel that integrates 

strategic brand-building initiatives, provides outstanding 

search optimization, offers functional usability, and 

communicates authentic institutional values with 

appealing design and content, then contact us 

today and leave the wondering to us.
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Thought Leaders Address
ÒAdmissions and Student
AidÓ

A special supplement to The Chronicle
of Higher Education titled “Admissions
and Student Aid” features pertinent articles
on recruitment, marketing, enrollment and
financial aid strategies from authors
including Donald Hossler, Alvin Sanoff,
Richard Hesel, Michael Stoner, and Rachel
Toor. The following are summaries of three
featured pieces.

DON HOSSLER

In the lead article, ÒHow
Enrollment Management Has
TransformedÑOr RuinedÑHigher
Education,Ó enrollment authority 
Don Hossler examines what he terms
Òthe recent evolution of the concept 
of enrollment managementÓ and its
inßuence on strategic planning,
institutional research, recruitment,
Þnancial aid, student support services
and academic life. 

Hossler looks at enrollment
managementÕs history, highlighting the
ways in which the process of enrolling
students has changed, including the
ways colleges have become more reliant
on Òbusiness-oriented marketing
techniquesÓ as they compete for
students in the era of rankings, tuition
discounting and economic turmoil.
The article includes information about
how enrollment managers can work
with many divisions in the college to
Òexert an inßuence on prospective
students from the point of Þrst contact
until the students earn a degree and
become satisÞed alumni.Ó  

Hossler writes, ÒEnrollment
management would thus seem benign.

It helps colleges enroll more students
and serve them better.  So why do some
scholars and critics see it as the enemy
of equity and access?Ó  He suggests 
that the controversy over tuition
discounting, the usefulness of
standardized entrance examinations,
and the expectations of faculty may
impact perceptions of enrollment
management.  In each case, an
enrollment management strategy can
actually help to balance the demands of
academic quality, equal access and cost.  

The article concludes with ideas 
for improving current enrollment
management strategies and using 
them effectively across the institution.
Hossler suggests that a Òbroad
conversationÓ about enrollment
strategies between colleges, possibly to
craft common recruitment practices and
develop useful norms, might beneÞt
both students and institutions.  He
adds, ÒSuch broad discussions of how
new management strategies and tactics
are inßuencing students, their families,
and our institutions of higher education
are not occurring.  IsnÕt it time that we
examine the impact of our policies?Ó 

ALVIN SANOFF

Writer and consultant Alvin SanoffÕs
article, titled ÒAmericans See Money for
College Somewhere Over the Rainbow,Ó
explores the world of ÒÞscal fantasyÓ in
which political leaders promise money
for education that doesnÕt always
materialize.  As a result, ÒAmericans are
living in the land of Oz, a fantasy world
in which we skip merrily down the
yellow brick road expectingÑeven
demandingÑmore government
services, even as there is less money 
to pay for them.Ó  

Sanoff cites evidence from a 
recent poll of 1,000 adult Americans
conducted by The Chronicle and GDA
Integrated Services.  According to the
poll, 83 percent of respondents believe
that students incur too much debt to
pay for college; 65 percent think
Congress should increase grants for
students, and 74 percent think
Congress should increase money for
student loans.   

He also cites a study conducted by
The Advisory Committee on Student
Financial Assistance which estimates
that every year, approximately 170,000
qualiÞed low- and middle-income high
school graduates do not attend college
because of Þnancial obstacles.  ÒEven in
Oz, residents have to reach into their
own pockets,Ó Sanoff writes.  Federal
support will likely be comprised of
loans, if there is an increase in federal
aid at all.  Most families, however, pay
for college from their own funds, off-
campus jobs and merit scholarships.  

Sanoff Þnds that though the public
Òseems to be living in a world of
illusionÓ about government spending
for education, they often have a
reasonably clear plan for their own

L E T T E R S  A N D  C O M M E N TA R Y

In this issue ofThe Lawlor Review, we present recent news items 
related to the topics of admission, recruiting and marketing.
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expendituresÑ80 percent of
respondents with pre-college children
have started saving for college.  

Sanoff indicates that many families
are estimating correctly the cost of
tuition at a public or private institution,
though nearly 20 percent of respondents
indicated that they donÕt know what the
cost is.  He asserts that families are most
interested in total costs rather than
estimates of tuition, and the best
strategy for colleges is to be clear 
about total costs.  ÒIt is far better for
institutions to say they will do what
they can to help meet the costs than 
to try to duck the issue.  Families
appreciate candor; they donÕt appreciate
disingenuousness.Ó  Though cost is not
the only factor in choosing a school, it is
a critical component of the process for
most families, and should be addressed
by colleges hoping to compete with
state-aided public institutions.  

The article also looks at the publicÕs
opinions on standardized entrance
examinations, afÞrmative action and

legacy admission.  Ultimately, Sanoff
concludes that political leaders must
Òspeak candidly about the social costs of
failing to provide greater support to
help students pay for collegeÓ if we are
going to Òleave the Þscal fantasyland.Ó  

MICHAEL STONER

Michael StonerÕs ÒHow the Web 
Can Speak to Prospective StudentsÓ
draws on his expertise as president of
mStoner, an integrated marketing,
strategy, and technology company.
According to Stoner, colleges and
universities are starting to Òget realÓ
about Internet recruitment.  To that
end, several colleges are personalizing
their sites with ÒrealÓ voices from
current students, including ÒAsk a
StudentÓ e-mail, student Weblogs, and
student-written web content.  Colleges
are also focusing on what prospective
students want from an institutional 
web site:  organized content and ease 
of navigation.  

ÒBoth trends reßect important
realities,Ó Stoner observes.  ÒResearch

has found that teenagers spend more
time surÞng the Internet and sending 
e-mail and instant messages to each other
than watching TV.Ó  This translates to
time spent surÞng college web sites, one
of the most critical sources of information
in the prospective studentÕs search
process.  Stoner writes, ÒTo help satisfy
the growing interest and attention,
colleges are giving current students
electronic forums to speak directly with
prospective ones.Ó  Although some
administrators have concerns about
student voices shaping the institutionÕs
message, Òcolleges that have taken the
get-real approach have often found that
the rewards outweigh the risks.Ó 

While student voices and frequent
updates can make a site more relevant 
to prospective students, making the 
web site easy to navigate should be 
the institutionÕs top priority.  Stoner
cautions against organizing the site with
the institution in mind.  ÒColleges that
have reorganized and rebuilt their sites
to meet the needs and expectations of
external audiences, rather than those
already familiar with the institution,
have reaped major beneÞts.Ó  Hamilton
UniversityÕs (Clinton, N.Y.) ÒMy
HamiltonÓ site offers personalized
information for a variety of types of
applicants, and it engages them from
search to acceptance.  As a result,
HamiltonÕs yield for the class of 2007
was 56 percent for students who began
using the site as prospects, as opposed to
21 percent for non-users.  Colleges that
drive trafÞc to their web site through
multiple avenues, including e-mail,
direct mail, publications and interactive
media will see results as prospects
engage in, and return to, the site. 

To access the complete collection of articles
about admission and student aid, please visit
http://chronicle.com/indepth/admissions
on The Chronicle of Higher EducationÕs
web site.

Federal Financial Aid
Programs Need Overhaul

Faced with soaring tuition and
dwindling aid, record numbers of
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students who would excel at college 
are no longer applying.  If the trend
persists, this country could easily return
to the time when the poor were locked
out of higher education and college was
hardly a given for middle-class families.  

To help prevent this, the aid
programs contained in the federal
Higher Education Act of 1965, which is
due to be reauthorized this fall, need to
be updated.  The top priority should be
increasing the amount of the Pell Grant,
which covered more than 80 percent of
public-college tuition a quarter-century
ago but covers only about 40 percent
today.  Congress also needs to revise the
federal college loan program, so that
more money ßows into the program
itself instead of into the coffers of banks.  

The Clinton administration wanted
to expand the direct loan program,
phase out the Federal Family Education
Loan Program and put savings into Pell
Grants and other student aid programs.
This would have been the wisest course.
The banking industry blocked the move
in Congress and declared all-out war on
the direct loan program.  The banks
have beneÞted, as have politicians more
interested in pleasing the banking lobby
than in helping the largest number of
students at the lowest possible cost.

For the full story, please see The New York
Times editorial titled “Help Students, Not
Banks,” dated April 25, 2004.

Colleges Fret Losing
Foreign Students

International graduate student
applications are down 32 percent
compared to a year ago, according to a
recent survey, and schools are extending
application deadlines so they donÕt 
lose students still negotiating U.S.
bureaucracy.  Meanwhile, in public
comments and private lobbying,
universities are urging federal ofÞcials
to speed up visa applications, stressing
that AmericaÕs role as a beacon to the
worldÕs students could be in jeopardy. 

Universities acknowledge that the
importance of foreign students is not
obvious to the public, which has

security concerns after one of the
September 11 hijackers entered the
country on a student visa.  Some may
wonder why foreign students take up
600,000 slots in American universities
in the Þrst place.  

But administrators insist those slots
are as important now as ever.  ÒThis is
one of AmericanÕs most effective forms
of diplomacy,Ó said Douglas Kincaid,
vice provost for international studies 
at Florida International University in
Miami, where foreign enrollment is
down 10 percent.  ÒWeÕre educating
people who will be in inßuential
positions in science and industry and
government around the world.Ó  

Experts cite several factors for 
the dip in applications, including
diminished esteem for America abroad,
rising tuition in U.S. schools and
increasingly competitive alternatives 
in Europe and Asia.  But the difÞculty,
or perceived difÞculty, of getting a
student visa quickly appears to be the
primary cause.  

ÒItÕs really frustrating because there
is no basic logic to getting a visa,Ó 
said Moussa Dao, an FIU computer
engineering student whose two brothers
have been unable to get visas to follow
him here, and who hasnÕt returned home
to Ivory Coast since 1999 for fear he
would not be readmitted.  

The State Department, which is
giving some students priority interview
slots, issued 474,000 student visas 
last year, accepting 74 percent of
applications.  ThatÕs down from
560,000, or 80 percent, in 2001.
Secretary of State Colin Powell and
Secretary of Homeland Security Tom
Ridge called last week for Congress to
review visa restrictions, and Ridge
discussed visas at a recent meeting with
college presidents.  

ÒWe all want foreign students to
continue to come here,Ó said Russ
Knocke, a spokesman for the
Immigration and Customs Enforcement
division of the Homeland Security
Department.  ÒWe want the United
States to continue to be the destination

for education.Ó   There continue to be
more international applicants than
spaces available for them, with no
evidence the total number of foreign
students here has yet declined.  Still,
schools say more help is needed 
for internationals, including an
ombudsman to investigate cases that
seem to disappear in the system.
Experts say many foreign students feel
they wonÕt be welcome hereÑbeliefs
that visa delays only fuel.  ÒThey say, ÔI
can go to Canada, Australia.  Why do I
need to put myself in a place where IÕm
not welcome?Õ Ó Dunnett said.   

This article has been excerpted from
CNN.com,where it appeared on 
April 28, 2004.

An Apology to the
Graduates

IÕm so sorry.  
I look at all of you and realize that,

for many, life has been a relentless
treadmill since you entered preschool at
the age of 2.  Sometimes, as though I
am narrating a fairy story, I tell my
children of a time when the SAT was
taken only once and a tutor was a
character in an English novel, when I
could manage to pay my own college
tuition with summer wages and Þnd
both a good job and a decent apartment
when I graduated.  

Now cottage industries have grown
up around the impossibility of any 
of that:  specialized learning centers 
to supplement schools, special 
loan programs at usurious rates to
supplement college grants, companies
that will throw up instant walls to
throw a one-bedroom apartment into a
place where three people can coexist.  

ThereÕs an honorable tradition of
starving students; itÕs just that, between
the outsourcing of jobs and a boom
market in real estate, your generation
envisions becoming starving adults.
Caught in our peculiar modern nexus of
prosperity and insolvency, easy credit
and epidemic bankruptcy, you also get
toxic messages from the culture about
what achievement means.  It is no
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And so they should, said civil
engineering major Jane Delorme, 20, of
Coon Rapids [Minn.].  ÒWeÕre paying
for this,Ó she said.  ÒIÕm outspoken if
IÕm not happy.Ó  

The millennials make cell phones
and laptop computers a fact of
classroom lifeÑand an easy diversion
for bored students.  

While some of todayÕs
undergraduates are the best prepared
ever for college, others want to be fed
information and donÕt know how to
problem solve.  Faculty members say
they see increasing numbers of students
who view the world in absolutes and
have trouble with discussions that
challenge their own opinions.  In an
introductory biology class, students
who believe in creationism have walked
out of lectures rather than listen to a
discussion of evolution. 

ÒOne of our academic challenges 
is to help students do some self-
reßection,Ó said Jerry Reinhardt,
associate vice president for student affairs
on the UniversityÕs Twin Cities campus.
ÒThey come in with opinions that were
formed by their parents É thereÕs always
been black-and-white thinking among
students at the start of college, but this
group of students is not looking at the
world in the same way.  Our challenge
is to help students hang on to whatÕs
important to them but to examine
things and search for answers.Ó  

How to serve millennial college
students is a hot topic at national
meetings of student affairs ofÞcials,
where this year they discussed everything
from how to engage undergraduates in
class to how to understand their slang.
Susan Komives, an associate professor at
the University of Maryland who has
written about millennial students, says
the attention is deserved.  

ÒThis generation, in growing up,
felt very special, felt valued in their
families, and it was important that they
go to college,Ó she said.  ÒWe need to
treat these people as special, not just
because they are consumers, but because
they are shaping a new world after 9/11.

They think they will rise to that
challenge.Ó 

These students are more
conventional than their predecessors,
she said.  They want to do well for
themselves but also want to do good,
not by junking the system but by
working within it.  They like their
parents and remain close to them even
in their college years.  

Partly because parents tend to be
very involved in their college-aged
childrenÕs livesÑKomives calls them
Òhelicopter parents, theyÕre always
hovering out thereÓÑmany students
feel pressured to do well in school.  But
they behave differently in the classroom
from previous generations.  

ÒThey are the consumers É more
educated about what they should get
out of the college experience,Ó said
Helen Hansen, an associate professor in
the University of MinnesotaÕs School of
Nursing.  ÒThey expect the expert at
the head of the class to know their
individual needs and expectations.Ó  

Physics professor Ken Heller misses a
certain independence he saw in his peers
as an undergraduate in the 1960s.
Lectures and textbooks were an outline
for learning, but students were expected
to go to the library, form study groups
and seek out information to augment
what professors said.  TodayÕs students
expect things to be more packaged.  And
they let professors know if theyÕre bored.  

ÒI do think people were more polite
then,Ó Heller said.  ÒYouÕll see students
reading the Daily in class today. É
Students can show their annoyance more.Ó  

But he says students are just as well-
prepared for college as they ever were.
And, he said, apparent lack of attention
can be misleading.  ÒTheyÕre better at
multiprocessing than we were,Ó he said.
ÒThey can listen to the stereo and study
or watch TV and do homework.  ThatÕs
a skill that we did not have.Ó  

Astronomy professor Rudnick said
his best students are as good as students
have ever been.  This semester he taught
a freshman seminar on nothingÑthat
is, the concept of nothingness.  The

class discussed the concept of zero, what
a blind person Òsees,Ó the use of
placebos in pharmacology, what a blank
result on a test means for a chemist, and
how the personal identity of American
Indians is tied to place, and what it
means if that place is lost.  

The 13 students in the class argued
and talked and challenged their professor.  

ÒThey are intellectually curious,Ó
Rudnick said.  ÒI donÕt see a major
difference in that aspect.  There are
challenges today and there were
challenges before, and technology has
changed things.  But itÕs not a question
of lamenting it, but handling it.Ó  

This article appeared in the May 7, 2004,
edition of the Minneapolis Star Tribune.

Peer to Peer:  Effective
College Learning

ÒAcademic and student affairs
leaders long have acknowledged that
much of studentsÕ learning takes place
in cocurricular and extracurricular
settings dominated by their peers,Ó
writes Drew Hunter, executive director
of the BACCHUS and GAMMA Peer
Education Network, a nonproÞt group
dedicated to healthy campus life.  He
notes that educators, student affairs
leaders, and student health ofÞcials are
involving students more in the process
of modeling healthy behaviors and
educating their peers. 

Hunter advocates the use of student
peer educators supported by student
affairs personnel and recognized as an
ofÞcial campus organization.  He
estimates that more than 32,000
students are active as peer educators, and
76 to 83 percent of colleges have some
form of peer education on their campus.
Peer leadership can increase the number
of Òteachable momentsÓ as students
interact informally and affect campus life
as a whole in a variety of positive ways.  

For more information on how to implement
and support peer education programs on your
campus, read the May/June 2004 issue of
Change:  The Magazine of Higher
Learning.  
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HARDWICK -DAY &  T HE LAWLOR GROUP, INC.
P R E S E N T

A SYMPOSIUM OFFERING PERSPECTIVES ABOUT THE ECONOMIC
AND TECHNOLOGY ISSUES FACING HIGHER EDUCATION

JUNE 17-18, 2004 • UNIVERSITY OF ST. THOMAS • MINNEAPOLIS, MINNESOTA

If you have sat in on a meeting this past year and the subject of discount rates, tuition increases, net revenues, access, web sites, technology, and inter-
active marketing were a part of any institutional discussion, then you wonÕt want to miss SUMMER SEMINAR. 

Hardwick~Day and The Lawlor Group have lined up some of the most distinguished thought leaders in the United States to address key economic and
technology issues facing higher education.  Please join us for this highly interactive, thought-provoking seminar that will be of beneÞt to presidents,

chief enrollment ofÞcers, chief Þnancial ofÞcers, and chief marketing ofÞcers.

T HURSDAY, JUNE 17, 2004
8:00 AM

REGISTRATION
Morning Coffee, Tea, Juice and Rolls

8:25 AM
WELCOME

ÒHIGHER EDUCATION ÕS ECONOMIC LANDSCAPEÓ
8:30 AM - 9:45 AM  
NAOMI RICHMAN

Senior Vice President and Manager,
MoodyÕs Higher Education and Not-for-ProÞts Team

ÒTUITION POLICY IN A POST-DISCOUNT WORLDÓ
9:45 AM - 11:00 AM
DAVID BRENEMAN

Economist and Author of ÒLiberal Arts Colleges: Thriving,
Surviving, or EndangeredÓ and ÒFinancing Community

Colleges: An Economic PerspectiveÓ
Dean of the Curry School of Education,

University of Virginia

ÒWHO CAN AFFORDPRIVATE COLLEGES AND
WHO CAN PRIVATE COLLEGESAFFORD?Ó

11:00 AM - 12:15 PM
JON MCGEE

Vice President for Institutional Planning,
Research and Communications,
College of Saint Benedict and

Saint JohnÕs University
Former Research Director,

Minnesota Private College Foundation

12:15 PM - 1:15 PM
LUNCH

ÒFINANCING AND AFFORDABILITY BEYOND PRICEÓ
1:30 PM - 3:00 PM

PANEL DISCUSSION
Naomi Richman, David Breneman and
Jon McGee, along with Jamie Wolfe, 

Chief Financial OfÞcer, Northstar
Moderated by Jim Day,

President of Hardwick~Day

ÒTRENDS IN INTERACTIVE RECRUITINGÓ
3:15 PM - 4:45 PM

BRIAN NILES
Chief Executive OfÞcer,

Target X
MICHAEL BRUCK

President,
Chat University

5:30 PM - 7:30 PM
RECEPTION

DAKOTA JAZZ CLUB & RESTAURANT

FRIDAY,  JUNE 18, 2004 
8:00 AM

Morning Coffee, Tea, Juice and Rolls 

ÒTEENS, STUDENTS, PARENTS
AND INTERNET TECHNOLOGYÓ

8:30 AM - 9:45 AM
AMANDA LENHART

Research Specialist,
Pew Internet & American Life Project

ÒUSING TECHNOLOGY TO IMPROVE THE
QUALITY OF THE EDUCATIONAL EXPERIENCEÓ

9:45 AM - 10:45 AM
DENNIS TRINKLE

Director of 361¡ Initiatives, 
Coordinator of Information Services and Technology,

Tenzer University Professor in Instructional Technology,
DePauw University

ÒA TECHNOLOGISTÕS VIEW OF NEW TECHNOLOGY
AND ITS IMPACT ON RECRUITINGÓ

11:00 AM - 12:00 PM
MICHAEL D. MARTYS

Special Assistant to the President,
Gettysburg College

12 PM - 12:15 PM
CLOSING COMMENTS

REGISTRATION FEE 
The registration fee is $475. A reduced fee is being 

offered to schools sending additional representatives; 
the fee for all additional registrants is $395 per registrant.
Schools are encouraged to bring several representatives. 
We encourage you to register soon because enrollment 
is limited and registration Þlls up quickly. Registration 

is on a Þrst-come, Þrst-served basis and is only 
conÞrmed once payment has been received.

The registration fee includes two continental breakfasts, 
a lunch, a reception, and program materials.

FOR MORE INFORMATION VISIT
www.lawlorevents.com
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Gasping for Breath

Admission offices are frantically trying to deal with skyrocketing numbers 
of applications.  Meawhile, deposits and matriculants aren’t increasing
significantly in proportion to the number of applications. Are the record

numbers of apps straining the system? Will guidance counselors and
admission officers get together to develop guidelines to limit the number of

applications students can submit?  On the financial side, schools are
wondering how to provide scholarships for students who might otherwise be

shut out of the system.  Is the pressure to get in, or to get more financial
assistance, creating inflated demand and hardship for everyone?  What’s
legal?  What’s right?  And how do the answers to these questions affect

access, which is on everyone’s mind? 
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S U C C E S S

Our Summer Seminar Report

One thing is clear: we have to find a new way of doing business.  But how?
This summer we are inviting economic and technology thought leaders to share

their ideas on how we can get out of our current rut and take steps to move
forward in a new direction.  In our next issue, we’ll report on what these

experts had to say about the economic and technologic sides of higher education,
and we’ll present their advice on how to avoid doing business as usual. 
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